MNSUre

Where you choose health coverage

Board of Directors Meeting

March 18, 2026

MNsure’s Accessibility & Equal Opportunity (AEO) office can provide this information in accessible formats for individuals with
disabilities. Additionally, the AEO office can provide information on disability rights and protections to access MNsure programs.
The AEO office can be reached via 855-366-7873 or AEO@MNSsure.org.
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Administrative ltems

= Discuss & vote January 28, 2026, meeting minutes

= Discuss & vote technical updates to MNsure Compensation
Plan
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Annual Report: Sign-ups and Savings

= Record-setting open enrollment: 167,163 QHP sign-ups
= QOver 400,000 total sign-ups across all coverage types
= Continued growth in QDP sign-ups

= MNsure delivered $376M in savings to Minnesotans
= 62% of private plan households received premium tax credits

= 11% received cost-sharing reductions — highest in recent years
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Annual Report: Operational Excellence

= Contact center focused on consumer experience
= Migrated to cloud-based technology

=  82% improvement in calls answered within five minutes despite
record demand

= Enhanced routing, reporting, and forecasting capabilities
= We launched the Easy Enrollment Program

=  Over 110,000 Minnesotans requested information (twice what we
expected)
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Annual Report: Community Partnerships

= MNsure supported 2,200+ assisters (brokers, navigators
and certified application counselors) statewide

= Awarded $4.1M in grants to support 35 navigator agencies
=  Broker enrollment centers in 22 cities

= Multilingual support including Spanish, Hmong, and Somali



Annual Report: Looking Ahead

= Focused on stability and sustainability in an uncertain time

= Continuous improvements through improved technology
and strategic staffing investments

= Strengthening partnerships and consumer outreach
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CEO Report & Year-Over-Year Comparison
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CEO Report Overview

= (General updates
= Federal update

= Terminology update
= Year-over-year review

= Plan year 2026 activity
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General Updates
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Terminology Update

= MNsure's new system
= Formal / legal name: MNsure Eligibility and Enrollment System
= Shorthand names: MN-EES or MNsure System
= Other terms
= |T modernization project: QHP Eligibility System Transition (QEST)
= DHS system: Minnesota Eligibility Technology System (METS)
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Year-Over-Year Review
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Sign-ups by Program OE 2022 - OE 2026
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167,163 162,211
146,445
32,445 46,449 39,106 47.210 39,057
OE2022  OE2023  OE2024  OE2025  OE 2026

O Medical Assistance/MinnesotaCare ® QHP via Individual Market

= Qualified health plan (QHP) “sign-ups”
decreased by 3% from last year.

= The decrease in OE sign-ups can
largely be attributed to federal policy
changes including the end of enhanced
premium tax credits which expired at
the end of plan year 2025.

= Public program sign-ups, also down
from last year, reflect new applicants
found eligible for MA or MinnesotaCare
during the open enrollment period.
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Effectuated Enroliments 2022 - 2025

Monthly Effectuated Enroliments = Monthly effectuated enrollments
150,000 January 2022 — December 2025 — represent the number of
145,000 ’ Minnesotans who are enrolled and
Egggg 755 paying their policy premiums.
130,000 = d affordability due to
s 000 ncreased affordability du
enhanced tax credits led to record
120,000 1444
115,000 > 112,547 numbers of effectuated QHP
110,000 enrollments in plan years 2024 and
105,000
100,000 2025
95,000 . .
= The enhanced tax credits expired at
90,000
85,000 the end of 2025. MNsure expects
80,000 NP * . d . ) S lower effectuated enroliments due to
» @ \ e ‘<‘ N @ » @ .
@@ 4 RIS &S & a4 NS 5"@ & @ T RS that federal policy change.
2 F ¥ 6\ S 5{0 F b ¥ o .
%Qv e %0 e %0 e %0 e .‘g.

16 MNSUre



Effectuated Enroliment Peak: 2022 - 2026

Peak Effectuated Enrollments
2022 - 2026

143,756

132,684
— 114,445 112,547 I I

Feb.2022 Feb.2023  Jun.2024  Feb. 2025

132,852 —

Feb. 2026*

*MNsure assumes 2026 was in February.
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MNsure effectuated enroliment typically
peaks in February of each year.

In 2024, the peak was in June due to the
end of the pandemic era Medicaid
continuous coverage policy.

MNsure is assuming our peak in 2026
was in February as in typical years.

Peak effectuated enrollments dropped by
nearly 11,000 between 2025 and 2026
due to federal policy changes like the end
of enhanced tax credits.
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Financial Help Comparison Dashboard
OE 2022 - OE 2026

QHP
Households
Receiving

Financial Help

OE 2021
ending
12/22/20

OE 2022
ending
1/15/22

OE 2023
ending
1/15/23

OE 2024
ending
1/15/24

OE 2025
ending
1/15/25

OE 2026
ending
1/15/26

Households
APTC

49%

58.3%

57.2%

58.0%

60.8%

50.3%

Households
with cost-
sharing
reductions

10%

9.9%

8.3%

9.5%

11.0%

9.9%

Average
monthly APTC
by household

$411

$507

$520

$538

$555

$610

Projected
cumulative
APTC through
full calendar
year

$228M

$267M

$264M

$329M

$401M

$305M

= Federal policy changes like the

loss of enhanced tax credits
mean fewer Minnesotans qualify
for financial help to lower the
cost of health insurance.

The percentage eligible for
APTC has dropped to 50% in
2026 — a level not seen since
2021.

Including 2026, the estimated
cumulative value of savings
through tax credits since 2013 is
$2.8 billion.
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Individual Market: QHP Enrollees by Metal Level
OE 2022 - OE 2026

100%

= The loss of enhanced tax credits
meant higher costs for consumers
and resulted in a drop in Gold and
Silver plans and an increase in
Bronze.

80%

60%

= |n 2026, carriers chose not to offer

Catastrophic plans through MNsure.
40%

20%

0%

V.U /0 .. .-
OE 2022 OE 2023* OE 2024* OE 2025 OE 2026 \'
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Individual Market: QHP Enrollees by Insurance
Company OE 2022 - OE 2026

Enrollees by Insurance Company

OE 2022 | OE 2023 | OE 2024 | OE 2025 | OE 2026
Insurance . . : : .
Comban ending ending ending ending ending
Paty 1/15/22 | 1/15/23* 1/15/24 1/15/25* 1/15/26
Blue Plus 17.4% 20.7% 25.3% 27.6% 33.8%
HealthPartners 21.3% 20.1% 19.7% 18.6% 25.2%
Medica 14.7% 13.4% 13.9% 19.5% 19.0%
Quartz 1.2% 1.1% 1.1% 0.9% 0.7%
UCare 45.4% 44 8% 40% 33.3% 21.3%

*Total not = 100% due to rounding

= Consumers shifted toward
HealthPartners and Blue Plus
plans during the open enrollment
period for 2026.

= At the end of 2025, Medica
acquired UCare, though
consumers could still purchase

plans under the UCare brand in
2026.



Individual Market: QHP Enrollee Demographics 1
OE 2022 - OE 2026 B

100%
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40%
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100%

80%

60%

40%
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Contact Center Dashboard OE 2022 - OE 2026

Key Contact Center Metrics

OE OE OE OE OE
Contact Center 2022 2023 2024 2025 2026
Metrics ending | ending | ending | ending | ending
1/15/22 | 1/15/23 | 1/15/24 | 1/15/25 | 1/15/26
A Dail |
verage Daily Call | 4 409 | 965 | 1,068 | 1,686 | 2,484
Volume
Service Level
o
Coofealls = 1 6o | 919% | 30% | 26% | 46%
answered in 5 min.
or less)
Calls Abandoned o o o o o
While in Queue 4% 1% 10% 16% 20%
Average Speedto | 53 | 0:00:59 | 0:13:48 | 0:26:33 | 0:51:44

Answer (mm:ss)

= Average daily call volume rose

sharply in OE 2026 — nearly double
what we saw in 2025.

Despite the increase in calls and
longer wait times, consumers gave
the Contact Center high marks for
service.

Nearly half of all calls were
answered in 5% (up 20% from last
year) and we maintained a 98%
connection rate on our courtesy call

back feature. g
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Contact Center Performance
October 1, 2013 - January 15, 2026

MNsure Weekly Contact Center Calls Received/ASA (Average Speed to Answer)
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		Call Center		Total/ Average		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Sun		Mon		Tue		Wed

		Calls Received (MNsure)		371,734		39,287		60,370		48,508		27,031		26,782		28,563		23,517		21,277		22,634		23,770		21,170		28,825				52,080				1,261		1,160						Week Oct 28		Week Nov 4		Week Nov 11		Week Nov 18		Week Nov 25		Week Dec 2		Week Dec9		Week Dec 16		Week Dec 23		Week Dec 30		Week Jan 6		Week Jan 13

		Calls Handled		331,102		38,746		54,428		44,524		26,509		26,471		25,528		20,256		17,170		17,926		16,078		16,476		26,990												Calls Received (MNsure)		126998		4208		8860		8348		5137		12734		13398		26632		9625		8042		11453		16107		2454						10399

		Calls Abandoned		24,565		480		3,390		1,847		438		230		1,925		1,982		2,809		3,085		4,586		3,245		547												Calls Handled		117440		4207		8858		8315		5092		12274		12854		23167		8920		7106		9317		15020		2309						9971.5450049456

		Abandon % (<5%)		6.56%		0.72%		3.06%		3.05%		1.28%		0.69%		5.48%		7.71%		11.65%		12.47%		17.64%		13.22%		1.68%				6.59%								Calls Abandoned		5446		0		1		27		38		414		161		2330		252		541		1191		352		139						217.5865479723

		Avg Time to Abandon		0:10:36		0:01:22		0:09:57		0		0		0		0		0		0		0		0		0:15:30		0:15:38												Abandon % (<5%)		2.73%		0.00%		0.10%		0.28%		0.61%		2.63%		1.03%		8.14%		2.12%		2.57%		8.23%		1.40%		5.65%						0.0177490131

		Average Wait Time (< 5 minutes)		0:06:39		0:00:20		0:03:55		0:03:32		0:00:41		0:00:26		0:05:38		0:07:47		0:12:08		0:13:11		0:17:12		0:12:27		0:02:31				0:06:43								Avg Time to Abandon		0:08:01		0:00:00		0:00:12		0:01:22		0:02:07		0:03:12		0:12:45		0:11:13		0:11:22		0:11:50		0:12:11		0:16:18		0:13:39						0.0073462286

		Max Wait Time		1:51:38		0:35:15		0:36:55		0:41:17		0:13:58		0:50:02		1:30:28		1:23:19		1:34:22		1:31:00		1:51:38		1:42:17		1:23:25												Average Wait Time (< 5 minutes)		0:02:43		0:00:01		0:00:07		0:00:06		0:00:16		0:01:13		0:01:30		0:07:07		0:02:29		0:05:09		0:07:42		0:03:33		0:03:20						0.0012832036

		Service Level (<95%)		67.17%		97.62%		76.35%		72.41%		94.98%		97.72%		60.32%		54.63%		54.45%		45.12%		28.81%		46.02%		77.55%				57.48%								Max Wait Time		0:41:17		0:01:15		0:04:52		0:10:28		0:08:58		0:35:15		0:28:05		0:28:38		0:36:55		0:22:47		0:41:17		0:18:19		0:17:43						0.0138773148

		Talk Time (Avg)		0:08:24		0:07:50		0:07:15		0:07:36		0:07:41		0:07:36		0:08:27		0:08:46		0:09:48		0:09:42		0:09:22		0:09:00		0:07:41												Service Level (<95%)		80.64%		100.00%		99.90%		99.16%		98.40%		90.66%		87.90%		43.58%		78.25%		73.90%		39.30%		71.77%		84.84%						0.8770687646

		Call Handle Time (Avg)		0:10:45		0:09:42		0:08:46		0:09:08		0:09:23		0:09:08		0:09:52		0:11:20		0:13:21		0:13:13		0:12:43		0:12:34		0:09:52												Talk Time (Avg)		0:07:46		0:08:24		0:07:50		0:07:55		0:07:42		0:07:20		0:07:24		0:07:15		0:07:15		0:07:55		0:07:21		0:08:03		0:08:47						0.0052482696

		Transfer Out		0		na		na		na		na		na		na		na		na		na		na		na		na												Call Handle Time (Avg)		0:09:25		0:09:58		0:09:22		0:09:19		0:11:07		0:08:44		0:08:46		0:08:34		0:08:45		0:09:40		0:08:48		0:09:38		0:10:21						0.0062887896

		First Call Resolution %		80.87%		85.22%		86.19%		84.11%		81.11%		66.24%		81.73%		81.78%		80.66%		79.33%		79.48%		82.81%		81.72%												Transfer Out				na		na		na		na		na		na		na		na		na		na		na		na						na

		Complaints Received		130		4		2		5		6		18		33		13		7		12		8		5		17												First Call Resolution %		86.23%		83.59%		86.00%		84.56%		85.53%		86.45%		86.02%		87.87%		86.03%		86.00%		84.38%		87.65%		90.67%						0.8520333333

		Complaints Resolved		148		7		8		6		7		19		38		12		8		14		7		4		18												Complaints Received						0		1		0		2		0		0		1		0		1		1		0						3

		Helpline (Transfers from Vendor/PP)		115,055		14,656		21,804		19,125		11,381		10,692		9,866		4,562		3,141		3,721		3,633		3,121		9,353												Complaints Resolved						1		4		0		1		1		1		3		2		1		3		0						1

		Short Abandon (under 60 seconds)		4,791		130		1,097		965		159		126		317		278		267		362		428		304		358												Helpline (Transfers from Vendor/PP)		46331		1526		3204		3066		1938		4922		4913		9811		3477		2398		4450		5739		887						4468

		% of calls answered in under 10 minutes		77.56%		99.02%		87.88%		85.67%		98.51%		99.03%		70.75%		71.03%		67.05%		61.70%		41.99%		57.84%		90.22%												Short Abandon (under 60 seconds)		2080		1		1		2		15		111		195		558		250		94		403		450		0						136

		Occupancy		97.07%		54.28%		76.07%		81.85%		76.39%		694.49%		6.98%		6.60%		21.84%		36.79%		28.30%		39.51%		41.78%												% of calls answered in under 10 minutes		89.39%		100.00%		99.90%		99.64%		99.52%		96.03%		94.93%		66.65%		93.35%		84.76%		59.55%		91.85%		86.53%

		Max Agents		115		115		105		105		63		55		32		27		23		22		20		37		63												Occupancy										53.54%		75.76%		81.45%		93.50%		68.50%		80.00%		86.18%		80.11%		78.24%

				days		20		20		21		19		21		22		22		20		22		23		20		23												Max Agents		268.00		268.00		102.00		83.00		75.78		84.38		80.78		105.22		65.55		60.97		70.94		105.02		76.96

		Calls per day				1,964		3,019		2,310		1,423		1,275		1,298		1,069		1,064		1,029		1,033		1,059		1,253

		Broker Line		Total/ Average		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19

		Calls Received		44,282		5,739		7,874		5,886		3,392		3,176		3,020		2554		2472		2,402		2,363		2,559		2,845				5,026												2018

		Calls Handled		41,158		5,392		6,780		5,433		3,212		3,036		2,831		2450		2337		2,289		2,276		2,437		2,685

		Calls Abandoned		2,937		308		1,015		420		179		136		186		98		132		108		86		119		150																11/1/201-1/13/2019

		Abandon % (<5%)		5.00%		4.19%		9.15%		6.03%		4.35%		3.88%		6.22%		3.76%		5.15%		4.36%		3.47%		4.44%		5.02%				4.46%

		Avg Time to Abandon		0:03:36		0:03:08		0:05:39		0:04:46		0:03:57		0:03:18		0:03:54		0:03:10		0:03:18		0:03:18		0:02:26		0:02:54		0:03:28

		Average Wait Time (< 5 minutes)		0:02:54		0:01:44		0:07:15		0:04:42		0:03:37		0:02:05		0:02:28		0:01:47		0:02:38		0:02:10		0:01:47		0:02:33		0:02:07				0:02:12

		Max Wait Time		0:56:58		0:29:34		0:56:58		0:34:58		0:25:55		0:27:42		0:20:19		0:17:21		0:19:47		0:20:05		0:18:43		0:16:23		0:36:15

		Service Level (<95%)		58.58%		86.37%		63.64%		64.30%		45.52%		56.62%		52.21%		61.77%		49.42%		55.31%		62.23%		47.68%		57.87%				55.60%

		Talk Time (Avg)		0:09:26		0:09:16		0:10:08		0:09:45		0:09:37		0:09:06		0:09:37		0:09:06		0:09:19		0:09:21		0:10:04		0:09:01		0:08:58

		Call Handle Time (Avg)		0:13:07		0:12:41		0:13:10		0:13:18		0:12:54		0:12:23		0:13:30		0:12:48		0:13:31		0:13:15		0:13:54		0:12:42		0:13:18

		Max Agents		15		9		15		11		7		5		5		4.71		6		5		5		5		6

				days		20		20		20		20		20		20		20		20		20		20		20		20

		Calls per day				287		1,090		956		569		535		493		228		157		186		182		156		468

		ARC LINE		Total/ Average		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19

		Calls Received		67,863		6,332		6,369		6,748		5,023		5,669		5,969		5,737		5,115		5,459		5,066		4,910		5,466				10,852

		Calls Handled		58,188		5,272		5,175		5,472		4,351		4,984		5,217		5,292		4,552		4,634		4,319		4,053		4,867

		Calls Abandoned		9,538		1,044		1,173		1,265		666		671		739		440		554		812		739		846		589

		Abandon % (<5%)		12.55%		14.09%		12.41%		15.82%		11.73%		11.52%		11.19%		7.67%		10.66%		14.40%		13.92%		16.61%		10.57%				9.17%

		Avg Time to Abandon		0:04:18		0:04:12		0:05:18		0:05:39		0:04:14		0:04:03		0:03:22		0:03:00		0:03:54		0:04:28		0:04:08		0:05:11		0:04:07

		Average Wait Time (< 5 minutes)		0:06:02		0:06:26		0:06:07		0:10:19		0:06:01		0:05:33		0:03:33		0:03:09		0:04:58		0:06:24		0:06:09		0:08:57		0:04:44				0:04:03

		Max Wait Time		0:45:06		0:33:23		0:36:45		0:45:06		0:42:06		0:31:16		0:26:04		0:23:27		0:29:38		0:30:44		0:31:41		0:36:30		0:31:23

		Service Level (<95%)		35.58%		52.25%		60.67%		40.90%		29.36%		28.48%		37.71%		42.26%		30.64%		26.82%		25.99%		17.57%		34.32%				36.45%

		Talk Time (Avg)		0:04:43		0:05:00		0:05:22		0:04:54		0:04:34		0:04:34		0:04:35		0:04:17		0:04:17		0:04:30		0:04:31		0:04:50		0:05:09

		Call Handle Time (Avg)		0:07:44		0:08:23		0:08:48		0:08:10		0:07:59		0:07:45		0:07:18		0:07:01		0:07:12		0:07:35		0:07:12		0:07:35		0:07:51

		Max Agents		6		6		6		6		4		4		4		4		3		4		3		3		5

				days		20		20		21		19		21		22		22		20		22		23		20		23

		Calls per day				317		318		321		264		270		271		261		256		248		220		246		238

		Helpline (NIC in Call Center data)		Total/ Average		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19				Total		Jan

		Calls Received		113,897		14,656		22,367		19,666		11,381		10,692		7,526		4,728		3,141		3,721		3,633		3,121		9,265				47,601		10578

		Calls Handled		86,483		12,264		15,748		15,174		9,592		8,286		5,003		3,612		2,213		2,639		2,189		2,356		7,407				35,735		7723

		Calls Abandoned		23,923		2,133		5,880		3,839		1,576		2,161		2,231		1,002		832		976		953		687		1,655				10,371		2358		774933.33%

		Abandon %		21.04%		10.42%		23.42%		18.06%		12.37%		20.37%		28.96%		21.48%		26.06%		26.16%		25.42%		23.07%		16.71%				18.1%		20%

		Avg Time to Abandon		0:13:47		0:07:20		0:19:39		0:16:01		0:09:39		0:13:24		0:13:18		0:11:50		0:14:50		0:15:01		0:17:10		0:15:45		0:11:22				0		0.1416550926

		Average Wait Time (>5 min)		0:26:54		0:12:28		0:41:45		0:37:05		0:19:10		0:28:46		0:27:11		0:20:36		0:27:43		0:28:17		0:32:15		0:27:37		0:19:52				0:33:31		0:46:19

		Max Wait Time		2:08:12		1:33:05		2:08:12		2:02:58		1:16:17		1:35:34		1:30:28		1:23:19		1:34:22		1:31:00		1:51:38		1:42:17		1:23:25				1:54:45		2:02:58

		Service Level (<95%)		16.73%		55.85%		16.30%		17.01%		15.15%		7.88%		7.69%		14.65%		10.47%		8.67%		2:23:46		3:44:20		5:09:45				29.2%		15.50%

		Talk Time (Avg)		0:13:30		0:16:33		0:15:24		0:14:34		0:13:51		0:14:01		0:12:52		0:11:48		0:11:52		0:12:17		0:12:23		0:12:05		0:14:18				0:15:47		0:15:25

		Call Handle Time (Avg)		0:21:25		0:25:46		0:22:52		0:21:54		0:20:56		0:21:08		0:19:50		0:18:29		0:19:18		0:19:41		0:20:11		0:20:25		0:26:32				0:23:51		0:22:56

		Percent. calls transferred by vendor		29.67%		38%		41%		41%		41%		41%		40%		19%		15%		16%		15%		3:44:45		7:46:40				38.9%		9:01:12

		Max Agents		76		76		71		48		30		22		26		21		23		25		21		21		31				76		47.85



		CCB		Total/ Average		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19				Total		Jan

		Busy		1,753		3		11		9		1		3		2		10		5		8		9		4		1688				14		0

		Caller canceled		390		14		58		43		12		11		41		31		58		43		52		20		7				103		31

		Connected		43,565		1874		7178		5608		2475		2459		2484		3150		4013		4475		4764		2833		2252				12,298		3246

		Error		203		17		28		24		12		11		16		24		11		13		22		21		4				57		12

		Invalid Number		347		47		114		115		15		10		8		6		3		1		2		7		19				212		51

		No Answer		3,651		142		613		570		149		125		190		293		328		326		468		283		164				1,087		332

		No Response		5,663		272		1011		931		160		183		265		466		399		442		728		556		250				1,860		577

		Total Requests		53,895		2369		9013		7300		2824		2802		3006		3980		4817		5308		6045		3724		2707				15,631		4249

		% Connected 		82%		79%		81%		79%		87%		89%		84%		80%		83%		84%		79%		76%		86%				79%		79%



		Helpline (NIC in Call Center data)		Total/ Average		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19

		Average Wait Time (>5 min)		0:27:57		0:12:28		0:41:45		0:37:05		0:19:10		0:28:46		0:28:28

		Max Wait Time		2:08:12		1:33:05		2:08:12		2:02:58		1:16:17		1:35:34		1:30:28



		Helpline (NIC in Call Center data)		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue								Wed		Thu		Fri

				1-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		25-Mar		26-Mar								27-Mar		28-Mar		29-Mar

		Average Wait Time (>5 min)		0:34:23		0:24:32		0:24:12		0:16:35		0:10:44		0:13:36		0:33:54		0:35:07		0:29:05		0:25:32		0:30:40		0:55:16		0:32:27		0:36:16		0:17:38		0:25:24		0:46:04		0:30:45								0:19:13		0:20:20		0:20:18

		Max Wait Time		1:13:56		0:57:09		0:50:45		0:56:50		0:35:31		0:52:32		1:02:49		0:53:47		0:59:20		0:59:29		0:51:54		1:35:34		0:59:17		1:04:49		0:51:56		0:49:56		1:15:06		0:58:15								0:50:40		0:50:23		0:50:02





		Helpline (NIC in Call Center data)		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon

				1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		22-Apr

		Average Wait Time (>5 min)		0:41:41		0:34:54		0:27:59		0:16:30		0:18:56		0:26:48		0:27:02		0:16:31		0:32:38		0:30:45		0:30:57		0:32:43		0:31:18		0:24:41		0:24:41		0:30:16

		Max Wait Time		1:27:37		1:09:59		1:06:45		0:51:33		0:50:21		0:48:55		1:03:20		0:43:36		0:59:42		1:01:27		1:01:40		1:13:55		1:30:28		0:51:50		0:51:50		1:18:02



MNsure Contact Center Calls Received/ASA (Average Speed to Answer)

Calls Received (MNsure)	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	Calls Abandoned	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	14838	16678	43548	35152	9861	15895	12530	1641	8083	9551	11245	5721	3155	6775	24960	1542	6994	1578	3027	3832	3584	3039	878	1155	1017	3042	36215	14992	4451	5643	2441	1349	3221	556	710	989	4323	3937	4250	11483	3018	357	277	311	690	4069	3119	183	1	0	62	331	1946	6212	4944	2956.2378320100679	Average Speed to Answer (	>	2 min)	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	7.3379629629629628E-3	3.1469907407407412E-2	4.3118209876543204E-2	2.6912037037037033E-2	4.722608024691358E-3	4.0585960464432679E-3	4.1087191358024685E-3	7.9043209876543201E-4	8.8412808641975312E-3	1.2398302469135803E-2	1.7321759259259259E-2	5.5278935185185171E-3	2.387152777777778E-3	2.4416115520282189E-3	4.0246086860670199E-3	5.2397486772486784E-4	1.3190999779541448E-3	7.4930555555555547E-4	1.7310185185185185E-3	1.922916666666667E-3	1.6130787037037038E-3	1.3282407407407405E-3	4.4490740740740743E-4	8.3364197530864188E-4	7.8449074074074076E-4	1.7968253968253967E-3	9.9941798941798939E-3	4.6369047619047614E-3	3.5966435185185185E-3	4.882233796296296E-3	3.0480324074074077E-3	1.5688657407407407E-3	2.2916666666666667E-3	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	









MNsure Broker Calls Received/ASA (Average Speed to Answer)

Calls Received (MNsure)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	3116	6911	3206	3876	2857	2162	1767	1711	1639	1676	2013	1466	6898	11302	6907	5005	4881	3529	3041	3030	2370	3376	3366	5040	12249	13582	8961	5334	4064	2966	2963	2722	2120	2535	2348	3203	7825	9029	6010	3698	3443	2950	2703	Calls Abandoned	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	303	1376	181	436	269	255	164	79	129	136	251	78	757	2548	741	491	460	231	170	222	89	244	187	705	3051	3943	3836	1317	798	479	313	192	127	175	121	236	1523	1929	958	353	155	132	143	Average Speed to Answer (	>	2 min)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	1.9839409722222224E-3	6.6223434744268079E-3	4.5023148148148149E-3	3.8401813271604934E-3	2.2590277777777778E-3	3.5162422839506171E-3	2.8967592592592595E-3	1.8811728395061731E-3	2.0733796296296299E-3	2.580092592592593E-3	3.4381172839506166E-3	1.5685185185185188E-3	3.2344025573192241E-3	1.2138117283950617E-2	3.2195216049382713E-3	4.5066550925925934E-3	5.2975983796296295E-3	3.668981481481481E-3	2.619502314814815E-3	3.0181327160493827E-3	1.1796875000000002E-3	1.9907407407407408E-3	1.2183159722222224E-3	6.083333333333333E-3	1.9123043430335097E-2	2.6644404945620228E-2	1.923505015432099E-2	1.3959683641975307E-2	8.8299382716049389E-3	5.3784722222222229E-3	2.4189814814814812E-3	1.6094907407407408E-3	2.0013888888888885E-3	2.2112268518518518E-3	1.8495370370370371E-3	2.2391203703703709E-3	7.9702932098765431E-3	1.16820987654321E-2	9.6756172839506192E-3	5.1429398148148146E-3	1.8081018518518518E-3	1.9305555555555556E-3	1.8054012345679014E-3	









MNsure ARC Calls Received/ASA (Average Speed to Answer)

Calls Received (MNsure)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	3848	5406	3602	3874	3165	3498	3203	3583	3130	2997	3352	3634	4520	6884	6407	5869	5811	4830	4224	4585	4071	4762	5175	5987	7375	7162	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	5952	4746	5072	5140	5112	Calls Abandoned	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	554	712	316	339	142	79	138	219	111	145	273	286	352	872	992	1026	676	473	335	369	350	491	469	716	1795	2172	2127	1311	786	844	722	657	891	791	844	1172	1571	1632	1580	798	715	678	619	Average Speed to Answer (	>	2 min)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	2.2993758267195767E-3	2.6215388007054677E-3	1.6030092592592593E-3	1.3792438271604938E-3	6.8287037037037036E-4	5.1242283950617281E-4	6.9675925925925916E-4	1.0030864197530865E-3	8.5416666666666659E-4	1.0045138888888888E-3	1.5981867283950616E-3	1.3363425925925925E-3	1.2732583774250441E-3	2.9166666666666668E-3	2.5138888888888889E-3	6.5403645833333329E-3	4.2705439814814811E-3	2.712384259259259E-3	2.5792824074074077E-3	2.0144675925925924E-3	2.2874710648148151E-3	3.0468750000000001E-3	2.2793692129629631E-3	3.5734953703703701E-3	6.191468253968253E-3	8.3860642636684312E-3	1.1608314043209876E-2	1.0521450617283951E-2	4.3388888888888895E-3	5.2802372685185183E-3	4.1208333333333331E-3	3.3523148148148149E-3	4.9953703703703714E-3	3.411342592592593E-3	3.9063657407407406E-3	7.4405092592592596E-3	8.2750771604938288E-3	9.7017746913580245E-3	1.1807947530864197E-2	6.826273148148149E-3	4.2629629629629632E-3	3.2726851851851853E-3	3.6248070987654319E-3	











2019 wo vendor

		Main Contact Center		Total/ Average		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019

		Calls Received (MNsure)		934,656		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		60,370		48,508		27,031

		Calls Handled		857,697		65,700		40,774		28,690		21,346		24,233		21,886		20,907		22,743		23,516		30,743		47,650		70,241		56,029		35,220		29,259		23,072		19,821		18,160		19,794		21,865		18,714		33,126		38,746		54,428		44,524		26,509

		Calls Abandoned		60,615		11,483		3,018		357		277		311		690		4,069		3,119		183		1		0		62		331		1,946		6,212		4,944		2,956		2,812		2,637		4,358		4,301		392		480		3,390		1,847		438

		Abandon % (<5%)		6.35%		11.31%		3.06%		1.23%		1.19%		1.40%		2.60%		16.10%		11.09%		0.47%		0.00%		0.00%		0.24%		0.69%		4.39%		15.20%		18.28%		12.20%		13.36%		11.62%		14.40%		17.38%		0.84%		0.72%		3.06%		3.05%		1.28%

		Avg Time to Abandon		0:05:21		0:03:38		0:02:05		0:00:52		0:01:06		0:01:17		0:01:51		0:03:57		0:04:50		0:02:47		0:00:03		0:00:00		0:00:25		0:01:14		0:02:41		0:08:48		0:12:06		0:11:55		0:10:43		0:12:41		0:13:31		0:12:50		0:04:54		0:01:22		0:09:57		0:11:28		0:02:12

		Average Speed to Answer (>2 min)		0:03:09		0:03:47		0:01:04		0:00:31		0:00:26		0:00:29		0:00:46		0:04:58		0:03:28		0:00:12		0:00:01		0:00:01		0:00:04		0:00:19		0:01:57		0:05:59		0:08:57		0:06:12		0:07:23		0:06:35		0:08:42		0:10:24		0:01:04		0:00:20		0:03:55		0:03:32		0:00:41

		Max Wait Time		2:02:04		0:48:55		0:39:30		0:20:26		0:12:23		0:18:35		0:28:30		0:28:34		0:36:36		0:36:50		0:02:05		0:02:12		0:08:29		0:14:24		0:17:09		0:39:38		0:46:11		0:56:53		1:03:07		2:02:04		1:28:33		1:27:52		0:21:38		0:35:15		0:36:55		0:41:17		0:13:58

		Service Level (<85%)		76.07%		64.05%		91.39%		96.22%		97.05%		89.87%		93.22%		50.63%		70.45%		98.61%		100.00%		100.00%		99.25%		98.36%		81.65%		51.47%		37.75%		51.62%		44.10%		46.95%		35.96%		47.60%		90.22%		97.62%		76.35%		72.41%		94.98%

		Talk Time (Avg)		0:07:17		0:08:08		0:07:36		0:07:54		0:07:33		0:05:54		0:06:25		0:07:16		0:09:31		0:05:26		0:06:24		0:06:44		0:06:44		0:06:33		0:06:39		0:06:21		0:06:10		0:07:37		0:07:53		0:07:47		0:08:04		0:08:26		0:07:51		0:07:50		0:07:15		0:07:36		0:07:41

		Call Handle Time (Avg)		0:08:50		0:09:22		0:08:43		0:08:51		0:08:10		0:06:27		0:07:03		0:08:06		0:14:30		0:07:14		0:08:00		0:08:10		0:08:02		0:07:43		0:07:37		0:07:21		0:07:41		0:10:05		0:10:04		0:09:41		0:09:53		0:10:25		0:09:27		0:09:42		0:08:46		0:09:08		0:09:23

		Max Agents		273		128		103		96		86		84		81		85		100		117		247		273		251		190		93		86		69		67		43		47		50		80		104		115		105		105		63





		Helpline (NIC in Call Center data)		Total/  Average		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019

		Calls Received		330,560		25207		16299		10299		7303		8,245		7,108		6,561		897		10667		14,988		21135		32265		25082		15531		12062		10403		5984		5116		5507		5620		4707		11504		14656		22367		19666		11381

		Calls Handled		234,989		8366		9864		7637		6074		6,796		6,146		6,127		821		9085		12,574		15987		17873		16921		11194		10302		8687		5015		4116		3856		3391		3164		8215		12264		15748		15174		9592

		Calls Abandoned		82,757		14000		6228		2584		1160		1,401		658		274		59		977		1,761		3683		12378		7187		3947		1530		1541		1028		1236		1311		1932		1467		2987		2133		5880		3839		1576

		Abandon %		20.85%		55.25%		37.48%		24.98%		15.91%		15.94%		9.45%		4.71%		6.53%		8.33%		11.85%		15.58%		34.07%		29.57%		24.90%		12.78%		16.24%		16.91%		23.08%		23.97%		33.77%		31.63%		24.94%		10.42%		23.42%		18.06%		12.37%

		Avg Time to Abandon		0:17:25		0:47:35		0:23:31		0:16:12		0:12:15		0:51:44		0:22:35		0:28:38		0:03:39		0:04:57		0:09:53		0:10:34		0:24:36		0:19:57		0:14:52		0:10:10		0:10:38		0:11:05		0:11:43		0:14:30		0:18:03		0:18:08		0:14:53		0:07:20		0:19:39		0:16:01		0:09:39

		Average Wait Time (>5 min)		0:31:24		1:21:03		2:15:22		0:29:17		0:17:34		0:55:41		0:24:44		0:27:29		0:03:19		0:03:55		0:11:06		0:19:37		0:47:23		0:35:46		0:31:53		0:18:32		0:15:49		0:11:54		0:16:40		0:21:12		0:33:20		0:31:04		0:33:17		0:12:28		0:41:45		0:37:05		0:19:10

		Max Wait Time		2:58:36		2:58:36		2:31:08		1:20:40		1:03:11		0:51:25		0:48:03		0:32:00		0:21:28		0:36:46		2:26:23		1:48:39		na		na		2:01:56		1:31:33		1:19:35		0:56:53		1:03:07		2:02:04		1:28:33		2:02:07		1:41:55		1:33:05		2:08:12		2:02:58		1:16:17

		Service Level (<85%)		23.54%		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		13.38%		55.85%		3:54:39		4:05:00		3:38:08

		Talk Time (Avg)		0:13:56		0:16:23		0:14:15		0:15:28		0:15:05		1.01%		1.05%		1.02%		0.78%		0:13:15		0:14:13		0:14:46		0:14:54		0:13:02		0:12:27		0:12:37		0:12:14		0:11:34		0:11:58		0:12:03		0:12:38		0:13:19		0:16:08		0:16:33		0:15:24		0:14:34		0:13:51

		Call Handle Time (Avg)		0:19:38		0:16:40		0:16:19		0:17:50		0:17:29		0:17:16		0:19:27		0:22:58		0:16:22		0:18:57		0:19:16		0:21:41		0:21:12		0:19:24		0:18:51		0:18:52		0:17:56		0:17:04		0:17:45		0:17:53		0:18:45		0:21:22		0:25:39		0:25:46		0:22:52		0:21:54		0:20:56

		Max Agents		76		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		22:33:53		0:00:00		21:12:57		20:18:25		8:16:49



		SLA 80/30  w addl enrollees







		Main Contact Center		Total/ Average		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul   2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020

		Calls Forecasted (w/subsidy)		919,858		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		60,370		48,508		12,233		32005		28592		21994		19062		21726		25339		22245		32708		40471		63207		46083		33583		30405		27163		20894		18109



		Combined AHT				0:11:29		0:12:39		0:13:36		0:13:09		0:11:18		0:12:30		0:14:49		0:15:05		0:14:33		0:15:53		0:15:27		0:13:26		0:13:34		0:13:37		0:14:00		0:14:27		0:14:24		0:14:06		0:13:11		0:12:48		0:14:02		0:15:49		0:17:52		0:15:23		0:16:36		0:16:58		0:14:00		0:14:27		0:14:24		0:14:06		0:14:49		0:15:05		0:14:33		0:15:53		0:17:52		0:15:23		0:16:36		0:16:58		0:14:00		0:14:27		0:14:24		0:14:06

		Max Agents (no shrinkage applied)																																																								69		62		48		44		51		59		51		79		108		142		114		87		65		61		48		41

		Avg Agents (no shrinkage applied)																																																								31		34		26		24		28		32		28		42		58		75		60		46		35		33		26		22



		Avg calls																																																								55		59		45		39		45		52		46		67		84		130		95		69		63		56		43		37

		Max calls																																																								130		116		89		77		88		103		90		133		164		256		187		136		123		110		85		73



		Current staffing (20% shrinkage applied)																																																								29		29		29		29		29		29		29		29		na		na		na		na		na		na		na		na

		SLA (based on avg calls)																																																								62.67%		29.08%		92.90%		98.68%		92.90%		55.93		89.99%		0:03%		na		na		na		na		na		na		na		na

		SLA (based on max calls)																																																								0.03%		0.05%		0.08%		1.02%		0.08%		0.03%		0.08%		0:03%		na		na		na		na		na		na		na		na

		Recommended Min FTE: Balance between Max and Avg + 20 % shrinkage																																																								60		58		44		41		47		55		47		73		100		130		104		80		60		56		44		38





																																																																						Agents		10		70000		700000

																																																																						Leads		2		95500		191000

																																																																						Sup		1		95500		95500

																																																																												986500



		SLA 80/30  w/o addl enrollees

		Main Contact Center		Total/ Average		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul   2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec   2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020

		Calls Forecasted (w/o subsidy)		919,858		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		60,370		48,508		12,233		32005		28592		21994		19062		21726		25339		22245		32708		37323		57352		46083		33583		30405		27163		20894		18109

		Combined AHT				0:11:29		0:12:39		0:13:36		0:13:09		0:11:18		0:12:30		0:14:49		0:15:05		0:14:33		0:15:53		0:15:27		0:13:26		0:13:34		0:13:37		0:14:00		0:14:27		0:14:24		0:14:06		0:13:11		0:12:48		0:14:02		0:15:49		0:17:52		0:15:23		0:16:36		0:17:14		0:14:00		0:14:27		0:14:24		0:14:06		0:14:49		0:15:05		0:14:33		0:15:53		0:17:52		0:15:23		0:16:36		0:17:14		0:14:00		0:14:27		0:14:24		0:14:06

		Max Agents (no shrinkage applied)																																																								69		62		48		44		51		59		51		79		83		142		114		87		65		61		48		41

		Avg Agents (no shrinkage applied)																																																								31		34		26		24		28		32		28		42		68		75		60		46		35		33		26		22

		Avg calls																																																								55		59		45		39		45		52		46		67		101		95		88		69		63		56		43		37

		Max calls																																																								130		116		89		77		88		103		90		133		125		187		108		136		123		110		85		73

		Current staffing (20% shrinkage applied) 																																																								27		27		27		27		27		27		27		73		91		130		104		80		60		56		44		38

		SLA (based on avg calls)																																																								62.67%		29.08%		92.90%		98.68%		92.90%		55.93%		89.99%		100.00%		99.99%		100.00%		100.00%		100.00%		100.00%		100.00%		100.00%		99.99%

		SLA (based on max calls)																																																								0.03%		0.05%		0.08%		1.02%		0.08%		0.03%		0.08%		36.87%		97.42%		99.98%		100.00%		27.50%		41.24%		47.25%		52.79%		61.86%

		ASA																																																								0:07:35		0:23:00		0:00:31		0:00:05		0:04:47		0:14:22		0:00:48		0:00:05		0:00:05		0:00:05		0:00:05		0:00:05		0:00:05		0:00:05		0:00:05		0:00:05

		Recommended Min FTE: Balance between Max and Avg + 20 % shrinkage																																																								60		58		44		41		47		55		47		73		91		130		104		80		60		56		44		38

																																																										14		14		14		14		14		15		14		15		17		15		16		17		14		14		14		14

																																																										840		840		840		840		840		900		840		900		1020		900		960		1020		840		840		840		840

																																																										0		27		25		6		50		5		34		54		52		24		37		14		0		27		25		6

		AHT																																																								840		867		865		846		890		905		874		954		1072		924		997		1034		840		867		865		846

		36 FTE/27 Avg FTE																																																								27		27		27		27		27		27		27		50.4		81.6		170.4		136.8		104.4		78		73.2		57.6		49.2

		25% shrinkage



		Avg																																																								455		1380		31		4		47		862

																																																										7.583		23.000		0.517		0.067		0.783		14.367

		Min																																																								7		23		0		0		0		14

																																																										420		1380		0		0		0		840

		Sec																																																								35		0		31		4		47		22

																																																																						

Fries, Elaine: Fries, Elaine:


		SLA 80/30  w/o addl enrollees

		Main Contact Center		Total/ Average		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Apr 2019		May 2019		Jun 2019

		Calls Forecasted (w/o subsidy)		919,858		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		60,370		48,508		12,233		28592		21994		19062

		Entry Level Calls																																																								14296		11437		9721

		AHT																																																								0:07:41		0:10:05		0:10:04

		Avg Agents (no shrinkage applied)																																																								11		11		10

		Max Agents (no shrinkage applied)																																																								19		19		17

		Avg calls																																																								30		23		20

		Max calls																																																								58		43		38

		Intermediate Level Calls																																																								14296		10557		9340

		AHT																																																								0:17:56		0:17:04		0:17:45

		Avg Agents (no shrinkage applied)																																																								23		17		15

		Max Agents (no shrinkage applied)																																																								41		32		29

		Avg calls																																																								30		22		19

		Max calls																																																								58		46		39

		Roll up

		Avg Agents (no shrinkage applied)																																																								34		28		25

		Max Agents (no shrinkage applied)																																																								60		51		46

		Expected ASA based on Avg Calls																																																								0:23:00		0:00:31		0:00:05

		Current staffing (20% shrinkage applied) 																																																								27		27		27

		Recommended Min FTE: Balance between Max and Avg + 20 % shrinkage																																																								56		47		43

																																																										Apr		May		Jun

		Queue																																																								28698		23224.370596762		21290.775457253

																																																										10424		8744		7898		1.00%				Entry

		MNMNsure_MNsure_NewMember																																																								3896		3330		2999		2.00%				Entry

		MNMNsure_MNsure_Password 																																																								925		760		659		4.00%				Intermediate

		MNMNsure_MNsure_QAppeal																																																								14438		11217		10460		3.00%				Intermediate

		MNMNsure_MNsure_ExistingAcct																																																								1718		879		421				3				Intermediate

		MNMNsure_MNsure_1095Question																																																								4925		4120		4238				1				Advanced				OPS

		MNMNsure_MNsure_ReportChg																																																																2				Intermediate

		Status																																																								14320		12074		10897

																																																										0.4989894766		0.5198849179		0.5118179008

		Entry																																																								0.5031012614		0.4829840255		0.4912925798

		Intermediate																																																								1.002090738		1.0028689433		1.0031104805

																																																										mo		100000

																																																												85000		7083.3333333333				Sup		7083.3333333333

																																																												70000		5833.3333333333				Lead		14166.6666666667

																																																														17.1428571429				Agent		70000





OE6 Fan Xfers

				Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Sun

				11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan

		8:00 AM		13		15				60

		8:30 AM						30		90

		9:00 AM						50		50

		9:30 AM						25		80																																55

		10:00 AM								40

		10:30 AM								65																												20				40

		11:00 AM								70																																				20		45

		11:30 AM						25				45

		12:00 PM																																												35										50

		12:30 PM						40				55

		1:00 PM				15		60

		1:30 PM						40		60

		2:00 PM						50		50																										40

		2:30 PM				80		50																																								80																														25

		3:00 PM				35

		3:30 PM				30		40		110		15																																																																										20

		4:00 PM				40		30		20				20																																		25								40

		4:30 PM								20																																														15

		5:00 PM								65		50																																				25

		5:30 PM						30				30

		6:00 PM

		6:30 PM

		7:00 PM										15

		7:30 PM

		8:00 PM

		8:30 PM										20

		9:00 PM

		9:30 PM

		10:00 PM										20

		10:30 PM										30

		11:00 PM

		11:30 PM

		12:00 AM

				13		215		470		780		250		20		0		0		0		0		0		0		0		0		0		0		40		20		0		95		0		55		175		0		0		0		105		0		0		0		0		0		0		0		0		0		0		25		0		0		0		20		0		0		0		0		0





PW resets 2018

		Yr		Mo		Calls		PW reset		% of Total

		2018		Jan		57158		5973		10.45%

				Feb		38074		3525		9.26%

				Mar		35636		3597		10.09%

				Apr		26870		3896		14.50%

				May		17136		3330		19.43%

				Jun		15302		2999		19.60%

				Jul		18685		3302		17.67%

				Aug		22447		3890		17.33%

				Sep		21195		3558		16.79%

				Oct		35217		4724		13.41%

				Nov		39285		5923		15.08%

				Dec		60089		9181		15.28%

		2019		Jan		48508		7872		16.23%

				Feb		27031		4389		16.24%

				Total		462633		66159		14.30%





Occ study

		Call Center (initial dial attempts)		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri

		Date		1/2/19		1/3/19		1/4/19		1/5/19		1/7/19		1/8/19		1/9/19		1/10/19		1/11/19		1/12/19		1/13/19		1/14/19		1/15/19		1/16/19		1/17/19		1/18/19		1/22/19		1/23/19		1/24/19		1/25/19		1/28/19		1/29/19		1/30/19		1/31/19		2/1/19		2/4/19		2/5/19		2/6/19		2/7/19		2/8/19

		Calls Received (MNsure)		3292		2971		2529		311		3164		2913		2865		2519		3229		1417		2454		1804		1691		1572		1472		1406		1985		1591		1802		1526		1661		1528		1321		1485		1349		1709		1459		1288		1040		1187

		Average Wait Time (>5 min)		0:10:35		0:14:52		0:05:34		0:00:54		0:06:52		0:02:30		0:02:27		0:02:19		0:06:18		0:00:55		0:03:20		0:01:28		0:02:07		0:00:28		0:01:05		0:02:34		0:03:21		0:00:31		0:02:34		0:02:46		0:04:10		0:01:25		0:01:49		0:00:41		0:00:23		0:02:01		0:00:08		0:00:16		0:00:25		0:00:00

		Occupany		99%		97%		92%		46%		91%		87%		91%		83%		75%		54%		78%		81%		81%		77%		70%		84%		92%		79%		83%		81%		90%		86%		76%		81%		77%		84%		66%		60%		66%		55%

		Max Agents		71		58		66		15		82		83		78		82		105		74		77		57		55		54		54		41		52		49		52		46		47		47		43		53		57		55		63		59		48		60

		Abandon % (>5%)(Less Short Aban)		13%		19%		4%		1%		5%		0%		1%		1%		1%		0%		6%		0%		2%		0%		0%		2%		2%		0%		1%		2%		4%		1%		1%		0%		400%		8300%		600%		1000%		1000%		0%

		Date		1/2/19		1/3/19		1/4/19		1/5/19		1/7/19		1/8/19		1/9/19		1/10/19		1/11/19		1/12/19		1/13/19		1/14/19		1/15/19		1/16/19		1/17/19		1/18/19		1/22/19		1/23/19		1/24/19		1/25/19		1/28/19		1/29/19		1/30/19		1/31/19		2/1/19		2/4/19		2/5/19		2/6/19		2/7/19		2/8/19

		Calls Received (MNsure)		32.92		29.71		25.29		3.11		31.64		29.13		28.65		25.19		32.29		14.17		24.54		18.04		16.91		15.72		14.72		14.06		19.85		15.91		18.02		15.26		16.61		15.28		13.21		14.85		13.49		17.09		14.59		12.88		10.4		11.87

		Average Wait Time (>5 min)		0:10:35		0:14:52		0:05:34		0:00:54		0:06:52		0:02:30		0:02:27		0:02:19		0:06:18		0:00:55		0:03:20		0:01:28		0:02:07		0:00:28		0:01:05		0:02:34		0:03:21		0:00:31		0:02:34		0:02:46		0:04:10		0:01:25		0:01:49		0:00:41		0:00:23		0:02:01		0:00:08		0:00:16		0:00:25		0:00:00

		Occupany		99%		97%		92%		46%		91%		87%		91%		83%		75%		54%		78%		81%		81%		77%		70%		84%		92%		79%		83%		81%		90%		86%		76%		81%		77%		84%		66%		60%		66%		55%

		Max Agents		71		58		66		15		82		83		78		82		105		74		77		57		55		54		54		41		52		49		52		46		47		47		43		53		57		55		63		59		48		60

		Abandon % (>5%)(Less Short Aban)		13%		19%		4%		1%		5%		0%		1%		1%		1%		0%		6%		0%		2%		0%		0%		2%		2%		0%		1%		2%		4%		1%		1%		0%		400%		8300%		600%		1000%		1000%		0%





Average Wait Time (	>	5 min)	43467	43468	43469	43470	43472	43473	43474	43475	43476	43477	43478	43479	43480	43481	43482	43483	43487	43488	43489	43490	43493	43494	43495	43496	43497	43500	43501	43502	43503	43504	7.3544148105148489E-3	1.032757359364081E-2	3.8664345684494444E-3	6.3229586847573648E-4	4.7685185185185183E-3	1.7420767860466353E-3	1.7020311793480495E-3	1.6162079334317706E-3	4.3820944539474044E-3	6.4574942932861903E-4	2.3248152646186933E-3	1.0266203703703704E-3	1.4788427950123764E-3	3.3114545997610514E-4	7.5446738376127686E-4	1.7833302285146545E-3	2.3362632737632737E-3	3.6897439079155731E-4	1.7824825193925491E-3	1.9293981481481477E-3	2.9006339173504843E-3	9.8760499227356561E-4	1.2719907407407409E-3	4.7853162897410671E-4	2.7743305479716496E-4	1.4108066657510417E-3	9.4058270245469137E-5	1.8736042228602919E-4	2.9282407407407409E-4	1.1379060189085463E-5	Max Agents	43467	43468	43469	43470	43472	43473	43474	43475	43476	43477	43478	43479	43480	43481	43482	43483	43487	43488	43489	43490	43493	43494	43495	43496	43497	43500	43501	43502	43503	43504	70.943985552298912	57.628193741303249	66.206183201586882	14.897008319270508	82.249570713799343	82.811121473191818	78.426444029961218	82.387201350031091	105.01820765609735	73.679500843769432	76.956249814962845	56.667665867306155	54.55661396808479	53.526438108772254	54.488039198271018	40.778377298161466	51.850815643781274	49.493553305503752	51.615522396897298	45.525838588388545	46.819803416526049	47.323141486810549	42.944496254847977	53.439840720016591	56.960024572934245	54.741540101252333	63.338218314237501	58.992805755395686	47.843391953104188	59.559426532847795	Calls Received (MNsure)	43467	43468	43469	43470	43472	43473	43474	43475	43476	43477	43478	43479	43480	43481	43482	43483	43487	43488	43489	43490	43493	43494	43495	43496	43497	43500	43501	43502	43503	43504	32.92	29.71	25.29	3.11	31.64	29.13	28.650000000000002	25.19	32.29	14.17	24.54	18.04	16.91	15.72	14.72	14.06	19.850000000000001	15.91	18.02	15.26	16.61	15.280000000000001	13.21	14.85	13.49	17.09	14.59	12.88	10.4	11.870000000000001	Occupany	43467	43468	43469	43470	43472	43473	43474	43475	43476	43477	43478	43479	43480	43481	43482	43483	43487	43488	43489	43490	43493	43494	43495	43496	43497	43500	43501	43502	43503	43504	0.98832936303598129	0.97415032359753451	0.92231039252725677	0.46380110517467077	0.91100000000000003	0.86709199248422775	0.90709670003849885	0.83254399743453467	0.751	0.53769107330718624	0.78241784087105715	0.81330000000000002	0.80735413166871783	0.76541642453291348	0.70026809026273584	0.84233590054483232	0.92211788731642996	0.79333460375512899	0.82859995637086303	0.8075	0.89654224458087983	0.85695702190751155	0.76339999999999997	0.80700830689589587	0.77066815207847517	0.83806038261321303	0.66311415391666728	0.60361087590877316	0.65900000000000003	0.54838395391544337	











Max Agents	43467	43468	43469	43470	43472	43473	43474	43475	43476	43477	43478	43479	43480	43481	43482	43483	43487	43488	43489	43490	43493	43494	43495	43496	43497	43500	43501	43502	43503	43504	70.943985552298912	57.628193741303249	66.206183201586882	14.897008319270508	82.249570713799343	82.811121473191818	78.426444029961218	82.387201350031091	105.01820765609735	73.679500843769432	76.956249814962845	56.667665867306155	54.55661396808479	53.526438108772254	54.488039198271018	40.778377298161466	51.850815643781274	49.493553305503752	51.615522396897298	45.525838588388545	46.819803416526049	47.323141486810549	42.944496254847977	53.439840720016591	56.960024572934245	54.741540101252333	63.338218314237501	58.992805755395686	47.843391953104188	59.559426532847795	Average Wait Time (	>	5 min)	43467	43468	43469	43470	43472	43473	43474	43475	43476	43477	43478	43479	43480	43481	43482	43483	43487	43488	43489	43490	43493	43494	43495	43496	43497	43500	43501	43502	43503	43504	7.3544148105148489E-3	1.032757359364081E-2	3.8664345684494444E-3	6.3229586847573648E-4	4.7685185185185183E-3	1.7420767860466353E-3	1.7020311793480495E-3	1.6162079334317706E-3	4.3820944539474044E-3	6.4574942932861903E-4	2.3248152646186933E-3	1.0266203703703704E-3	1.4788427950123764E-3	3.3114545997610514E-4	7.5446738376127686E-4	1.7833302285146545E-3	2.3362632737632737E-3	3.6897439079155731E-4	1.7824825193925491E-3	1.9293981481481477E-3	2.9006339173504843E-3	9.8760499227356561E-4	1.2719907407407409E-3	4.7853162897410671E-4	2.7743305479716496E-4	1.4108066657510417E-3	9.4058270245469137E-5	1.8736042228602919E-4	2.9282407407407409E-4	1.1379060189085463E-5	











OE daily call volume

		OE		Eff Yr		Dates		Calls per day		Total calls

		OE1		2014		Oct 1, 2013-Feb 15,2014 (120 working/open days)(138 calendar days)

		OE2		2015		Nov 15, 2014-Feb 15, 2015 (90 working/open days)(93 calendar days)		3000		270,012

		OE3		2016		Nov 1, 2015-Jan 31, 2016  (87 working/open days)(92 calendar days)		3162		275,060				1.0186954654

		OE4		2017		Nov 1, 2016-Jan31, 2017 (78 working/open days)(92 calendar days)		2831		220,789				0.8026939577

		OE5		2018		Nov 1, 2017-Jan 14, 2018 (60 working/open days)(75 calendar days)		2473		148,389				0.6720851129

		OE6		2019		Nov 1, 2018-Jan 13, 2019 (59 working/open days)(74 calendar days)		2041		120,429				0.8115763298				 

		OE7		2020		Nov 1, 2019-Dec 23, 2019 (44 working/open days)(53 calendar days)		1835		80,745				0.670478041

		OE8		2021		Nov 1, 2020-Dec 22, 2020 (46 working/open days)( 52 calendar days)		1408		64763				0.8020682395

		OE9		2022		Nov 1, 2021-Jan 15, 2022 (56 working/open days)(76 calendar days)		1109		62108				0.9590043698

		OE10		2023		Nov 1, 2022-Jan 15, 2023 (56 working/open days)(76 calendar days)		965		54013				0.8696625233

		OE11		2024		Nov 1, 2023-Jan 12, 2024 (50 working/open days)(73 calendar days)		1559		77946				1.4430970322

		OE12		2025		Nov 4, 2025-Jan 15, 2025 (56 working/open days)(76 calendar days)		1686		94424				1.211402766



Total Calls and Calls Per Day



Total calls	OE2	OE3	OE4	OE5	OE6	OE7	OE8	OE9	OE10	OE11	OE12	270012	275060	220789	148389	120429	80745	64763	62108	54013	77946	94424	Calls per day	OE2	OE3	OE4	OE5	OE6	OE7	OE8	OE9	OE10	OE11	OE12	3000.1333333333332	3161.6091954022991	2830.6282051282051	2473.15	2041.1694915254238	1835.1136363636363	1407.891304347826	1109.0714285714287	964.51785714285711	1558.92	1686.1428571428571	











OE5

		Call Center		Total/ Average		Nov-17		Dec-17		Jan-18		Feb-18		Mar-18		Apr-18		May-18		Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18														New format 10/6/17

		Calls Received (MNsure)		428,875		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		44,515								Call Ctr: Total Calls		301,405		Call Ctr: Total Calls		212,171

		Calls Handled		392,951		47,650		70,241		56,029		35,220		29,259		23,072		19,821		18,160		19,794		21,865		18,714		33,126		38,746										Call Ctr: Ave Wait Time		0:04:02		Call Ctr: Ave Wait Time		0:00:35

		Calls Abandoned		30,952		0		62		331		1,946		6,212		4,944		2,956		2,812		2,637		4,358		4,301		392		480										Call Ctr: Aband Rate		8.75%		Call Ctr: Aband Calls		2,339

		Abandon % (<5%)		9.05%		0.00%		0.24%		0.69%		4.39%		15.20%		18.28%		12.20%		13.36%		11.62%		14.40%		17.38%		0.84%		0.72%		12.78%								Call Ctr: Ave Handle Time		0:08:10		Call Ctr: Ave Handle Time		0:07:53

		Avg Time to Abandon		0:07:39		0:00:00		0:00:25		0:01:14		0:02:41		0:08:48		0:12:06		0:11:55		0:10:43		0:12:41		0:13:31		0:12:50		0:04:54		0:01:22

		Average Wait Time (< 5 minutes)		0:04:48		0:00:01		0:00:04		0:00:19		0:01:57		0:05:59		0:08:57		0:06:12		0:07:23		0:06:35		0:08:42		0:10:24		0:01:04		0:00:20		0:06:48

		Max Wait Time		2:02:04		0:02:12		0:08:29		0:14:24		0:17:09		0:39:38		0:46:11		0:56:53		1:03:07		2:02:04		1:28:33		1:27:52		0:21:38		0:35:15

		Service Level (<95%)		65.41%		100.00%		99.25%		98.36%		81.65%		51.47%		37.75%		51.62%		44.10%		46.95%		35.96%		47.60%		90.22%		97.62%		47.86%

		Talk Time (Avg)		0:07:14		0:06:44		0:06:44		0:06:33		0:06:39		0:06:21		0:06:10		0:07:37		0:07:53		0:07:47		0:08:04		0:08:26		0:07:51		0:07:50

		Call Handle Time (Avg)		0:08:51		0:08:10		0:08:02		0:07:43		0:07:37		0:07:21		0:07:41		0:10:05		0:10:04		0:09:41		0:09:53		0:10:25		0:09:27		0:09:42

		Transfer Out		0		0		0		0		0		0		0		0		na		na		na		na		na		na

		First Call Resolution %		84.95%		83.63%		87.73%		91.06%		90.10%		87.64%		83.48%		83.03%		81.37%		80.07%		83.14%		83.37%		84.83%		85.22%

		Complaints Received		94		2		14		7		6		1		16		3		5		5		23		3		9		4

		Complaints Resolved		120		10		14		12		12		6		8		6		5		7		9		9		22		7

		Helpline (Transfers from Vendor/PP)		154,918		21,135		32,266		25,082		15,531		12,062		10,403		5,984		5,116		5,507		5,621		4,707		11,504		14,656

		Short Abandon (under 60 seconds)		4,266		0		12		112		518		846		547		291		250		245		372		358		715		130

		% of calls answered in under 10 minutes		76.99%		100.00%		99.67%		99.27%		92.05%		67.40%		56.36%		66.18%		64.84%		65.37%		60.57%		55.87%		96.29%		99.02%

		Max Agents		273		273		251		190		93		86		69		67		43		47		50		80		104		115

				days		20		21		21		19		22		21		22		21		21		23		19		23

		Calls per day				2,152		2,051		2,052		2,270		1,962		2,057		1,965		2,060		2,061		1,883		2,281		1,886

		Broker Line		Total/ Average		Nov-17		Dec-17		Jan-18		Feb-18		Mar-18		Apr-18		May-18		Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18

		Calls Received		48,510		7,825		9,029		6,010		3,698		3,443		2,950		2,703		2577		2,523		2,870		2,274		2,608		5,739		5,280

		Calls Handled		43,099		6,157		6,906		4,980		3,335		3,271		2,924		2,546		2432		3,193		2,745		2,163		2,447		5,392

		Calls Abandoned		5,807		1,523		1,929		958		353		155		132		143		137		108		111		107		151		308

		Abandon % (<5%)		8.49%		18.57%		19.19%		15.20%		10.27%		4.86%		5.08%		5.26%		5.45%		3.95%		3.71%		4.66%		5.71%		4.19%		5.35%

		Avg Time to Abandon		0:04:40		0:06:51		0:09:46		0:09:43		0:05:30		0:02:50		0:03:20		0:03:41		0:03:17		0:02:47		0:02:33		0:02:33		0:03:04		0:03:08

		Average Wait Time (< 5 minutes)		0:05:46		0:11:28		0:16:49		0:13:55		0:07:24		0:02:36		0:02:46		0:02:35		0:02:57		0:01:59		0:02:27		0:01:49		0:02:20		0:01:44		0:02:46

		Max Wait Time		1:32:00		1:00:00		1:32:00		1:17:08		1:02:02		0:21:00		0:20:03		0:21:45		0:19:22		0:14:24		0:13:36		0:14:48		0:19:30		0:29:34

		Service Level (<95%)		66.63%		38.29%		35.34%		40.27%		52.63%		77.93%		74.57%		77.03%		72.19%		82.35%		85.25%		84.27%		79.48%		86.37%		74.61%

		Talk Time (Avg)		0:09:37		0:10:10		0:11:46		0:10:44		0:10:16		0:09:52		0:09:45		0:09:00		0:09:18		0:08:45		0:08:05		0:08:25		0:09:17		0:09:16

		Call Handle Time (Avg)		0:13:27		0:14:14		0:16:13		0:14:38		0:14:11		0:13:55		0:13:53		0:13:04		0:13:14		0:12:01		0:11:17		0:11:46		0:13:03		0:12:41

		Max Agents		20		11		20		10		9		8		8		8		11		11		11		5		5		9

				days		20		21		21		19		22		21		22		21		21		23		19		23

		Calls per day				391		430		286		195		157		140		123		123		120		125		120		113

		ARC LINE		Total/ Average		Nov-17		Dec-17		Jan-18		Feb-18		Mar-18		Apr-18		May-18		Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18

		Calls Received		63,479		6,058		6,097		5,952		4,746		5,072		5,140		5,112		4,490		4,854		5,278		4,718		5,962		6,332		9,602

		Calls Handled		51,911		4,415		4,226		4,288		3,932		4,596		4,445		4,482		3,870		4,019		4,357		4,017		5,264		5,272

		Calls Abandoned		11,183		1,571		1,632		1,580		798		715		678		619		598		744		887		682		679		1,044

		Abandon % (<5%)		16.78%		24.49%		24.07%		25.41%		17.21%		14.45%		11.87%		12.14%		12.28%		15.98%		17.22%		14.73%		11.53%		14.09%		12.21%

		Avg Time to Abandon		0:05:04		0:05:56		0:06:56		0:08:02		0:05:57		0:04:16		0:03:48		0:04:08		0:03:45		0:04:54		0:04:32		0:04:46		0:03:52		0:04:12

		Average Wait Time (< 5 minutes)		0:08:18		0:11:54		0:13:58		0:17:00		0:09:49		0:06:08		0:04:42		0:05:13		0:05:10		0:06:53		0:07:13		0:06:46		0:04:48		0:06:26		0:05:11

		Max Wait Time		1:11:47		0:45:36		1:11:47		1:07:59		0:51:28		0:35:45		0:48:19		0:39:44		0:34:48		0:31:56		0:37:43		1:04:22		0:32:12		0:33:23

		Service Level (<95%)		50.84%		42.02%		40.37%		29.83%		42.15%		54.89%		68.86%		59.01%		58.97%		47.23%		48.99%		55.45%		62.29%		52.25%		58.99%

		Talk Time (Avg)		0:04:17		0:04:40		0:05:04		0:04:07		0:04:14		0:04:02		0:04:15		0:04:14		0:03:59		0:03:58		0:03:52		0:04:29		0:04:30		0:05:00

		Call Handle Time (Avg)		0:07:45		0:08:22		0:08:26		0:08:11		0:07:43		0:07:47		0:07:36		0:07:15		0:07:30		0:07:23		0:07:15		0:07:51		0:07:37		0:08:23

		Max Agents		9		8		9		7		7		7		7		6		5		6		5		5		5		6

				days		20		21		21		19		22		21		22		21		21		23		19		23

		Calls per day				303		290		283		250		231		245		232		214		231		229		248		259

		Helpline (NIC in Call Center data)		Total/ Average		Nov-17		Dec-17		Jan-18		Feb-18		Mar-18		Apr-18		May-18		Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18

		Calls Received		154,916		21,135		32,265		25,082		15,531		12,062		10,403		5,984		5,116		5,507		5,620		4,707		11,504		14,656

		Calls Handled		108,721		15,987		17,873		16,921		11,194		10,302		8,687		5,015		4,116		3,856		3,391		3,164		8,215		12,264

		Calls Abandoned		40,227		3,683		12,378		7,187		3,947		1,530		1,541		1,028		1,236		1,311		1,932		1,467		2,987		2,133						774933.33%

		Abandon %		23.95%		15.58%		34.07%		29.57%		24.90%		12.78%		16.24%		16.91%		23.08%		23.97%		33.77%		31.63%		24.94%		10.42%

		Avg Time to Abandon		0:14:56		0:10:34		0:24:36		0:19:57		0:14:52		0:10:10		0:10:38		0:11:05		0:11:43		0:14:30		0:18:03		0:18:08		0:14:53		0:07:20

		Average Wait Time (>5 min)		0:26:22		0:19:37		0:47:23		0:35:46		0:31:53		0:18:32		0:15:49		0:11:54		0:16:40		0:21:12		0:33:20		0:31:04		0:33:17		0:12:28

		Max Wait Time		2:02:07		1:48:39		na		na		2:01:56		1:31:33		1:19:35		0:56:53		1:03:07		2:02:04		1:28:33		2:02:07		1:41:55		1:33:05

		Service Level (<95%)		13.38%		na		na		na		na		na		na		na		na		na		na		na		3:12:42		13:24:10

		Talk Time (Avg)		0:13:08		0:14:46		0:14:54		0:13:02		0:12:27		0:12:37		0:12:14		0:11:34		0:11:58		0:12:03		0:12:38		0:13:18		0:16:08		0:16:33

		Call Handle Time (Avg)		0:19:41		0:21:41		0:21:12		0:19:24		0:18:51		0:18:52		0:17:56		0:17:04		0:17:45		0:17:53		0:18:45		0:21:10		0:25:39		0:25:46

		Percent. calls transferred by vendor		28.84%		na		na		na		41.23%		33.27%		36.25%		25.77%		24.03%		24.24%		21.07%		20.10%		33.58%		9:06:09

		Max Agents		23		na		na		na		na		na		na		na		na		na		na		na		23		76



																														Nov-18

		Call Center		Total/ Average		Nov-17		Dec-17		Jan -17    (1.14.18)																				3

		Calls Received (MNsure)		148,389		47,650		70,316		30,423																				14

		Calls Handled		148,159		47,650		70,241		30,268																				1874

		Calls Abandoned		203		0		62		141																				17

		Abandon % (<5%)		0.22%		0.00%		0.24%		0.41%																				47

		Avg Time to Abandon		0:00:21		0:00:00		0:00:25		0:00:40																				142

		Average Wait Time (< 5 minutes)		0:00:04		0:00:01		0:00:04		0:00:07																				272

		Max Wait Time		0:14:24		0:02:12		0:08:29		0:14:24																				2369

		Service Level (<95%)		99.41%		100.00%		99.25%		98.98%																				79%

		Talk Time (Avg)		0:06:45		0:06:44		0:06:44		0:06:49

		Call Handle Time (Avg)		0:08:06		0:08:10		0:08:02		0:08:05

		Transfer Out		0		0		0		0

		First Call Resolution %		87.62%		83.63%		87.73%		91.51%

		Complaints Received		19		2		14		3

		Complaints Resolved		32		10		14		8

		Helpline (Transfers from Vendor/PP)		na		21,135		32,266		13,848

		Short Abandon (under 60 seconds)		na		0		12		36

		% of calls answered in under 10 minutes		99.68%		100.00%		99.67%		99.36%

		Max Agents		273		273		251		190





		Broker Line		Total/ Average		Nov-17		Dec-17		Jan-18

		Calls Received		22,864		7,825		9,029		6,010

		Calls Handled		18,043		6,157		6,906		4,980

		Calls Abandoned		4,410		1,523		1,929		958

		Abandon % (<5%)		17.65%		18.57%		19.19%		15.20%

		Avg Time to Abandon		0:08:47		0:06:51		0:09:46		0:09:43

		Average Wait Time (< 5 minutes)		0:14:04		0:11:28		0:16:49		0:13:55

		Max Wait Time		1:32:00		1:00:00		1:32:00		1:17:08

		Service Level (<95%)		37.97%		38.29%		35.34%		40.27%

		Talk Time (Avg)		0:10:53		0:10:10		0:11:46		0:10:44

		Call Handle Time (Avg)		0:15:01		0:14:14		0:16:13		0:14:38

		Max Agents		20		11		20		10





		ARC LINE		Total/ Average		Nov-17		Dec-17		Jan-18

		Calls Received		18,107		6,058		6,097		5,952

		Calls Handled		12,929		4,415		4,226		4,288

		Calls Abandoned		4,783		1,571		1,632		1,580

		Abandon % (<5%)		24.66%		24.49%		24.07%		25.41%

		Avg Time to Abandon		0:06:58		0:05:56		0:06:56		0:08:02

		Average Wait Time (< 5 minutes)		0:14:17		0:11:54		0:13:58		0:17:00

		Max Wait Time		17:45:36		17:45:36		1:11:47		1:07:59

		Service Level (<95%)		37.41%		42.02%		40.37%		29.83%

		Talk Time (Avg)		0:04:37		0:04:40		0:05:04		0:04:07

		Call Handle Time (Avg)		0:08:20		0:08:22		0:08:26		0:08:11

		Max Agents		9		8		9		7





		Helpline (NIC in Call Center data)		Total/ Average		Nov-17		Dec-17		Jan-18

		Calls Received		78,482		21,135		32,265		25,082

		Calls Handled		50,781		15,987		17,873		16,921

		Calls Abandoned		23,248		3,683		12,378		7,187

		Abandon %		26.40%		15.58%		34.07%		29.57%

		Avg Time to Abandon		0:18:22		0:10:34		0:24:36		0:19:57

		Average Wait Time (>5 min)		0:34:15		0:19:37		0:47:23		0:35:46

		Max Wait Time		1:48:39		1:48:39		na		na

		Talk Time (Avg)		0:14:14		0:14:46		0:14:54		0:13:02

		Call Handle Time (Avg)		0:20:46		0:21:41		0:21:12		0:19:24



		Call Center + Helpline		Total/ Average		Nov-16		Dec-16		Jan-17

		Calls Received (MNsure)		226,871		68,785		102,581		55,505

		Calls Handled		198,940		63,637		88,114		47,189

		Calls Abandoned		23,451		3,683		12,440		7,328

		Abandon % (<5%)		13.31%		7.79%		17.15%		14.99%

		Avg Time to Abandon		0.65%		0:05:17		0:12:30		0:10:18

		Average Wait Time (< 5 minutes)		0:17:10		0:09:49		0:23:44		0:17:56





		Dates		11/1/2016-12/15/2016		11/1/2017-12/20/2017

		Stat/Session		OE4		OE5

		Calls Received		114,599		105,633

		Calls Handled		105,765		105,566

		Average Speed to Answer		0:02:09		0:00:04

		Service Level		89.08%		99.53%



MNsure Contact Center Calls Received/ASA (Average Speed to Answer)

Calls Received (MNsure)	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	Calls Abandoned	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	14838	16678	43548	35152	9861	15895	12530	1641	8083	9551	11245	5721	3155	6775	24960	1542	6994	1578	3027	3832	3584	3039	878	1155	1017	3042	36215	14992	4451	5643	2441	1349	3221	556	710	989	4323	3937	4250	11483	3018	357	277	311	690	4069	3119	183	1	0	62	331	1946	6212	4944	2956.2378320100679	Average Speed to Answer (	>	2 min)	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	7.3379629629629628E-3	3.1469907407407412E-2	4.3118209876543204E-2	2.6912037037037033E-2	4.722608024691358E-3	4.0585960464432679E-3	4.1087191358024685E-3	7.9043209876543201E-4	8.8412808641975312E-3	1.2398302469135803E-2	1.7321759259259259E-2	5.5278935185185171E-3	2.387152777777778E-3	2.4416115520282189E-3	4.0246086860670199E-3	5.2397486772486784E-4	1.3190999779541448E-3	7.4930555555555547E-4	1.7310185185185185E-3	1.922916666666667E-3	1.6130787037037038E-3	1.3282407407407405E-3	4.4490740740740743E-4	8.3364197530864188E-4	7.8449074074074076E-4	1.7968253968253967E-3	9.9941798941798939E-3	4.6369047619047614E-3	3.5966435185185185E-3	4.882233796296296E-3	3.0480324074074077E-3	1.5688657407407407E-3	2.2916666666666667E-3	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	









ARC



Calls Received	43040	43070	43101	43132	43160	43191	43221	43252	43282	43313	43344	43374	43405	6058	6097	5952	4746	5072	5140	5112	4490	4854	5278	4718	5962	6332	Average Wait Time (	<	 5 minutes)	43040	43070	43101	43132	43160	43191	43221	43252	43282	43313	43344	43374	43405	8.2750771604938288E-3	9.7017746913580245E-3	1.1807947530864197E-2	6.826273148148149E-3	4.2629629629629632E-3	3.2726851851851853E-3	3.6248070987654319E-3	3.5899305555555554E-3	4.7871527777777782E-3	5.0192129629629632E-3	4.7034143518518527E-3	3.3432098765432102E-3	4.4702932098765434E-3	









MNsure Contact Center Calls Received/ASA (w/o Helpline)

Calls Received (MNsure)	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	Calls Abandoned	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	556	710	989	4323	3937	4250	11483	3018	357	277	311	690	4069	3119	183	1	0	62	331	Average Speed to Answer (	>	2 min)	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	









Calls Rec'd w/o HL - extrapolated	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	Jun 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	33526	32760	70971	33494.4064	23266.124799999998	80638.620800000004	47971.417600000001	21835.235199999999	15474.24	14768.0288	18614.937599999997	14469.3696	14543.2384	31796.6976	76585.388800000001	35213.1296	53226.928	28294.934399999998	27551.151999999998	19037.135999999999	20279.532800000001	19641.459199999998	19090.627199999999	18736.5664	19655.468799999999	34503.734400000001	82923.459199999998	57731.0144	31350.937599999997	34541.3056	24295.830399999999	18101.04	18629.583999999999	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	1987	Calls Received Helpline	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	Jun 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	0	0	0	19103.5936	13269.8752	45992.379200000003	27360.582400000003	12453.764800000001	8825.76	8422.9712	10617.062400000001	8252.6304	8294.7615999999998	18135.3024	43680.611199999999	20083.8704	30358.072	16138.065600000002	15713.848000000002	10857.864000000001	11566.467200000001	11202.540800000001	10888.372800000001	10686.4336	11210.531200000001	19679.265600000002	47295.540800000002	32926.9856	17881.062400000003	19700.6944	13857.169600000001	10323.960000000001	10625.416000000001	8710	10185	6205	7069	30346	24306	25207	16299	10299	7303	8245	7108	6561	897	10667	14988	21135	32265	25082	900	







Calls Rec'd w/o HL - (1/14 to 6/16 extrapolated)



Calls Rec'd w/o HL - extrapolated	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	Jun 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	33526	32760	70971	33494.4064	23266.124799999998	80638.620800000004	47971.417600000001	21835.235199999999	15474.24	14768.0288	18614.937599999997	14469.3696	14543.2384	31796.6976	76585.388800000001	35213.1296	53226.928	28294.934399999998	27551.151999999998	19037.135999999999	20279.532800000001	19641.459199999998	19090.627199999999	18736.5664	19655.468799999999	34503.734400000001	82923.459199999998	57731.0144	31350.937599999997	34541.3056	24295.830399999999	18101.04	18629.583999999999	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	1987	





MNsure Broker Calls Received/ASA (Average Speed to Answer)

Calls Received (MNsure)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	3116	6911	3206	3876	2857	2162	1767	1711	1639	1676	2013	1466	6898	11302	6907	5005	4881	3529	3041	3030	2370	3376	3366	5040	12249	13582	8961	5334	4064	2966	2963	2722	2120	2535	2348	3203	7825	9029	6010	3698	3443	2950	2703	Calls Abandoned	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	303	1376	181	436	269	255	164	79	129	136	251	78	757	2548	741	491	460	231	170	222	89	244	187	705	3051	3943	3836	1317	798	479	313	192	127	175	121	236	1523	1929	958	353	155	132	143	Average Speed to Answer (	>	2 min)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	1.9839409722222224E-3	6.6223434744268079E-3	4.5023148148148149E-3	3.8401813271604934E-3	2.2590277777777778E-3	3.5162422839506171E-3	2.8967592592592595E-3	1.8811728395061731E-3	2.0733796296296299E-3	2.580092592592593E-3	3.4381172839506166E-3	1.5685185185185188E-3	3.2344025573192241E-3	1.2138117283950617E-2	3.2195216049382713E-3	4.5066550925925934E-3	5.2975983796296295E-3	3.668981481481481E-3	2.619502314814815E-3	3.0181327160493827E-3	1.1796875000000002E-3	1.9907407407407408E-3	1.2183159722222224E-3	6.083333333333333E-3	1.9123043430335097E-2	2.6644404945620228E-2	1.923505015432099E-2	1.3959683641975307E-2	8.8299382716049389E-3	5.3784722222222229E-3	2.4189814814814812E-3	1.6094907407407408E-3	2.0013888888888885E-3	2.2112268518518518E-3	1.8495370370370371E-3	2.2391203703703709E-3	7.9702932098765431E-3	1.16820987654321E-2	9.6756172839506192E-3	5.1429398148148146E-3	1.8081018518518518E-3	1.9305555555555556E-3	1.8054012345679014E-3	









MNsure ARC Calls Received/ASA (Average Speed to Answer)

Calls Received (MNsure)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	3848	5406	3602	3874	3165	3498	3203	3583	3130	2997	3352	3634	4520	6884	6407	5869	5811	4830	4224	4585	4071	4762	5175	5987	7375	7162	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	5952	4746	5072	5140	5112	Calls Abandoned	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	554	712	316	339	142	79	138	219	111	145	273	286	352	872	992	1026	676	473	335	369	350	491	469	716	1795	2172	2127	1311	786	844	722	657	891	791	844	1172	1571	1632	1580	798	715	678	619	Average Speed to Answer (	>	2 min)	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	2.2993758267195767E-3	2.6215388007054677E-3	1.6030092592592593E-3	1.3792438271604938E-3	6.8287037037037036E-4	5.1242283950617281E-4	6.9675925925925916E-4	1.0030864197530865E-3	8.5416666666666659E-4	1.0045138888888888E-3	1.5981867283950616E-3	1.3363425925925925E-3	1.2732583774250441E-3	2.9166666666666668E-3	2.5138888888888889E-3	6.5403645833333329E-3	4.2705439814814811E-3	2.712384259259259E-3	2.5792824074074077E-3	2.0144675925925924E-3	2.2874710648148151E-3	3.0468750000000001E-3	2.2793692129629631E-3	3.5734953703703701E-3	6.191468253968253E-3	8.3860642636684312E-3	1.1608314043209876E-2	1.0521450617283951E-2	4.3388888888888895E-3	5.2802372685185183E-3	4.1208333333333331E-3	3.3523148148148149E-3	4.9953703703703714E-3	3.411342592592593E-3	3.9063657407407406E-3	7.4405092592592596E-3	8.2750771604938288E-3	9.7017746913580245E-3	1.1807947530864197E-2	6.826273148148149E-3	4.2629629629629632E-3	3.2726851851851853E-3	3.6248070987654319E-3	









ARC/Broker/CC Call Patterns



ARC	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	0	0	0	0	0	0	0	0	0	0	0	0	0	3116	6911	3206	3876	2857	2162	1767	1711	1639	1676	2013	1466	6898	11302	6907	5005	4881	3529	3041	3030	2370	3376	3366	5040	12249	13582	8961	5334	4064	2966	2963	2722	2120	2535	2348	3203	7825	9029	6010	3698	3443	2950	2703	Broker	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	0	0	0	0	0	0	0	0	0	0	0	0	0	3848	5406	3602	3874	3165	3498	3203	3583	3130	2997	3352	3634	4520	6884	6407	5869	5811	4830	4224	4585	4071	4762	5175	5987	7375	7162	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	5952	4746	5072	5140	5112	Main CC	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	









Contact Center



Calls Received (MNsure)	43040	43070	43101	43132	43160	43191	43221	43252	43282	43313	43344	43374	43405	47650	70316	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	Average Wait Time (	<	 5 minutes)	43040	43070	43101	43132	43160	43191	43221	43252	43282	43313	43344	43374	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	5.1316640549571996E-3	4.5768221657299353E-3	6.0519864272691199E-3	7.2314319328369127E-3	7.4552469135802466E-4	2.4184271162181506E-4	









Broker



Calls Received	43040	43070	43101	43132	43160	43191	43221	43252	43282	43313	43344	43374	43405	7825	9029	6010	3698	3443	2950	2703	2577	2523	2870	2274	2608	5739	Average Wait Time (	<	 5 minutes)	43040	43070	43101	43132	43160	43191	43221	43252	43282	43313	43344	43374	43405	7.9702932098765431E-3	1.16820987654321E-2	9.6756172839506192E-3	5.1429398148148146E-3	1.8081018518518518E-3	1.9305555555555556E-3	1.8054012345679014E-3	2.052314814814815E-3	1.382175925925926E-3	1.7083333333333336E-3	1.2721354166666666E-3	1.6270061728395062E-3	1.2040895061728395E-3	











OE vs Non OE calls per day

		Based on average calls per day



		CC		Non OE mos		OE mos		% increase 

		2017/2018 OE5		1283		2085		63%

		2018/2019 OE6		2047		2431		19%

		2019 OE7 		1167		2207		89%



		ARC		Reg Time		OE

		2017/2018 OE5		252		292		16%

		2018/2019 OE6		238		321		35%

		2019 OE7 		253		344		36%



		Broker		Reg Time		OE

		2017/2018 OE5		145		369		154%

		2018/2019 OE6		135		778		476%

		2019 OE7 		330		362		10%

		OE		Dates

		OE5		^Nov 1, 2017-Jan 14, 2018 (60 working/open days)(75 calendar days)

		OE6		^Nov 1, 2018-Jan 13, 2019 (59 working/open days)(74 calendar days)

		OE7		^Nov 1, 2019-Dec 23, 2019 (44 working/open days)(53 calendar days)







YOY comp

		  Main Contact Center		2013		2014		2015		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025						PW 2020		14/15		15/16		16/17		17/18		18/19		19/20		20/21		21/22		22/23		23/24		24/25

		Calls Received (MNsure)		137,257		617,867		593,835		521,979		448,551		410,566		361,515		291,204		204,897		164,595		200,949		264,093		57,382		1.314		36,354		2,061		96.11%		87.90%		85.93%		91.53%		88.05%		80.55%		70.36%		80.33%		122.09%		131.42%		21.73%

		Calls Handled		47,783		383,621		508,801		463,755		418,429		368,235		318,908		268,244		177,691		159,508		187,392		235,358		44,775				1.221		0.71%		3.89%		12.10%		14.07%		8.47%		11.95%		19.45%		29.64%		19.67%		-22.09%		-31.42%		78.27%

		Calls Abandoned		75,064		144,569		65,903		46,862		23,570		34,760		24,527		10,627		14,646		4,173		11,132		29,970		11,259

		Abandon % (<5%)		48.95%		27.33%		7.16%		5.78%		4.06%		9.35%		6.64%		2.68%		6.68%		2.63%		3.31%		7.51%		17.55%

		Avg Time to Abandon		na		0:04:23		0:02:51		0:04:01		0:01:54		0:08:34		0:11:16		0:11:12		0:11:02		0:07:24		0:07:29		0:11:06		0:18:22

		Average Speed to Answer		0:39:19		0:11:13		0:02:45		0:03:20		0:01:19		0:05:09		0:06:50		0:03:47		0:07:22		0:02:12		0:03:54		0:09:53		0:23:41

		Max Wait Time		na		na		3:00:20		2:11:23		0:48:55		2:02:04		1:51:38		2:05:07		1:40:40		1:25:03		1:27:13		2:42:35		2:04:45

		Service Level (<80% calls under 5 min)		14.11%		48.28%		77.45%		81.35%		87.56%		63.31%		65.48%		74.07%		70.86%		74.62%		79.95%		55.97%		26.48%

		Talk Time (Avg)		0:08:04		0:08:05		0:07:56		0:07:38		0:07:08		0:07:22		0:08:29		0:08:11		0:09:20		0:08:39		0:08:57		0:08:50		0:09:20

		Call Handle Time (Avg)		0:09:55		0:09:49		0:09:39		0:08:38		0:08:33		0:09:02		0:10:56		0:11:02		0:16:09		0:15:19		0:15:41		0:16:04		0:16:45

		Transfer Out		446		859		11759		3154		2025		0		0		0		0		0		0		0		0

		First Call Resolution %		76%		81.15%		91.96%		85.23%		85.29%		84.96%		80.64%		81.34%		83.52%		81.38%		80.76%		83.91%		82.85%

		Complaints Received		289		170		145		144		99		84		165		115		18		40		0		0		0

		Complaints Resolved		247		128		421		249		257		111		175		162		30		0		0		0		0

		Helpline (transfers from vendor)(7/1/2016)		0		0		0		85992		162258		137977		104083		71330		19141		19296		25530		38,466		7,628

		Short Abandon (under 60 seconds) (7/1/2016)		0		0		0		706		7386		5481		4440		3163		886		344		671		683		6				0.432%

		% of calls answered in under 10 minutes (7/1/2016)		na		na		na		95.83%		92.09%		75.93%		76.55%		85.69%		73.02%		92.94%		87.46%		67.4%		34.72%

																										0		0

		Max Agents		94		215		201		189		273		190		115		103		146		115		131		177		210





		Broker Line		2013		2014		2015		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025										15/16		16/17		17/18		18/19		19/20		20/21		21/22		22/23				Yr/Yr		% Drop

		Calls Received (MNsure)						40,573		66,376		54,070		45,269		45,066		40,271		36,264		30,754		41,772		52,822		10,805				11,018						1.6359648042		0.8146016633		0.8372295173		0.9955156951		0.893600497		0.9004991185		0.8480586808		1.3582623399				14/15		3.89%

		Calls Handled						33,206		33,156		42,802		42,208		41,849		38,277		34,427		29,214		37,831		47,301		9,484				1.358																								15/16		12.10%

		Calls Abandoned						5,283		10,534		11,046		3,678		3,092		1,886		1,741		1,193		3,521		5,162		1,248																												16/17		14.07%

		Abandon % (<5%)						19%		10%		15%		6%		5.25%		3.10%		3.67%		2.91%		5.75%		96.14%		23.28%																												17/18		8.47%

		Avg Time to Abandon						0:06:17		0:06:31		0:05:54		0:04:01		0:03:43		0:02:19		0:02:26		0:02:19		0:03:02		0:05:55		0:05:06																												18/19		11.95%

		Average Speed to Answer						0:05:16		0:09:25		0:09:31		0:04:09		0:03:06		0:01:37		0:01:26		0:01:23		0:03:44		0:06:07		0:06:09																												19/20		19.45%

		Max Wait Time						2:27:21		2:48:35		1:23:38		1:17:08		1:06:27		1:34:17		1:22:06		0:43:44		2:30:25		2:00:28		1:55:57																												20/21

		Service Level (<85%)						47%		52%		57%		73%		53.57%		70.13%		71.33%		72.09%		77.94%		65.66%		63.37%																												21/22

		Talk Time (Avg)						0:08:02		0:08:42		0:09:48		0:09:24		0:09:26		0:08:20		0:07:42		0:07:04		0:07:44		0:07:34		0:07:36																												22/23

		Call Handle Time (Avg)						0:08:57		0:09:39		0:12:42		0:13:02		0:13:11		0:11:58		0:11:33		0:11:34		0:12:35		0:12:38		0:12:22																												23/24

		Max Agents								23		20		15		15		66		15		66		20		15		23





		ARC Line		2013		2014		2015		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025										15/16		16/17		17/18		18/19		19/20		20/21		21/22		22/23

		Calls Received (MNsure)						45,442		66,258		69,648		64,025		68,910		57,723		43,066		40,016		44,052		65,023		14,439				4,036						1.4580784296		1.0511636331		0.9192654491		1.076298321		0.8376578145		0.7460804186		0.9291784703		1.1008596561

		Calls Handled						42,613		57,545		56,253		53,717		59,972		44,158		37,281		38,803		40,162		55,843		13,463				1.101

		Calls Abandoned						3,272		9,864		13,348		10,197		8,828		3,758		1,975		1,019		3,656		9,022		967

		Abandon % (<5%)						7%		12%		18%		15%		11.78%		7.53%		5.49%		2.51%		7.33%		13.74%		5.94%

		Avg Time to Abandon						0:03:35		0:04:37		0:05:41		0:04:47		0:04:07		0:03:26		0:03:19		0:02:37		0:02:49		0:07:52		0:04:38

		Average Speed to Answer						0:01:46		0:05:34		0:09:14		0:07:11		0:05:38		0:03:42		0:02:18		0:00:56		0:03:49		0:11:41		0:03:58

		Max Wait Time						0:36:05		0:59:33		2:58:36		1:07:59		0:45:06		0:45:50		0:46:21		0:46:48		0:54:35		1:01:28		0:35:40

		Service Level (<85%)						71%		53%		49%		53%		33.66%		46.78%		54.70%		75.60%		73.26%		35.29%		69.04%

		Talk Time (Avg)						0:03:56		0:04:02		0:04:24		0:04:20		0:04:43		0:05:43		0:04:50		0:05:14		0:06:06		0:07:17		0:07:34

		Call Handle Time (Avg)						0:05:36		0:05:44		0:06:57		0:07:47		0:07:35		0:07:14		0:07:14		0:07:21		0:08:20		0:09:55		0:09:57

		Max Agents								9		11		7		6		6		6		11		7		7		9





		Helpline 		2013		2014		2015		2016 (Jul -Dec)		2017		2018		2019		2020		2021		2022		2023		2024		2025

		Calls Received								86,821		160,974		138,539		94,843		71,493		19,771		19,154		25,518		38,412		8,285

		Calls Handled								50,524		107,350		102,873		75,793		65,497		17,368		18,196		23,398		33,955		6,795

		Calls Abandoned								26,667		45,163		32,179		16,376		3,809		1,510		635		1,468		3,259		1,029

		Abandon %								23%		20%		23%		18.62%		4.62%		12.67%		3.67%		4.32%		103.29%		50.81%

		Avg Time to Abandon								0:13:48		0:21:21		0:14:15		0:12:26		0:06:16		0:11:52		0:06:51		0:04:57		0:11:37		0:17:52

		Average Wait Time (>5 min)								0:21:44		0:38:03		0:25:18		0:23:05		0:06:54		0:12:35		0:03:54		0:05:31		0:12:41		0:23:39

		Max Wait Time								2:57:26		0:00:00		2:08:12		2:02:58		1:42:29		1:40:40		1:25:03		2:01:09		2:42:35		2:01:29

		Talk Time (Avg)								0:13:40		0:14:29		0:13:20		0:13:28		0:13:15		14:29:40		0:10:14		0:10:24		0:10:11		4:03:52

		Call Handle Time (Avg)								0:15:18		0:18:47		0:20:11		0:21:47		0:22:20		0:18:19		0:17:51		0:17:40		0:18:09		0:10:45

		Max Agents												76.00		76.00		46.15		59.57		44.46		52.10		57.32		59.74



		CCB Helpline		2013		2014		2015		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025

		Busy												14		1,742		82		378		12		13		17		1

		Caller canceled												72		368		78		142		53		103		424		63

		Connected												9,052		39,969		8,062		16,472		6,297		15,070		30,676		9,283

		Error												45		169		254		255		55		44		75		35

		Invalid Number												161		213		1,011		12		3		2		6		1

		No Answer												755		3,363		631		1,676		560		936		969		297

		No Response												1,283		5,190		880		2,985		1,075		1,587		3,097		960

		Total Requests												11,382		49,337		10,998		21,920		8,055		69,606		34,796		10,640

		% Connected 												79.6%		81.1%		74.7%		77.4%		78.8%		82.1%		90.4%		87.9%





		CCB General		2013		2014		2015		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025

		Busy																		2		5		16		2		1

		Caller canceled																		72		36		145		388		170

		Connected																		5,344		3,676		10,635		28,950		9,508

		Error																		64		13		52		74		28

		Invalid Number																		2		1		21		1		1

		No Answer																		604		281		1,023		1,059		375

		No Response																		900		659		1,368		2,746		1,054

		Total Requests																		6,988		4,671		61,336		33,199		11,137

		% Connected 																		74.3%		78.2%		80.0%		90.3%		86.9%

		CCB Broker		2013		2014		2015		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025

		Busy																								3		1

		Caller canceled																								31		15

		Connected																								2,001		940

		Error																								10		3

		Invalid Number																								0		0

		No Answer																								101		31

		No Response																								328		135

		Total Requests																								2,472		1,125

		% Connected 																								86.0%		89.6%



Broker Call Volume Trend



Calls Received (MNsure)	

2019	2020	2021	2022	2023	2024	45066	40271	36264	30754	41772	52822	







ARC Call Volume Trend



Calls Received (MNsure)	

2019	2020	2021	2022	2023	2024	68910	57723	43066	40016	44052	65023	







MNsure Contact Center Call Volume Trend



Calls Received (MNsure)	

2019	2020	2021	2022	2023	2024	361515	291204	204897	164595	200949	264093	







Year over year



14/15	15/16	16/17	17/18	18/19	19/20	20/21	21/22	22/23	23/24	0.96110489797966225	0.87899669100002531	0.85932767410183164	0.91531653268862412	0.88052803056109319	0.80551014480726946	0.70362014258045902	0.80330605133310884	1.2208694067255992	1.3142289834734187	
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		Main Contact Center		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov  2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul   2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019

		Calls Received		33,526		32,760		70,971		52,598		36,536		126,631		75,332		34,289		24,300		23,191		29,232		22,722		22,838		49,932		120,266		55,297		83,585		44,433		43,265		29,895		31,846		30,844		29,979		29,423		30,866		54,183		130,219		90,658		49,232		54,242		38,153		28,425		29,255		15,856		19,138		22,731		33,131		66,085		75,073		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		60,370		48,508		27,031		26,782		28,563		24,685		21,277		22,634		23,770		21,170		28,825		33,095		55,175

		ASA		0:10:34		0:45:19		1:02:05		0:38:45		0:06:48		0:05:50		0:05:54		0:01:08		0:12:43		0:17:51		0:24:56		0:07:57		0:03:26		0:03:30		0:05:47		0:00:45		0:01:53		0:01:04		0:02:29		0:02:46		0:02:19		0:01:54		0:00:38		0:01:12		0:01:07		0:02:35		0:14:23		0:06:40		0:05:10		0:07:01		0:04:23		0:02:15		0:03:18		0:00:43		0:00:57		0:01:04		0:05:15		0:02:03		0:01:12		0:03:47		0:01:04		0:00:31		0:00:26		0:00:29		0:00:46		0:04:58		0:03:28		0:00:12		0:00:01		0:00:01		0:00:04		0:00:19		0:01:57		0:05:59		0:08:57		0:06:12		0:07:23		0:06:35		0:08:42		0:10:24		0:01:04		0:00:20		0:03:55		0:03:32		0:00:41		0:00:26		0:05:38		0:08:02		0:12:08		0:13:11		0:17:12		0:12:27		0:02:31		0:00:26		0:05:41
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																																																																																																																														Category		1-Oct		5-Oct		12-Oct		19-Oct		26-Oct		2-Nov		9-Nov		16-Nov		23-Nov		30-Nov		7-Dec		14-Dec		21-Dec		28-Dec		5-Jan		12-Jan		19-Jan		26-Jan		2-Feb		9-Feb		16-Feb		23-Feb		2-Mar		9-Mar		16-Mar		23-Mar		30-Mar		6-Apr		13-Apr		20-Apr		27-Apr		4-May		11-May		18-May		25-May		1-Jun		8-Jun		15-Jun		22-Jun		29-Jun		6-Jul		13-Jul		20-Jul		27-Jul		3-Aug		10-Aug		17-Aug		24-Aug		31-Aug		7-Sep		14-Sep		21-Sep		28-Sep		5-Oct		12-Oct		19-Oct		26-Oct		2-Nov		9-Nov		16-Nov		23-Nov		30-Nov		7-Dec		14-Dec		21-Dec		28-Dec		4-Jan		11-Jan		18-Jan		25-Jan		1-Feb		8-Feb		15-Feb		22-Feb		1-Mar		8-Mar		15-Mar		22-Mar		29-Mar		5-Apr		12-Apr		19-Apr		26-Apr		3-May		10-May		17-May		24-May		31-May		7-Jun		14-Jun		21-Jun		28-Jun		5-Jul		12-Jul		19-Jul		26-Jul		2-Aug		9-Aug		16-Aug		23-Aug		30-Aug		6-Sep		13-Sep		20-Sep		27-Sep		4-Oct		11-Oct		18-Oct		25-Oct		1-Nov		8-Nov		15-Nov		22-Nov		29-Nov		6-Dec		13-Dec		20-Dec		27-Dec		3-Jan		10-Jan		17-Jan		24-Jan		31-Jan		7-Feb		14-Feb		21-Feb		28-Feb		6-Mar		13-Mar		20-Mar		27-Mar		3-Apr		10-Apr		17-Apr		24-Apr		1-May		8-May		15-May		22-May		29-May		5-Jun		12-Jun		19-Jun		26-Jun		3-Jul		10-Jul		17-Jul		24-Jul		31-Jul		7-Aug		14-Aug		21-Aug		28-Aug		4-Sep		11-Sep		18-Sep		25-Sep		2-Oct		9-Oct		16-Oct		23-Oct		30-Oct		6-Nov		13-Nov		20-Nov		27-Nov		4-Dec		11-Dec		18-Dec		25-Dec		1-Jan		8-Jan		15-Jan		22-Jan		29-Jan		5-Feb		12-Feb		19-Feb		26-Feb		5-Mar		12-Mar		19-Mar		26-Mar		2-Apr		9-Apr		16-Apr		23-Apr		30-Apr		7-May		14-May		21-May		28-May		4-Jun		11-Jun		18-Jun		25-Jun		2-Jul		9-Jul		16-Jul		23-Jul		30-Jul		6-Aug		13-Aug		20-Aug		27-Aug		3-Sep		10-Sep		17-Sep		24-Sep		1-Oct		8-Oct		15-Oct		22-Oct		1-Nov		5-Nov		12-Nov		19-Nov		26-Nov		3-Dec		10-Dec		17-Dec		24-Dec		1-Jan		7-Jan		14-Jan		21-Jan		28-Jan		4-Feb		11-Feb		18-Feb		25-Feb		4-Mar		11-Mar		18-Mar		25-Mar		1-Apr		8-Apr		15-Apr		22-Apr		29-Apr		6-May		13-May		20-May		27-May		3-Jun		10-Jun		17-Jun		24-Jun		1-Jul		8-Jul		15-Jul		22-Jul		29-Jul		5-Aug		12-Aug		19-Aug		26-Aug		2-Sep		9-Sep		16-Sep		23-Sep		30-Sep		7-Oct		14-Oct		21-Oct		28-Oct		4-Nov		11-Nov		18-Nov		25-Nov		2-Dec		9-Dec		16-Dec		23-Dec		1-Jan		6-Jan		13-Jan		20-Jan		27-Jan		3-Feb		10-Feb		17-Feb		24-Feb		3-Mar		10-Mar		17-Mar		24-Mar		31-Mar		7-Apr		14-Apr		21-Apr		28-Apr		5-May		12-May		19-May		26-May		2-Jun		9-Jun		16-Jun		23-Jun		30-Jun		7-Jul		14-Jul		21-Jul		28-Jul		4-Aug		11-Aug		18-Aug		25-Aug		1-Sep		8-Sep		15-Sep		22-Sep		29-Sep		6-Oct		13-Oct		20-Oct		27-Oct		3-Nov		10-Nov		17-Nov		24-Nov		1-Dec		8-Dec		15-Dec		22-Dec

																																																																																																																														Calls Received (MNsure)		4043		9928		7242		6898		4423		7718		7750		9501		6262		12893		12809		17516		17673		16994		15713		12343		8295		9333		8514		10190		7578		10235		13027		20776		19067		43201		39271		10454		12830		35588		10569		8072		8722		7490		6823		6646		5481		4963		5642		4542		5532		6114		5851		3322		5832		6889		7725		7771		4711		5186		5449		5065		5121		4600		4304		5089		3804		6305		8149		24189		10874		23406		11665		ERROR:#REF!		8217		23150		13685		14251		ERROR:#REF!		14350		16836		31746		22570		12433		10256		8915		9794		10648		9350		8223		9081		11345		11536		7101		7072		7176		7096		6890		6838		5898		6234		5986		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		5342		ERROR:#REF!		6815		6389		7581		6533		6722		6530		8217		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		9111		21804		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		22854		ERROR:#REF!		14305		24967		17095		10345		10154		13690		16094		11539		11380		10491		10915		9552		ERROR:#REF!		8612		8311		6723		6953		6067		6712		5791		5618		6632		6509		6675		3265		4070		3844		3898		3607		ERROR:#REF!		3775		4486		5551		4489		ERROR:#REF!		4744		6439		6108		7893		ERROR:#REF!		8942		22143		13337		14686		7801		16288		18182		ERROR:#REF!		27234		13185		13084		17536		14005		20676		22689		17972		8176		6600		7725		6257		6418		6211		6577		5941		ERROR:#REF!		5155		5303		5149		5558		5606		5592		4791		4895		ERROR:#REF!		5106		6142		4716		6373		ERROR:#REF!		6450		6627		5815		6000		5320		5947		4477		5705		5757		5865		5452		6927		7777		7271		ERROR:#REF!		11177		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		7153		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		5210		ERROR:#REF!		4702		5142		4803		5149		5136		4077		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		26632		0		8042		2350		0		0		6904		7344		6683		6546		6303		0		6506		6220		6371		6355		6242		6312		6740		6201		6499		5453		5364		5406		4949		5170		0		5348		5770		4101		5089		0		0		0		0		0		0		6081		4834		5241		4870		4866		5364		0		0		0		0		0		0		0		0		0		0		0		7803

																																																																																																																														Average Speed of Answer (hh:mm:ss)		0:05:57		0:09:41		0:15:19		0:12:30		0:04:53		0:14:33		0:24:50		0:31:03		0:29:20		0:49:26		0:48:51		1:10:23		0:58:19		1:02:44		1:08:19		0:43:21		0:18:29		0:21:34		0:12:06		0:12:16		0:02:26		0:01:36		0:00:31		0:06:56		0:01:35		0:09:08		0:06:28		0:01:23		0:06:11		0:12:40		0:03:53		0:00:46		0:01:50		0:01:18		0:00:58		0:02:35		0:06:01		0:15:37		0:16:25		0:14:24		0:12:12		0:18:14		0:17:52		0:32:54		0:22:44		0:28:28		0:28:52		0:17:32		0:12:09		0:07:47		0:10:01		0:05:33		0:03:51		0:02:11		0:02:39		0:05:28		0:05:46		0:01:26		0:02:18		0:03:57		0:02:39		0:05:51		0:08:54		ERROR:#REF!		0:00:55		0:05:35		0:01:17		0:01:09		ERROR:#REF!		0:00:21		0:00:47		0:02:36		0:03:21		0:00:51		0:00:44		0:00:49		0:00:56		0:01:24		0:01:11		0:01:38		0:02:41		0:02:51		0:04:07		0:01:52		0:02:07		0:02:55		0:03:56		0:02:58		0:03:49		0:02:14		0:02:42		0:01:03		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		0:05:35		0:01:17		0:01:09		ERROR:#REF!		0:00:24		ERROR:#REF!		0:00:58		0:00:36		0:02:47		0:00:45		0:00:29		0:00:22		0:01:40		ERROR:#REF!		ERROR:#REF!		0:01:16		0:01:22		0:04:56		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		0:08:44		ERROR:#REF!		0:03:50		0:06:25		0:04:58		0:04:50		0:04:34		0:07:42		0:10:08		0:05:30		0:07:16		0:06:24		0:04:07		0:04:01		ERROR:#REF!		0:02:22		0:01:15		0:00:57		0:02:29		0:01:47		0:03:48		0:03:54		0:01:10		0:03:54		0:05:06		0:06:16		0:00:37		0:00:46		0:00:47		0:00:44		0:00:42		ERROR:#REF!		0:00:45		0:01:23		0:01:27		0:02:11		ERROR:#REF!		0:00:28		0:01:52		0:02:51		0:14:01		ERROR:#REF!		0:01:10		0:06:45		0:00:20		0:00:11		0:00:03		0:00:06		0:00:08		ERROR:#REF!		0:04:21		0:00:09		0:03:50		0:03:30		0:02:59		0:06:25		0:01:30		0:03:16		0:00:18		0:00:28		0:00:10		0:00:05		0:00:06		0:00:31		0:01:49		0:00:43		ERROR:#REF!		0:00:05		0:00:14		0:00:16		0:00:11		0:00:11		0:00:29		0:01:11		0:00:14		ERROR:#REF!		0:00:35		0:02:22		0:02:07		0:03:24		ERROR:#REF!		0:05:43		0:06:02		0:03:17		0:04:17		0:02:50		0:01:18		0:00:20		0:00:29		0:00:01		0:00:01		0:00:00		0:00:01		0:00:01		0:00:01		ERROR:#REF!		0:00:01		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		0:07:01		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		0:06:49		ERROR:#REF!		0:06:50		0:08:01		0:06:41		0:06:45		0:06:40		0:05:36		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:07:07		0:00:00		0:05:09		0:06:36		0:00:00		0:00:00		0:02:18		0:01:42		0:00:34		0:00:45		0:00:59		0:00:00		0:00:29		0:00:38		0:00:24		0:00:32		0:06:03		0:05:05		0:03:17		0:05:09		0:08:57		0:10:29		0:05:13		0:05:14		0:09:57		0:08:35		0:00:00		0:13:42		0:15:29		0:11:55		0:12:03		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:27:19		0:25:28		0:19:46		0:06:36		0:03:19		0:02:28		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:16:09





Calls Received	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	48508	27031	26782	28563	24685	21277	22634	23770	21170	28825	33095	55175	ASA	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	7.3379629629629628E-3	3.1469907407407412E-2	4.3118209876543204E-2	2.6912037037037033E-2	4.722608024691358E-3	4.0585960464432679E-3	4.1087191358024685E-3	7.9043209876543201E-4	8.8412808641975312E-3	1.2398302469135803E-2	1.7321759259259259E-2	5.5278935185185171E-3	2.387152777777778E-3	2.4416115520282189E-3	4.0246086860670199E-3	5.2397486772486784E-4	1.3190999779541448E-3	7.4930555555555547E-4	1.7310185185185185E-3	1.922916666666667E-3	1.6130787037037038E-3	1.3282407407407405E-3	4.4490740740740743E-4	8.3364197530864188E-4	7.8449074074074076E-4	1.7968253968253967E-3	9.9941798941798939E-3	4.6369047619047614E-3	3.5966435185185185E-3	4.882233796296296E-3	3.0480324074074077E-3	1.5688657407407407E-3	2.2916666666666667E-3	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	5.1316640549571996E-3	4.5768221657299353E-3	6.0519864272691199E-3	7.2314319328369127E-3	7.4552469135802466E-4	2.4184271162181506E-4	2.7240348950522322E-3	2.4636932493882465E-3	4.8053430078179104E-4	3.0690626189331971E-4	3.9203074462821575E-3	5.5819934844490151E-3	8.4317093324279297E-3	9.1642229569837089E-3	1.1944652521937415E-2	8.6522183602559428E-3	1.7488690466648364E-3	3.1131130555662741E-4	3.948778735069036E-3	











CCIIO

		For the period 11/1-11/5 OE6 vs OE7:



		Call Volume

		Nov 1-5, 2018		Nov 1-5, 2019

		6,427		7,035

		This represents a 9.46% increase in calls over last year, or 608 calls additional calls.

		Both periods represent three full working days, and one Saturday.

		Volume is as expected – representing the typical 10% historical downward trend as technology/consumer experience improves, and adding in an additional 20% to account for the shorter enrollment period.



		For the period 11/6-11/12 OE6 vs OE7:



		Call Volume

		Nov 6-12, 2018		Nov 6-12, 2018

		7,908		8,054

		This represents a 1.85% increase in calls over last year, or 146 calls additional calls.

		For the period 11/13-11/20 OE6 vs OE7:



		Call Volume

		Nov 13-19, 2018		Nov 13-19, 2019

		7,982		8,669				1.0860686545		687

		This represents an 8.6% increase in calls over last year, or 687 calls additional calls.

		Volume is as expected – representing the typical 10% historical downward trend as technology/consumer experience improves, and adding in an additional 20% to account for the shorter enrollment period.





		For the period 11/21-11/26 OE6 vs OE7:



		Call Volume

		Nov 20-26, 2018		Nov 20-26, 2019

		6,284		7,815				1.2436346276		1,531



		This represents an xx increase in calls over last year, or xx calls additional calls.

		Volume is xxxx

		2018 - We were closed the 22nd-24th in observamce of the Thanksgiving holiday





		Call Volume

		Nov 27-Dec 3, 2018		Nov 27-Dec 3, 2019

		6,048		7,309				1.2084986772		1,261



		This represents an xx increase in calls over last year, or xx calls additional calls.

		Volume is xxxx

		2019 - We were closed the 28th-29th in observamce of the Thanksgiving holiday



		Call Volume

		Nov 20-Dec 3, 2018		Nov 20-Dec 3, 2019

		18,904		15,124				80%		-3,780



		This represents a 20% decrease in calls over last year, or 3,780 calls fewer calls.

		Volume is lower than expected , possibly due to weather event

		2018 - We were closed the 22nd-24th in observance of the Thanksgiving holiday

		2019 - We were closed the 28th-29th in observance of the Thanksgiving holiday



		Call Volume

		Dec 3-9, 2018		Dec 3-9, 2019

		13,721		11,934				87%		-1,787



		This represents a 13% decrease in calls over last year, or 1,787 calls fewer calls.

		Volume is slightly lower than expected – expecting  a typical 10% historical downward trend as technology/consumer experience improves, and adding in an additional 20% to account for the shorter enrollment period.





		Call Volume

		Dec 10-16, 2018		Dec 10-16, 2019

		26,632		12,953				49%		-13,679



		This represents a 49% decrease in calls over last year, or 13,679 calls fewer calls.

		Volume is as expected – 12/15/2018 was a deadline day for 2019 coverage





										26632











		Calls Received

		Mo/Yr		2018		2019

		Nov		39,287		33,095

		Dec (1st-9th)		13,721		14,925

		Total		53,008		48,020

		Difference - 9% less than last year 





To Date

		Main Contact Center		Total/ Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov  2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul   2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025		 										FY2021		FY2022												OE3		OE4

		Calls Received		4,274,690		33,526		32,760		70,971		52,598		36,536		126,631		75,332		34,289		24,300		23,191		29,232		22,722		22,838		49,932		120,266		55,297		83,585		44,433		43,265		29,895		31,846		30,844		29,979		29,423		30,866		54,183		130,219		90,658		49,232		54,242		38,153		28,425		29,255		15,856		19,138		22,731		33,131		66,085		75,073		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		37,671		36,250		28,698		23,224		21,291		22,723		26,673		23,416		34,429		39,287		60,370		48,508		27,031		26,782		28,563		24,685		21,277		22,634		23,770		21,170		28,825		33,095		55,175		33,721		24,251		30,062		33,861		15,637		14,609		16,165		15,705		15,113		21,132		28,035		42,913		19,591		15,874		16,377		13,374		18,679		14,274		15,835		14,401		12,589		14,951		22,180		26,772		20,766		12,715		13,525		11,531		9,253		9312		8873		11,393		10,611		14,070		19,208		23,338		19,144		11,374		11,820		10,181		10,868		11,669		11,927		15,853		14,313		20,666		27,962		35,172		29,670		21,059		20,742		20,758		17,976		15,079		16,292		16,715		15,651		19,970		28,929		41,252		36,200		19,970		1,212																														237,232		183,830										184,402		275,060		220,789

		Calls Handled		3,582,500		12,612		15,500		19,671		16,245		24,626		70,401		39,897		29,749		15,252		11,266		12,043		16,607		18,866		42,584		86,085		53,313		76,098		42,529		40,076		25,802		27,060		27,576		28,855		28,114		29,646		48,532		81,200		73,367		43,595		45,437		34,892		26,551		25,560		14,976		18,102		21,271		28,014		61,678		70,312		65,700		40,774		28,690		21,346		24,233		21,886		20,907		22,743		23,516		30,743		47,650		70,241		56,029		35,220		29,259		23,072		19,821		18,160		19,794		21,865		18,714		33,126		38,746		54,428		44,524		26,509		26,471		25,528		21,171		17,170		17,926		16,078		16,476		26,990		32,569		47,497		30,058		22,237		24,897		27,817		15,030		14,292		15,468		15,009		14,327		19,907		27,404		41,799		19,006		14,357		14,800		11,521		13,750		11,418		11,612		11,499		10,813		13,649		21,031		24,234		19,834		12,044		13,044		11,178		9,085		9125		8620		10,900		10,488		13,550		18,962		22,677		18,723		11,192		11,538		9,991		10,686		11,431		11,503		15,412		13,926		18,972		24,813		29,205		26,028		19,481		18,544		18,527		16,644		14,074		15,502		16,278		15,160		19,139		24,921		31,060		27,267		16,627		880																														218,766		167,150												203,099		197,690

		Calls Abandoned		497,062		14,838		16,678		43,548		35,152		9,861		15,895		12,530		1,641		8,083		9,551		11,245		5,721		3,155		6,775		24,960		1,542		6,994		1,578		3,027		3832		3,584		3,039		878		1,155		1,017		3,042		36,215		14,992		4,451		5,643		2,441		1,349		3,221		556		710		989		4,323		3,937		4,250		11,483		3,018		357		277		311		690		4,069		3,119		183		1		0		62		331		1,946		6,212		4,944		2,956		2,812		2,637		4,358		4,301		392		480		3,390		1,847		438		230		1,925		2,148		2,809		3,085		4,586		3,245		547		38		3,628		1,592		734		2,850		3,982		75		83		110		166		176		463		148		250		192		652		1,176		868		2,372		1,164		2,015		1,146		739		1,093		1,075		2,153		699		591		423		318		106		160		206		479		78		443		157		511		230		97		189		135		113		175		313		352		354		1,519		2,705		4,949		3,151		1,395		1,891		1,942		1,204		836		628		5,371		409		801		3,403		8,939		7,964		3,004		292																														7,737		10,518												54,249

		Abandon % (<5%)		8.67%		38.87%		47.50%		60.48%		66.95%		25.54%		8.73%		16.63%		4.63%		38.16%		45.48%		50.18%		23.54%		13.81%		13.57%		20.75%		2.69%		5.25%		3.28%		5.39%		11.70%		10.42%		7.81%		3.43%		3.81%		3.22%		7.75%		21.16%		10.93%		5.46%		8.70%		6.93%		4.20%		7.61%		1.81%		2.23%		3.02%		12.62%		3.36%		2.52%		11.31%		3.06%		1.23%		1.19%		1.40%		2.60%		16.10%		11.09%		0.47%		0.00%		0.00%		0.24%		0.69%		4.39%		15.20%		18.28%		12.20%		13.36%		11.62%		14.40%		17.38%		0.84%		0.72%		3.06%		3.05%		1.28%		0.69%		5.48%		7.87%		11.65%		12.47%		17.64%		13.22%		1.68%		0.10%		4.48%		5.29%		2.64%		8.54%		9.42%		0.46%		0.60%		0.57%		1.13%		1.12%		1.78%		0.38%		0.23%		0.96%		4.74%		6.82%		5.82%		11.98%		8.02%		11.06%		8.31%		6.14%		7.51%		4.42%		4.41%		5.74%		5.10%		3.10%		2.77%		1.66%		1.65%		1.96%		4.28%		0.94%		2.54%		0.83%		0.96%		1.31%		0.90%		1.43%		1.32%		1.00%		1.23%		2.89%		2.08%		2.28%		7.07%		8.57%		9.66%		10.27%		6.71%		9.00%		10.14%		6.69%		5.36%		3.83%		2.60%		3.28%		3.62%		11.04%		17.52%		14.45%		14.14%		24.06%																														3.63%		5.16%										14.45%		13.28%		5.73%

		Avg Time to Abandon		0:07:52																										0:04:10		0:04:00		0:04:58		0:01:36		0:02:50		0:02:31		0:02:39		0:03:37		0:02:59		0:02:29		0:01:52		0:02:04		0:01:54		0:02:37		0:07:08		0:05:51		0:03:29		0:05:35		0:04:35		0:03:10		0:03:29		0:01:21		0:02:15		0:02:12		0:06:07		0:06:27		0:03:43		0:03:38		0:02:05		0:00:52		0:01:06		0:01:17		0:01:51		0:03:57		0:04:50		0:02:47		0:00:03		0:00:00		0:00:25		0:01:14		0:02:41		0:08:48		0:12:06		0:11:55		0:10:43		0:12:41		0:13:31		0:12:50		0:04:54		0:01:22		0:09:57		0:11:28		0:02:12		0:01:32		0:12:41		0:12:19		0:14:27		0:14:22		0:15:44		0:15:30		0:15:38		0:06:34		0:12:46		0:10:52		0:10:17		0:12:43		0:13:05		0:14:22		0:06:21		0:11:38		0:14:36		0:15:19		0:15:01		0:06:59		0:03:16		0:08:05		0:14:05		0:08:59		0:08:53		0:13:07		0:11:42		0:13:07		0:11:51		0:11:11		0:13:30		0:09:12		0:08:38		0:09:46		0:08:48		0:07:54		0:07:41		0:05:26		0:06:18		0:07:54		0:08:46		0:05:16		0:10:11		0:06:28		0:04:16		0:05:45		0:06:02		0:05:06		0:05:49		0:05:55		0:05:42		0:07:08		0:07:38		0:08:08		0:10:37		0:10:30		0:11:35		0:12:42		0:10:28		0:12:19		0:11:23		0:09:51		0:08:51		0:08:48		0:08:56		0:08:53		0:09:15		0:11:58		0:19:49		0:17:36		0:15:06		0:22:25																														0:10:58		0:09:27										0:03:17		0:15:37

		ASA		0:06:23		0:10:34		0:45:19		1:02:05		0:38:45		0:06:48		0:05:50		0:05:54		0:01:08		0:12:43		0:17:51		0:24:56		0:07:57		0:03:26		0:03:30		0:05:47		0:00:45		0:01:53		0:01:04		0:02:29		0:02:46		0:02:19		0:01:54		0:00:38		0:01:12		0:01:07		0:02:35		0:14:23		0:06:40		0:05:10		0:07:01		0:04:23		0:02:15		0:03:18		0:00:43		0:00:57		0:01:04		0:05:15		0:02:03		0:01:12		0:03:47		0:01:04		0:00:31		0:00:26		0:00:29		0:00:46		0:04:58		0:03:28		0:00:12		0:00:01		0:00:01		0:00:04		0:00:19		0:01:57		0:05:59		0:08:57		0:06:12		0:07:23		0:06:35		0:08:42		0:10:24		0:01:04		0:00:20		0:03:55		0:03:32		0:00:41		0:00:26		0:05:38		0:08:02		0:12:08		0:13:11		0:17:12		0:12:27		0:02:31		0:00:26		0:05:41		0:05:44		0:03:29		0:11:03		0:12:21		0:01:03		0:01:15		0:01:30		0:02:20		0:02:18		0:02:37		0:00:59		0:00:42		0:01:36		0:05:09		0:05:10		0:04:58		0:14:36		0:08:04		0:12:06		0:10:17		0:06:48		0:09:22		0:04:36		0:05:45		0:03:48		0:05:45		0:02:28		0:02:17		0:01:28		0:01:09		0:01:16		0:02:59		0:00:42		0:02:42		0:00:43		0:01:01		0:01:06		0:00:53		0:01:09		0:00:53		0:00:48		0:00:58		0:02:34		0:01:58		0:02:24		0:07:44		0:11:18		0:15:09		0:15:39		0:08:00		0:11:21		0:12:03		0:06:29		0:05:10		0:03:19		0:02:47		0:03:58		0:03:54		0:15:07		0:30:50		0:24:18		0:18:19		0:28:27																														0:04:10		0:05:29										0:08:29		0:07:53		0:02:21

		Max Wait Time		3:00:20																										1:00:01		1:10:21		2:23:40		1:14:38		1:42:32		0:51:06		0:53:25		0:39:07		0:47:06		0:42:56		0:30:20		0:38:09		0:37:03		1:09:34		3:00:20		1:29:54		1:07:53		1:28:47		0:50:59		0:49:49		1:08:09		0:50:52		0:55:12		0:59:18		1:00:24		1:46:57		2:11:23		0:48:55		0:39:30		0:20:26		0:12:23		0:18:35		0:28:30		0:28:34		0:36:36		0:36:50		0:02:05		0:02:12		0:08:29		0:14:24		0:17:09		0:39:38		0:46:11		0:56:53		1:03:07		2:02:04		1:28:33		1:27:52		0:21:38		0:35:15		0:36:55		0:41:17		0:13:58		0:50:02		1:30:28		1:23:19		1:34:22		1:31:00		1:51:38		1:42:17		1:23:25		0:15:40		1:31:37		0:58:18		0:52:33		1:36:16		2:05:07		0:41:38		0:21:08		0:20:28		0:28:43		0:33:16		1:31:49		0:30:25		0:45:43		0:39:24		1:27:49		1:32:13		1:02:38		1:23:24		1:24:20		1:40:40		1:26:55		1:14:30		1:14:37		1:21:29		1:32:57		0:46:59		0:55:27		0:38:59		0:39:14		0:38:22		0:40:20		0:42:22		1:25:03		0:38:07		1:05:47		0:22:31		0:52:04		0:32:25		0:27:09		0:36:03		0:29:03		0:26:04		0:25:43		0:41:42		1:03:21		0:47:49		1:11:35		1:06:44		1:27:13		1:28:19		2:01:29		2:01:41		1:26:41		1:04:00		0:43:58		0:56:10		1:05:58		0:50:16		0:51:09		1:25:01		2:42:35		2:04:45		2:01:29		2:01:09																														1:32:13		1:40:40										1:49:09		5:39:48

		Service Level (<80% calls under 5 min)		68.61%		19.54%		9.56%		13.22%		21.15%		42.94%		62.24%		41.31%		73.13%		47.32%		35.57%		37.81%		42.58%		62.06%		54.80%		58.44%		91.77%		78.47%		84.98%		78.75%		63.96%		65.63%		73.89%		90.36%		85.39%		86.79%		77.73%		51.69%		73.93%		79.21%		71.45%		70.71%		78.45%		75.90%		97.41%		92.98%		89.91%		63.07%		89.98%		93.14%		64.05%		91.39%		96.22%		97.05%		89.87%		93.22%		50.63%		70.45%		98.61%		100.00%		100.00%		99.25%		98.36%		81.65%		51.47%		37.75%		51.62%		44.10%		46.95%		35.96%		47.60%		90.22%		97.62%		76.35%		72.41%		94.98%		97.72%		60.32%		54.90%		54.45%		45.12%		28.81%		46.02%		77.55%		96.64%		56.82%		50.25%		66.03%		50.95%		41.35%		89.15%		89.16%		85.68%		78.98%		76.91%		77.35%		90.95%		92.07%		87.10%		75.86%		72.76%		74.91%		71.48%		73.10%		71.77%		73.28%		66.52%		64.02%		59.29%		60.29%		70.36%		50.08%		62.82%		65.74%		71.58%		80.87%		79.34%		71.02%		90.72%		70.11%		92.47%		90.32%		92.61%		93.96%		91.55%		93.79%		94.52%		92.90%		80.65%		87.58%		85.04%		63.59%		41.68%		41.58%		38.91%		52.95%		37.24%		44.11%		57.65%		63.83%		78.20%		84.21%		82.66%		78.04%		27.38%		26.46%		37.83%		29.38%		12.22%																														79.76%		66.38%										64.71%		67.78%		82.39%

		Talk Time (Avg)		0:08:15		0:07:19		0:08:03		0:08:51		0:10:02		0:08:28		0:08:55		0:07:30		0:06:18		0:07:30		0:08:40		0:08:14		0:07:34		0:07:23		0:07:37		0:08:43		0:07:58		0:08:08		0:08:15		0:08:46		0:08:10		0:07:30		0:07:36		0:07:26		0:07:42		0:07:30		0:07:51		0:08:25		0:07:41		0:07:54		0:08:09		0:07:39		0:07:50		0:07:56		0:06:46		0:06:40		0:06:44		0:07:49		0:07:50		0:08:42		0:08:08		0:07:36		0:07:54		0:07:33		0:05:54		0:06:25		0:07:16		0:09:31		0:05:26		0:06:24		0:06:44		0:06:44		0:06:33		0:06:39		0:06:21		0:06:10		0:07:37		0:07:53		0:07:47		0:08:04		0:08:26		0:07:51		0:07:50		0:07:15		0:07:36		0:07:41		0:07:36		0:08:27		0:08:47		0:09:48		0:09:42		0:09:22		0:09:00		0:07:41		0:07:49		0:08:23		0:08:57		0:08:59		0:09:23		0:09:08		0:07:36		0:07:25		0:07:22		0:07:27		0:07:27		0:07:38		0:08:36		0:08:16		0:08:22		0:08:52		0:09:19		0:09:13		0:09:35		0:09:25		0:09:47		0:09:36		0:09:17		0:09:16		0:09:56		0:09:18		0:08:52		0:08:30		0:08:32		0:08:40		0:08:10		0:08:06		0:08:00		0:08:27		0:08:52		0:09:19		0:09:25		0:09:00		0:08:39		0:08:35		0:08:52		0:08:46		0:08:55		0:08:58		0:09:01		0:09:09		0:08:44		0:09:25		0:09:19		0:09:05		0:08:40		0:08:17		0:08:38		0:08:45		0:08:41		0:08:36		0:08:39		0:08:37		0:09:08		0:09:09		0:09:26		0:09:27		0:09:08		0:09:18		0:09:36																														0:08:28		0:09:00												0:07:59		0:08:13

		Call Handle Time (Avg)		0:11:58		0:09:05		0:09:39		0:11:03		0:12:33		0:10:54		0:10:19		0:09:35		0:08:26		0:09:00		0:10:00		0:09:34		0:09:14		0:09:08		0:08:56		0:10:10		0:09:44		0:09:54		0:09:58		0:10:28		0:09:45		0:09:05		0:09:20		0:09:01		0:09:19		0:09:06		0:09:50		0:10:21		0:09:05		0:09:08		0:09:17		0:08:42		0:08:42		0:08:51		0:07:27		0:07:24		0:07:15		0:08:53		0:08:59		0:09:54		0:09:22		0:08:43		0:08:51		0:08:10		0:06:27		0:07:03		0:08:06		0:14:30		0:07:14		0:08:00		0:08:10		0:08:02		0:07:43		0:07:37		0:07:21		0:07:41		0:10:05		0:10:04		0:09:41		0:09:53		0:10:25		0:09:27		0:09:42		0:08:46		0:09:08		0:09:23		0:09:08		0:09:52		0:11:23		0:13:21		0:13:13		0:12:43		0:12:34		0:09:52		0:09:49		0:10:42		0:12:14		0:12:48		0:13:25		0:13:06		0:10:10		0:09:35		0:09:30		0:09:58		0:09:58		0:10:11		0:10:37		0:10:47		0:11:43		0:13:16		0:16:36		0:15:54		0:16:05		0:16:23		0:16:51		0:17:02		0:17:06		0:17:50		0:18:04		0:16:55		0:16:14		0:15:06		0:14:57		0:15:06		0:14:30		0:14:15		0:14:05		0:15:27		0:16:31		0:16:24		0:16:05		0:15:05		0:14:58		0:15:02		0:15:10		0:15:01		0:15:29		0:15:29		0:15:56		0:16:00		0:15:18		0:16:54		0:16:45		0:16:14		0:15:42		0:14:41		0:15:13		0:15:34		0:15:46		0:16:12		0:16:25		0:15:56		0:17:08		0:16:57		0:16:51		0:16:29		0:16:19		0:16:52		0:17:05																														0:12:35		0:16:10												0:09:46		0:09:25

		Transfer Out		35,356		204		96		146		617		607		441		579		613		1,024		1,151		1,581		3,369		4,692		1,641		1,657		1,699		1,444		1,539		1,528		1,111		365		400		317		272		355		1,745		984		710		399		226		190		181		124		109		130		176		291		225		393		439		344		427		313		331		171		0		0		0		0		0		0		0		0		0		0		0		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na																																												3,439

		First Call Resolution % (rev 3.11.15)		83.41%		83.54%		76.50%		68.58%		70.64%		80.55%		79.65%		77.44%		73.78%		78.44%		78.54%		83.51%		83.95%		86.63%		89.16%		91.53%		93.30%		92.03%		92.73%		na		92.31%		92.62%		92.10%		93.00%		93.20%		88.43%		90.82%		91.07%		92.10%		88.18%		83.00%		87.41%		87.34%		85.78%		83.80%		83.45%		84.38%		81.23%		84.77%		81.33%		85.57%		85.16%		87.13%		88.20%		80.58%		85.58%		85.75%		82.33%		85.87%		85.96%		83.63%		87.73%		91.06%		90.10%		87.64%		83.48%		83.03%		81.37%		80.07%		83.14%		83.37%		84.83%		85.22%		86.19%		84.11%		81.11%		66.24%		81.73%		81.94%		80.66%		79.33%		79.48%		82.81%		81.72%		83.90%		84.64%		79.98%		83.37%		81.88%		81.38%		80.71%		79.31%		82.06%		81.85%		83.04%		77.93%		80.65%		83.94%		82.39%		83.07%		86.10%		85.52%		82.33%		86.91%		83.79%		83.75%		83.12%		81.37%		81.93%		81.89%		82.36%		80.96%		80.51%		80.52%		82.36%		82.39%		81.94%		80.56%		80.50%		79.00%		82.30%		83.19%		82.01%		79.22%		78.12%		78.30%		78.95%		79.96%		81.27%		81.82%		81.61%		81.28%		83.39%		83.13%		83.25%		83.06%		83.44%		84.91%		80.64%		85.20%		85.10%		85.50%		83.83%		82.90%		83.54%		85.58%		83.57%		83.61%		81.38%																														82.98%		82.08%												91.33%		83.89%

		Complaints Received		1,733		175		69		45		56		73		139		97		55		52		37		28		30		30		11		26		25		23		22		11		9		10		9		5		6		6		6		13		27		8		18		19		9		3		4		7		7		5		19		18		21		15		10		4		10		6		3		5		5		4		2		14		7		6		1		16		3		5		5		23		3		9		4		2		5		6		18		33		13		7		12		8		5		17		25		16		18		7		19		10		4		11		10		9		0		4		12		11		8		10		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		40		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Complaints Resolved		2,313		162		45		40		43		59		131		81		48		47		30		26		30		33		53		80		54		59		116		20		19		14		19		23		15		19		25		38		26		32		20		15		9		5		21		13		14		21		32		41		77		55		31		6		27		4		8		9		8		8		10		14		12		12		6		8		6		5		7		9		9		22		7		8		6		7		19		38		12		8		14		7		4		18		24		18		17		16		22		14		10		21		9		15		4		3		14		17		14		16		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Helpline (transfers from vendor)(7/1/2016)		671,702																																																																				8,710		10,220		6,144		7,067		29,585		24,266		25,207		16,289		10,299		7,287		8,246		7,425		6,939		1,009		11,168		14,988		21,135		32,266		25,082		15,531		12,062		10,403		5,984		5,116		5,507		5,621		4,707		11,504		14,656		21,804		19,125		11,381		10,692		9,866		4,728		3,141		3,721		3,633		3,121		9,353		11,516		13,806		6,635		4,524		5,619		5,664		4,198		4,735		4,939		4,912		3,402		7,606		7,635		11,461		3,731		2,303		943		693		450		367		342		444		1,282		3,202		2,472		2,912		2,769		1,638		1,695		1,479		1,258		1246		1126		1,322		1,328		1,279		1,970		2,186		1,881		803		869		683		890		1,220		1,673		2,787		2,942		3,376		3,805		4,601		4,888		3,908		2,705		2,499		2,024		2,215		2,923		2,922		2,543		3,666		3,648		4,525		5,135		2,379		114																														48,442		20,739

		Short Abandon (under 60 seconds) (7/1/2016)		23,766																																																																				255		39		59		133		112		108		3,221		1,103		298		254		216		328		924		951		79		0		0		12		112		518		846		547		291		250		245		372		358		715		130		1,097		965		159		126		317		289		267		362		428		304		358		113		752		435		269		403		479		280		79		229		136		171		216		235		231		90		79		53		42		151		47		60		55		50		69		71		119		31		38		25		31		11		11		9		19		10		100		17		42		25		11		19		14		11		17		30		22		34		108		154		226		141		88		111		136		83		66		38		13		2		1		0		4		2		4		0																														1,680		571

		% of calls answered in under 10 minutes (7/1/2016)		80.88%																																																																				98.97%		98.35%		98.28%		86.11%		95.55%		97.70%		78.30%		94.68%		98.03%		98.77%		91.61%		96.53%		68.42%		80.16%		98.90%		100.00%		100.00%		99.67%		99.27%		92.05%		67.40%		56.36%		66.18%		64.84%		65.37%		60.57%		55.87%		96.29%		99.02%		87.88%		85.67%		98.51%		99.03%		70.75%		71.05%		67.05%		61.70%		41.99%		57.84%		90.22%		98.87%		75.88%		70.79%		83.60%		64.94%		55.56%		94.20%		95.40%		95.10%		93.54%		92.15%		88.81%		97.28%		96.86%		94.61%		85.39%		79.05%		79.25%		46.40%		67.80%		53.93%		60.94%		76.97%		66.21%		83.41%		82.30%		89.47%		78.01%		91.95%		92.27%		96.32%		96.38%		95.96%		90.70%		97.96%		90.85%		98.03%		97.41%		97.94%		98.52%		97.17%		98.04%		98.02%		97.78%		92.02%		94.22%		92.99%		73.39%		57.03%		52.43%		51.62%		69.00%		53.18%		59.42%		74.43%		79.74%		88.22%		91.26%		83.39%		85.62%		41.18%		31.96%		46.92%		40.89%		16.36%																														84.69%		80.68%

																																																																																																																																		76.07%		81.85%		76.39%		694.49%		6.98%		10.77%		21.84%		36.79%		28.30%		39.51%		41.78%		60.22%		51.17%		89.21%		83.99%		85.38%		86.32%		70.36%		65.23%		69.29%		78.17%		78.72%		79.45%		247.10%		62.38%		2014.43%		72.59%		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na

		Max Agents		273		23		29		42		58		108		103		98		91		91		36		34		65		109		171		215		196		201		115		118		70		66		81		85		73		107		128		154		136		141		95		77		67		57		53		47		57		105		134		189		128		103		96		86		84		81		85		100		117		247		273		251		190		93		86		69		67		43		47		50		80		104		115		105		105		63		55		32		27		23		22		20		37		63		100		90		58		51		47		41		35		36		36		29		28		54		89		103		50		29		37		32		54		32		46		45		37		62		100		146		89		51		36		39		32		26.77		28.94		38		33		47		63		115		63		35		29		32		35		39		50		50		52		70		116		131		122		63		57		68		50		51		54		45		61		69		124		177		210		72		63																														103		146

		Days per mo																 		 		 						 		 		 		 																																																days				19		23		20		22		22		20		23		30		22																		21		23		19		23		20		20		21		19		21		22		22		20		22		22		20		23		20		20		21		19		21		22		22		20		22		23		21		23		20		22		19		19		23		22		20		22		21		22		21		21		20		21		20		19		23		21		21		22		20		23		21		21

		Calls per day																																																																																				2,363		1,278		1,092		1,125		1,041		1,289		1,168		792		1,397																		1082		1160		1232		1497		1964		3019		2310		1423		1275		1298		1122		1064		1029		1080		1059		1253		1655		2759		1606		1276		1432		1539		711		730		735		683		756		919		1402		1951		1031		835		712		608		934		649		754		655		599		712		1,109		1,275		1,038		669		588		549		441		423		444		495		505		670

																																																																																																																																																										xfer tfrom vendor		22.07%

		Broker Line		Total/ Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov 2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		June 2017		July 2017		Aug2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025

		Calls Received		474,069																												3,116		6,911		3,206		3,876		2,857		2,162		1,767		1,711		1,639		1,676		2,013		1,466		6,898		11,302		6,907		5,005		4,881		3,529		3,041		3,030		2,370		3,376		3,366		5,040		12,249		13,582		8,961		5,334		4,064		2,966		2,963		2,722		2,120		2,535		2,348		3,203		7,825		9,029		6,010		3,698		3,443		2,950		2,703		2,577		2,523		2,870		2,274		2,608		5,739		7,874		5,886		3,392		3,176		3,020		2,462		2,472		2,402		2,363		2,559		2,845		5,592		8,897		4,822		3,622		3,538		3,519		2,116		2,159		2,118		2,019		2,089		2,235		4,599		7,435		3,180		2,693		2,674		2,356		2,803		2,565		2,633		2,422		2,344		2,246		4,623		5,725		3,801		2,392		2,227		1,915		1,696		1,783		1,529		1,928		1,837		1,968		4,222		5,456		3,688		2,162		2,269		1,960		2,432		2,943		2,838		3,267		3,124		3,609		5,811		7,669		6,337		4,620		4,297		5,718		3,738		3,005		3,078		3,157		2,841		3,051		5,339		7,641		6,925		3,729		151																																												25,107		34,792

		Calls Handled		397,958																												2,757		5,446		2,984		3,374		2,550		1,879		1,578		1,615		1,490		1,525		1,752		1,375		5,928		7,156		3,564		2,959		2,970		2,266		1,813		1,830		1,456		2,327		2,063		2,818		4,682		4,408		5,862		3,899		3,239		2,435		2,607		2,282		1,953		2,329		2,204		2,929		6,157		6,906		4,980		3,335		3,271		2,924		2,546		2,432		3,193		2,745		2,163		2,447		5,392		6,780		5,433		3,212		3,036		2,831		2,362		2,337		2,289		2,276		2,437		2,685		5,154		7,797		4,512		3,465		3,298		3,365		2,070		2,100		2,101		1,991		2,049		2,196		4,448		6,682		3,079		2,644		2,632		2,325		2,745		2,489		2,514		2,335		2,250		2,158		4,308		4,948		3,599		2,287		2,129		1,861		1,647		1,735		1,479		1,861		1,778		1,903		3,961		4,974		3,497		2,089		2,229		1,880		2,290		2,761		2,701		3,051		2,910		3,363		4,934		6,126		5,595		4,271		4,015		5,014		3,511		2,816		2,865		2,926		2,688		2,918		4,783		5,899		5,942		3,398		144																																												16,648		14,952

		Calls Abandoned		50,063																												303		1,376		181		436		269		255		164		79		129		136		251		78		757		2,548		741		491		460		231		170		222		89		244		187		705		3,051		3,943		3,836		1,317		798		479		313		192		127		175		121		236		1,523		1,929		958		353		155		132		143		137		108		111		107		151		308		1,015		420		179		136		186		94		132		108		86		119		150		417		1,065		298		152		237		144		34		47		11		25		33		35		132		738		92		36		31		23		51		70		115		81		83		86		304		769		129		81		77		38		29		33		35		44		32		48		221		426		155		51		26		69		129		160		111		183		190		193		802		1,452		727		327		263		694		216		174		189		224		138		112		506		1,592		927		315		6																																												4,046

		Abandon % (<5%)		8.05%																												9.72%		19.91%		4.47%		9.42%		9.24%		11.15%		8.96%		5.31%		6.58%		8.58%		131.04%		4.51%		11.56%		20.43%		6.85%		8.18%		9.15%		7.90%		5.19%		6.58%		2.81%		5.83%		4.09%		11.54%		22.14%		26.62%		40.94%		25.62%		19.87%		16.02%		9.76%		6.82%		5.97%		6.73%		6.25%		7.22%		18.57%		19.19%		15.20%		10.27%		4.86%		5.08%		5.26%		5.45%		3.95%		3.71%		4.66%		5.71%		4.19%		9.15%		6.03%		4.35%		3.88%		6.22%		3.76%		5.15%		4.36%		3.47%		4.44%		5.02%		6.68%		9.59%		6.09%		4.08%		5.34%		3.39%		1.29%		2.19%		0.43%		1.57%		1.45%		1.38%		3.82%		6.20%		2.75%		1.23%		1.09%		0.72%		1.72%		2.66%		3.74%		3.54%		6.89%		2.92%		7.00%		9.81%		4.20%		3.50%		3.28%		1.82%		1.52%		1.79%		1.67%		2.05%		1.74%		2.94%		5.05%		5.39%		3.81%		2.65%		1.21%		3.52%		5.25%		5.09%		3.51%		5.06%		5.17%		6.01%		12.32%		15.44%		11.17%		6.93%		6.56%		12.96%		5.44%		5.57%		6.57%		6.36%		5.02%		3.51%		9.14%		16.91%		10.82%		8.49%		3.97%																																												12.95%		29.90%

		Avg Time to Abandon		0:04:29																												0:05:11		0:07:26		0:04:15		0:06:11		0:14:04		0:04:33		0.26%		0.26%		0.24%		0.28%		0:12:59		0.21%		0.32%		0.76%		0.26%		0.38%		0.40%		0.38%		0.29%		0.30%		0:03:55		0:03:41		0:02:54		0:06:35		0:12:27		0:19:55		0:14:18		0:10:26		0:07:05		0:05:07		0:03:00		0:02:16		0:02:23		0:03:18		0:02:53		0:03:22		0:06:51		0:09:46		0:09:43		0:05:30		0:02:50		0:03:20		0:03:41		0:03:17		0:02:47		0:02:33		0:02:33		0:03:04		0:03:08		0:05:39		0:04:46		0:03:57		0:03:18		0:03:54		0:03:11		0:03:18		0:03:18		0:02:26		0:02:54		0:03:28		0:04:00		0:06:06		0:04:15		0:02:47		0:03:16		0:02:54		0:01:03		0:01:45		0:00:48		0:02:09		0:01:11		0:01:31		0:02:48		0:03:22		0:02:24		0:00:59		0:01:09		0:00:41		0:02:00		0:02:14		0:02:18		0:02:19		0:02:30		0:02:15		0:04:16		0:06:01		0:02:46		0:03:28		0:02:15		0:02:10		0:01:55		0:01:20		0:01:29		0:01:44		0:01:35		0:02:13		0:03:16		0:03:36		0:03:02		0:03:40		0:01:03		0:04:05		0:04:35		0:05:26		0:03:39		0:03:39		0:06:10		0:04:51		0:07:06		0:11:46		0:09:05		0:06:17		0:04:28		0:07:57		0:04:39		0:04:32		0:05:30		0:05:08		0:04:10		0:03:16		0:05:07		0:10:56		0:06:28		0:05:19		0:03:31																																												0

		ASA		0:04:38																												0:02:51		0:09:32		0:06:29		0:05:31		0:03:15		0:05:03		0:04:10		0:02:42		0:02:59		0:03:42		0:04:57		0:02:15		0:04:39		0:17:28		0:04:38		0:06:29		0:07:37		0:05:17		0:03:46		0:04:20		0:01:41		0:02:52		0:01:45		0:08:45		0:27:32		0:38:22		0:27:41		0:20:06		0:12:42		0:07:44		0:03:29		0:02:19		0:02:52		0:03:11		0:02:39		0:03:13		0:11:28		0:16:49		0:13:55		0:07:24		0:02:36		0:02:46		0:02:35		0:02:57		0:01:59		0:02:27		0:01:49		0:02:20		0:01:44		0:07:15		0:04:42		0:03:37		0:02:05		0:02:28		0:01:46		0:02:38		0:02:10		0:01:47		0:02:33		0:02:07		0:03:10		0:08:14		0:04:27		0:02:12		0:02:47		0:02:03		0:00:56		0:01:07		0:00:25		0:00:43		0:00:32		0:00:21		0:01:21		0:02:27		0:00:46		0:00:25		0:00:27		0:00:12		0:00:47		0:01:05		0:01:22		0:01:12		0:01:17		0:01:02		0:02:36		0:06:00		0:01:57		0:02:02		0:01:15		0:00:57		0:00:59		0:00:44		0:00:49		0:00:58		0:00:49		0:01:12		0:01:49		0:03:04		0:02:15		0:01:21		0:00:43		0:01:34		0:02:50		0:03:01		0:01:50		0:02:29		0:02:50		0:02:44		0:07:04		0:16:06		0:10:29		0:04:57		0:04:02		0:10:55		0:03:29		0:03:20		0:03:47		0:03:59		0:02:43		0:01:37		0:04:44		0:19:19		0:10:10		0:06:23		0:01:53																																												0:08:55		0:31:12

		Max Wait Time		936:14:24																												0:18:19		1:12:24		0:32:00		0:59:31		0:19:42		0:23:50		0:22:14		0:18:32		0:21:24		0:20:16		0:26:46		0:26:28		0:39:30		2:27:21		1:09:16		1:26:49		1:04:15		0:50:09		0:30:34		0:27:17		0:26:42		0:24:50		0:32:54		1:18:04		2:48:01		2:48:35		2:33:49		1:44:39		0:14:24		11:16:48		0:38:43		0:16:30		0:27:12		0:19:52		0:19:06		0:35:08		1:00:00		1:32:00		1:17:08		1:02:02		0:21:00		0:20:03		0:21:45		0:19:22		0:14:24		0:13:36		0:14:48		0:19:30		0:29:34		0:56:58		0:34:58		0:25:55		0:27:42		0:20:19		0:17:21		0:19:47		0:20:05		0:18:43		0:16:23		0:36:15		0:46:27		1:06:27		0:39:35		0:26:36		1:34:17		0:32:50		0:21:30		0:25:03		0:11:28		0:17:04		0:16:27		0:17:02		0:22:59		0:42:22		0:21:35		0:11:00		0:12:59		0:10:02		0:15:36		0:15:02		0:28:26		0:12:41		0:19:22		0:21:10		0:35:13		1:22:06		0:29:47		0:22:33		0:13:20		0:13:08		0:14:28		0:12:06		0:30:17		0:17:03		0:21:36		0:15:34		0:25:58		0:43:44		0:23:06		0:17:13		0:17:53		0:31:05		0:30:21		0:27:19		0:29:14		0:25:50		0:57:26		0:54:55		1:03:24		2:30:25		1:26:27		0:50:58		0:32:44		1:00:03		0:27:31		0:34:46		0:53:17		0:49:38		0:28:30		0:32:54		0:52:57		2:00:28		1:55:57		0:56:20		0:14:54																																												0

		Service Level (<80% calls under 5 min)		63.77%																												56.57%		40.80%		62.89%		47.53%		50.60%		36.87%		46.41%		54.26%		54.53%		52.48%		42.45%		49.49%		46.70%		22.59%		59.13%		36.83%		32.81%		43.56%		51.80%		47.96%		83.92%		74.16%		85.06%		52.54%		31.85%		25.75%		36.20%		33.95%		42.90%		58.49%		66.46%		79.27%		73.36%		71.22%		77.40%		73.86%		38.29%		35.34%		40.27%		52.63%		77.93%		74.57%		77.03%		72.19%		82.35%		85.25%		84.27%		79.48%		86.37%		63.64%		64.30%		45.52%		56.62%		52.21%		61.86%		49.42%		55.31%		62.23%		47.68%		57.87%		55.64%		34.20%		38.97%		53.98%		59.28%		59.78%		78.99%		75.17%		87.66%		82.67%		84.95%		87.71%		68.99%		63.40%		78.42%		87.13%		86.81%		90.32%		78.21%		71.14%		67.67%		66.57%		69.24%		72.61%		47.83%		39.95%		62.58%		53.68%		67.25%		74.30%		74.64%		79.17%		78.09%		74.95%		80.30%		72.39%		76.37%		71.34%		81.28%		88.11%		94.82%		88.17%		76.71%		75.11%		87.15%		79.06%		79.40%		79.37%		59.90%		46.26%		48.81%		66.04%		69.00%		37.94%		73.86%		74.93%		71.49%		69.40%		79.55%		87.79%		69.39%		39.69%		49.68%		55.02%		85.42%																																												42.81%		31.26%

		Talk Time (Avg)		0:08:21																												0:06:53		0:08:10		0:08:19		0:08:17		0:08:04		0:08:47		0:07:42		0:07:13		0:07:37		0:07:58		0:08:32		0:06:56		0:07:41		0:09:15		0:08:02		0:08:40		0:08:37		0:07:38		0:07:55		0:08:05		0:07:32		0:06:24		0:07:35		0:08:03		0:12:04		0:13:52		0:13:59		0:11:03		0:10:01		0:09:29		0:07:54		0:08:30		0:09:32		0:08:47		0:08:13		0:08:09		0:10:10		0:11:46		0:10:44		0:10:16		0:09:52		0:09:45		0:09:00		0:09:18		0:08:45		0:08:05		0:08:25		0:09:17		0:09:16		0:10:08		0:09:45		0:09:37		0:09:06		0:09:37		0:09:09		0:09:19		0:09:21		0:10:04		0:09:01		0:08:58		0:09:43		0:09:38		0:09:56		0:09:30		0:08:48		0:08:52		0:07:53		0:07:34		0:07:38		0:08:07		0:07:29		0:07:57		0:07:52		0:08:20		0:08:20		0:08:03		0:07:36		0:07:27		0:07:14		0:07:14		0:07:36		0:07:29		0:07:40		0:07:50		0:07:38		0:08:15		0:07:31		0:07:42		0:07:19		0:06:52		0:06:41		0:06:54		0:07:05		0:06:45		0:06:41		0:06:56		0:06:45		0:07:37		0:07:26		0:07:52		0:07:00		0:07:10		0:07:25		0:07:27		0:07:29		0:07:43		0:07:32		0:08:09		0:08:21		0:09:18		0:08:58		0:08:28		0:07:40		0:07:01		0:07:17		0:07:17		0:07:19		0:07:03		0:06:43		0:07:06		0:07:09		0:08:52		0:08:23		0:07:27		0:06:58																																												0:08:19		0:13:19

		Call Handle Time (Avg)		0:11:45																												0:08:07		0:09:18		0:09:41		0:09:21		0:09:03		0:09:38		0:08:40		0:08:19		0:08:32		0:08:44		0:09:19		0:07:35		0:08:22		0:10:07		0:08:42		0:09:33		0:09:32		0:08:32		0:09:16		0:08:54		0:08:13		0:07:32		0:08:28		0:08:54		0:13:06		0:15:09		0:15:38		0:12:03		0:10:52		0:10:37		0:08:35		0:10:29		0:14:34		0:13:30		0:12:53		0:12:49		0:14:14		0:16:13		0:14:38		0:14:11		0:13:55		0:13:53		0:12:40		0:13:14		0:12:01		0:11:17		0:11:46		0:13:03		0:12:41		0:13:10		0:13:18		0:12:54		0:12:23		0:13:30		0:12:47		0:13:31		0:13:15		0:13:54		0:12:42		0:13:18		0:13:34		0:13:02		0:13:41		0:12:58		0:12:23		0:12:56		0:11:59		0:11:14		0:11:38		0:11:40		0:11:02		0:11:13		0:11:16		0:11:39		0:12:07		0:11:38		0:11:17		0:11:05		0:10:38		0:11:02		0:11:09		0:11:42		0:11:44		0:12:03		0:11:41		0:12:34		0:11:20		0:12:17		0:11:40		0:11:22		0:11:28		0:11:23		0:11:28		0:11:13		0:11:32		0:12:01		0:11:02		0:12:01		0:13:08		0:13:08		0:11:52		0:11:50		0:12:13		0:12:05		0:11:47		0:12:02		0:12:01		0:13:10		0:13:26		0:14:22		0:14:28		0:14:01		0:12:37		0:09:32		0:12:22		0:12:37		0:12:49		0:12:06		0:11:54		0:12:28		0:12:27		0:14:11		0:13:35		0:11:54		0:11:36																																												0:09:04		0:14:38

		Max Agents		66																																																																												23		21		19		18		11		10		18		18		8		9		11		12		11		20		10		9		8		8		8		11		11		11		5.1864434378		5.2864375167		8.8183157178		14.5269340083		10.8559818812		7.3810581165		5.2860304349		5.3210394647		4.714302632		5.525801581		4.7237765343				5.1581697605		6.2960002368		9.0893951505		14.2302084259		8.6467492673		7.090771827		7.0852947272		9.400368594		3.8791189271		4.653869497		3.7932246795		4.7548997839		4.4462208011		16.7276549131		8.4301817805		14.930203985		5.900094739		6.6502723747		4		3.3821831424		4.069263108		4.4839313734		5.3255173639		5.8684071262		5.1936228795		5.0787148059		10.6632286763		15.2088976967		8.2243927081		65.6065425437		4.6321738905		4.0532851497		4.1266986411		4.1958100187		4.0737317553		4.6144103236		4.2270812979		5.6102802943		8.165458374		13.9961179205		8.5235977884		5.4274173254		4.9558501347		4.3412029636		5.9257686443		6.8731588803		8.3216759925		7.8646804778		7.4154565237		12.151852592		13.9961641798		19.8046655268		15.3248234746		11.5591323238		9.1784905409		5.5538439619		8.6231015188		7.4768888593		7.5720904758		6.516962356		5.7323585576		7.9887941499		10.0389595731		11.956962208		11.33		7.8376650531		4.2296718181

																																																																																		days				19		23		20		22		22		20		23		30		22																																												22,673		22,966		34,542		43,233		62,015		40,516		30,854		33,323		35,713		20,440		20,097		21,449		20,882		20,212		26,233		32,166		48,795		22,410		20,516		21,360		17,171		19,383		17,054		17,111		16,823		15,986		19,120		29,237

																																																																																						281		177		148		135		124		106		110		78		146

		ARC Line		Total/  Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov 2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025																										OE3		OE4

		Calls Received 		587,856																												3,848		5,406		3,602		3,874		3,165		3,498		3,203		3,583		3,130		2,997		3,352		3,634		4,520		6,884		6,407		5,869		5,811		4830		4224		4585		4,071		4,762		5,175		5,987		7,375		7,162		7,657		5,679		5,975		5,365		5,621		5,533		4,884		5,860		5,208		5,711		6,058		6,097		5,952		4,746		5,072		5140		5112		4490		4854		5278		4718		5962		6332		6369		6748		5023		5669		5969		5737		5115		5459		5066		4910		5466		6106		7642		6983		6103		5755		4824		3506		3835		4024		4025		4010		4314		4681		5663		4053		3720		4245		3514		3041		3292		3185		3176		3203		3447		4034		4156		3889		2998		3680		3133		2836		3055		2918		3183		3022		3090		3787		4425		3510		2747		3003		2586		3379		3386		3567		4329		3728		4445		4504		4868		5376		5003		5235		5718		5791		4795		5481		5299		4874		5576		5438		6437		8097		6005		337																																												17,811		22,194

		Calls Handled		507,360																												3,112		4,438		3,083		3,461		2,942		3,311		3,020		3,334		2,980		2,814		3,051		4,472		4,243		5,902		5,259		4,794		5,095		4148		4070		4375		3,695		4,229		4,662		5,206		5,438		6,574		5,297		4,240		5,425		4,456		4,840		5,708		3,938		4,991		4,251		4,466		4,415		4,226		4,288		3,932		4,596		4445		4482		3870		4019		4357		4017		5264		5272		5175		5472		4351		4984		5217		5292		4552		4634		4319		4053		4867		5510		6721		5946		5152		5128		4531		3340		3705		3880		3882		3836		4130		314		314		325		3515		3928		3325		2888		3147		2985		2989		2923		3313		3898		4045		3753		2961		3580		3057		2744		2989		2814		3075		2917		2990		3624		4299		3346		2628		2903		2488		3243		3230		3296		3906		3393		3834		3703		4192		4149		4103		4534		5014		5015		4413		4740		4633		4158		4728		4760		5596		7408		5738		317																																												15,404		17,309

		Calls Abandoned		67,172																												554		712		316		339		142		79		138		219		111		145		273		286		352		872		992		1,026		676		473		335		369		350		491		469		716		1,795		2,172		2,127		1,311		786		844		722		657		891		791		844		1,172		1,571		1,632		1,580		798		715		678		619		598		744		887		682		679		1044		1173		1265		666		671		739		440		554		812		739		846		589		590		917		963		919		624		287		149		124		137		138		167		180		22		48		35		191		303		186		151		142		191		183		233		126		128		106		73		30		91		66		70		59		80		99		97		89		151		114		152		95		87		78		126		134		247		403		308		566		796		664		1221		895		696		694		761		367		673		648		714		844		676		833		684		263		20																																												2,216

		Abandon % (<5%)		10.03%																												14.40%		13.17%		7.39%		7.30%		3.86%		4.91%		10.99%		5.20%		3.76%		5.31%		8.38%		8.36%		7.04%		11.83%		8.82%		16.93%		11.50%		8.68%		7.55%		8.17%		7.59%		10.19%		8.53%		11.72%		23.01%		23.75%		28.23%		22.12%		13.07%		15.74%		12.27%		11.86%		17.35%		13.34%		14.22%		20.64%		24.49%		24.07%		25.41%		17.21%		14.45%		11.87%		12.14%		12.28%		15.98%		17.22%		14.73%		11.53%		14.09%		12.41%		15.82%		11.73%		11.52%		11.19%		7.67%		10.66%		14.40%		13.92%		16.61%		10.57%		7.25%		10.04%		14.58%		15.16%		10.55%		5.71%		4.13%		3.76%		3.62%		5.11%		4.14%		3.82%		6.55%		13.22%		9.67%		5.21%		7.39%		5.22%		4.72%		4.45%		5.92%		5.80%		7.67%		4.20%		3.09%		2.50%		1.84%		0.89%		2.39%		1.82%		3.71%		1.74%		2.49%		2.88%		3.59%		2.63%		3.90%		2.25%		4.13%		3.44%		2.83%		2.96%		3.65%		3.71%		7.82%		9.21%		8.19%		13.15%		17.52%		11.40%		22.98%		18.05%		12.31%		12.96%		12.91%		7.51%		13.48%		11.87%		16.19%		14.86%		11.73%		10.04%		7.52%		4.37%		5.93%																																												9.23%		24.99%

		Avg Time to Abandon		0:04:26																												0:04:24		0:03:32		0:02:57		0:02:51		0:02:27		0:02:12		0:02:28		0:02:31		0:03:12		0:03:11		0.25%		0.23%		0.73%		0.26%		0.20%		0.45%		0.37%		0:04:07		0:04:26		0:03:33		0:03:44		0:04:36		0:03:35		0:04:39		0:05:15		0:06:54		0:08:33		0:08:20		0:05:13		0:05:21		0:04:51		0:03:49		0:04:44		0:03:52		0:04:22		0:06:18		0:05:56		0:06:56		0:08:02		0:05:57		0:04:16		0:03:48		0:04:08		0:03:45		0:04:54		0:04:32		0:04:46		0:03:52		0:04:12		0:05:18		0:05:39		0:04:14		0:04:03		0:03:22		0:03:00		0:03:54		0:04:28		0:04:08		0:05:11		0:04:07		0:02:36		0:04:38		0:05:13		0:06:21		0:04:09		0:03:02		0:02:16		0:03:02		0:02:35		0:03:30		0:02:25		0:02:38		0:02:05		0:04:02		0:02:57		0:03:29		0:03:44		0:04:24		0:02:45		0:02:45		0:03:23		0:03:34		0:03:55		0:03:08		0:03:04		0:02:41		0:02:05		0:01:23		0:03:10		0:01:55		0:03:01		0:02:22		0:02:48		0:02:58		0:03:23		0:03:18		0:02:49		0:02:12		0:02:49		0:04:00		0:03:39		0:03:04		0:03:19		0:02:42		0:03:59		0:04:49		0:04:40		0:05:38		0:08:08		0:06:04		0:11:14		0:09:31		0:07:55		0:07:57		0:07:58		0:05:29		0:08:00		0:06:51		0:08:30		0:08:34		0:06:08		0:06:19		0:05:12		0:03:33		0:05:11																																												0

		ASA		0:05:08																												0:03:18		0:03:46		0:02:18		0:01:59		0:00:59		0:00:44		0:01:00		0:01:26		0:01:13		0:01:26		0:02:18		0:01:55		0:01:50		0:04:12		0:03:37		0:09:25		0:06:08		0:03:54		0:03:42		0:02:54		0:03:17		0:04:23		0:03:16		0:05:08		0:08:54		0:12:04		0:16:42		0:15:09		0:06:14		0:07:36		0:05:56		0:04:49		0:07:11		0:04:54		0:05:37		0:10:42		0:11:54		0:13:58		0:17:00		0:09:49		0:06:08		0:04:42		0:05:13		0:05:10		0:06:53		0:07:13		0:06:46		0:04:48		0:06:26		0:06:07		0:10:19		0:06:01		0:05:33		0:03:33		0:03:09		0:04:58		0:06:24		0:06:09		0:08:57		0:04:44		0:02:40		0:05:07		0:07:57		0:09:17		0:05:59		0:02:56		0:01:23		0:01:29		0:01:26		0:02:05		0:01:29		0:01:31		0:02:40		0:06:08		0:05:07		0:02:16		0:03:14		0:02:27		0:01:51		0:01:26		0:01:46		0:02:31		0:03:02		0:01:50		0:01:13		0:00:57		0:00:40		0:00:25		0:01:00		0:00:41		0:01:02		0:00:39		0:01:08		0:00:55		0:01:14		0:01:16		0:01:16		0:00:58		0:01:34		0:01:44		0:01:20		0:01:19		0:01:20		0:01:28		0:03:08		0:03:51		0:04:22		0:06:43		0:11:10		0:07:54		0:19:31		0:14:46		0:11:26		0:10:55		0:11:54		0:06:01		0:10:57		0:10:03		0:13:01		0:13:47		0:08:39		0:09:09		0:06:02		0:02:41		0:03:10																																												0:03:13		0:12:34

		Max Wait Time		1:23:38																												0:48:12		0:39:57		0:25:42		0:22:34		0:21:29		0:14:30		0:13:48		0:14:38		0:15:02		0:24:36		0:19:26		0:21:20		0:20:46		0:36:05		0:42:52		0:52:43		0:51:17		0:26:05		0:28:41		0:24:34		0:22:14		0:40:48		0:25:08		0:43:17		0:44:33		0:59:33		1:23:38		1:16:11		0:53:17		0:47:54		0:33:31		0:29:57		0:54:10		0:35:52		0:34:09		1:05:15		0:45:36		1:11:47		1:07:59		0:51:28		0:35:45		0:48:19		0:39:44		0:34:48		0:31:56		0:37:43		1:04:22		0:32:12		0:33:23		0:36:45		0:45:06		0:42:06		0:31:16		0:26:04		0:23:27		0:29:38		0:30:44		0:31:41		0:36:30		0:31:23		0:24:07		0:33:40		0:45:50		0:43:16		0:37:21		0:35:40		0:32:23		0:20:50		0:22:56		0:22:55		0:18:59		0:19:23		0:11:39		0:18:10		0:16:59		0:37:13		0:25:40		0:37:36		0:26:50		0:27:33		0:26:05		0:46:21		0:34:57		0:22:38		0:19:24		0:16:51		0:21:57		0:10:31		0:16:00		0:21:06		0:14:23		0:11:48		0:46:48		0:21:23		0:18:43		0:17:45		0:20:32		0:17:13		0:18:41		0:19:44		0:21:29		0:25:29		0:17:42		0:19:06		0:28:46		0:32:52		0:23:10		0:54:35		0:52:26		0:43:23		0:57:43		0:46:01		0:52:58		1:00:03		0:59:58		0:35:50		0:48:19		0:51:15		1:00:10		1:01:28		0:47:10		1:01:21		0:35:40		0:29:55		0:14:50																																												0

		Service Level (<80% calls under 5 min)		54.95%																												57.95%		56.30%		66.84%		66.91%		83.38%		88.64%		71.70%		68.40%		76.66%		74.60%		61.93%		69.30%		68.65%		51.94%		64.54%		21.15%		38.35%		48.71%		47.89%		57.45%		73.31%		65.99%		73.17%		65.61%		44.79%		38.28%		38.16%		31.33%		56.32%		51.76%		51.24%		65.63%		51.01%		64.18%		60.58%		34.35%		42.02%		40.37%		29.83%		42.15%		54.89%		68.86%		59.01%		58.97%		47.23%		48.99%		55.45%		62.29%		52.25%		60.67%		40.90%		29.36%		28.48%		37.71%		42.26%		30.64%		26.82%		25.99%		17.57%		34.32%		53.47%		36.38%		20.29%		17.27%		26.11%		45.33%		68.30%		66.44%		67.28%		63.49%		63.55%		62.25%		39.29%		21.76%		14.36%		53.73%		41.85%		52.35%		58.47%		64.98%		59.44%		53.70%		54.61%		61.53%		67.39%		74.04%		75.40%		84.01%		70.19%		78.71%		70.70%		78.34%		68.42%		73.76%		70.49%		66.64%		82.30%		88.29%		89.03%		86.17%		90.88%		90.59%		91.15%		89.31%		73.92%		69.66%		66.19%		48.54%		35.49%		48.23%		16.35%		22.98%		37.01%		37.94%		31.39%		54.79%		34.21%		37.02%		28.36%		26.67%		49.33%		47.43%		56.43%		79.09%		71.61%																																												61.71%		40.41%

		Talk Time (Avg)		0:05:02																												0:04:49		0:04:36		0:03:45		0:03:33		0:03:29		0:03:34		0:05:04		0:04:12		0:03:46		0:03:35		0:03:46		0:03:53		0:04:15		0:04:21		0:03:55		0:03:56		0:03:51		0:03:42		0:03:57		0:03:44		0:03:49		0:04:01		0:03:39		0:04:00		0:04:51		0:05:00		0:05:23		0:05:56		0:03:57		0:04:07		0:03:38		0:03:47		0:04:02		0:03:53		0:04:01		0:04:22		0:04:40		0:05:04		0:04:07		0:04:14		0:04:02		0:04:15		0:04:16		0:03:59		0:03:58		0:03:52		0:04:29		0:04:30		0:05:00		0:05:22		0:04:54		0:04:34		0:04:34		0:04:35		0:04:17		0:04:17		0:04:30		0:04:31		0:04:50		0:05:09		0:05:20		0:05:05		0:05:17		0:05:10		0:05:04		0:05:09		0:04:45		0:04:44		0:04:37		0:04:33		0:04:45		0:04:30		0:04:46		0:05:22		0:04:44		0:04:17		0:04:26		0:04:36		0:04:28		0:04:24		0:04:26		0:04:58		0:04:47		0:05:53		0:05:44		0:05:14		0:05:29		0:04:55		0:05:04		0:04:56		0:05:04		0:05:03		0:04:58		0:04:52		0:05:25		0:05:43		0:05:52		0:05:31		0:05:30		0:05:34		0:05:45		0:05:23		0:05:35		0:05:34		0:05:59		0:05:54		0:06:05		0:07:11		0:07:25		0:07:20		0:07:56		0:07:12		0:07:05		0:07:01		0:07:00		0:06:39		0:07:08		0:07:07		0:06:47		0:07:19		0:07:49		0:08:18		0:08:06		0:07:34		0:07:04																																												0:04:11		0:05:05

		Call Handle Time (Avg)		0:07:25																												0:06:33		0:06:10		0:05:24		0:05:00		0:05:13		0:05:19		0:06:41		0:05:40		0:05:25		0:05:18		0:05:22		0:05:33		0:06:11		0:06:06		0:05:28		0:05:39		0:05:37		0:05:29		0:05:29		0:05:10		0:05:07		0:05:34		0:05:32		0:05:53		0:06:52		0:07:04		0:07:22		0:08:06		0:06:13		0:05:56		0:05:23		0:05:30		0:06:55		0:06:36		0:06:56		0:07:36		0:08:22		0:08:26		0:08:11		0:07:43		0:07:47		0:07:36		0:07:15		0:07:30		0:07:23		0:07:15		0:07:51		0:07:37		0:08:23		0:08:48		0:08:10		0:07:59		0:07:45		0:07:18		0:07:01		0:07:12		0:07:35		0:07:12		0:07:35		0:07:51		0:07:52		0:07:31		0:07:28		0:07:24		0:07:14		0:07:33		0:06:54		0:06:59		0:07:13		0:07:01		0:07:15		0:06:41		0:07:06		0:08:06		0:07:04		0:06:12		0:06:22		0:07:03		0:06:59		0:06:34		0:06:31		0:07:00		0:07:36		0:09:13		0:08:28		0:07:49		0:07:48		0:07:15		0:07:17		0:06:53		0:07:03		0:07:03		0:06:50		0:06:47		0:07:29		0:08:01		0:08:00		0:07:42		0:07:30		0:07:29		0:07:37		0:07:12		0:07:39		0:07:38		0:08:05		0:08:02		0:08:23		0:10:09		0:10:00		0:10:17		0:10:35		0:09:43		0:09:36		0:09:32		0:09:36		0:09:12		0:09:42		0:09:35		0:09:09		0:10:06		0:10:51		0:11:19		0:10:55		0:09:46		0:09:11																																												0:05:55		0:07:06

		Max Agents		11																																																																												9		8		8		7		8		7		11		10		5		7		7		8		8		9		7		7		7		7		6		5		6		5		4.6785164461		4.6771101637		5.6977010984		6.4996151227		6.2741658525		4.4509207449		3.9264884389		3.6857550996		4.1657784883		2.9661085946		3.8179826509		3.0406415608		3.4931684282		4.5152396601		5.9244456287		7.3140006513		6		4.8287666163		4.879984901		4.6009488705		3.2447005359		3.4890606034		3.0557776001		3.1012227255		3.437953341		3.3409198567		4.9576634988		5.6775320484		5.1106152115		3.5570432543		3.2406667259		2.8125277556		2.7886209551		2.5724235426		2.6140939101		3.1894854487		4.5218454866		5.0240363265		5.7532677562		6.3309074962		5.452813675		3.9059030553		4.1232291944		3.7514432898		11		3.23037866		3.4251302662		3.1949440448		3.4868401575		3.8971600497		3.9829710306		4.0474564793		4.547380614		3.7377505403		3.0538532137		3.0193900435		3.9170052847		5		4.3566998253		4.5739797051		4.9361899369		5.1989426977		5.8671581254		6.5080343133		8.0866325458		5.9559297007		5.4398610741		6		7.7124874175		7.3334850638		7.0945558368		6.789198271		6.2110034195		7.0505169938		8.9161078545		9.5935751399		9.2355282441		9.7007579122		8.0866325458

																																																																																		days				19		23		20		22		22		20		23		30		22																																																																																																																																																						 

																																																																																						299		260		268		256		252		244		255		174		260

		Helpline (NIC in Call Center data)		Total/  Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov 2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025

		Calls Received		455,968																																																																				8710		10185		6205		7069		30346		24306		25207		16299		10299		7303		8,245		7,108		6,561		897		10667		14,988		21135		32265		25082		15531		12062		10403		5984		5116		5507		5620		4707		11504		14656		22367		19666		11381		10692		7526		4728		3141		3721		3633		3121		1912		11516		13806		6635		4612		5619		5664		4198		4735		4939		4912		3653		7606		7459		11461		3731		2585		1026		693		450		367		342		444		1285		3202		2472		3174		2769		1638		1695		1479		1258		1246		1166		1322		1328		1279		1970		2004		1881		803		869		683		890		1220		1673		2775		2942		3376		3805		4601		5861		3908		2705		2499		2134		1870		3051		2922		2543		3666		2728		4525		5792		2379		114																																										54652

		Calls Handled		402,181																																																																				6201		7487		5489		7819		13376		10152		8366		9864		7637		6074		6,796		6,146		6,127		821		9085		12,574		15987		17873		16921		11194		10302		8687		5015		4116		3856		3391		3164		8215		12264		15748		15174		9592		8286		5003		3612		2213		2639		2189		2356		1662		10835		12232		6062		4184		4512		4852		4016		4529		4855		4796		3595		6991		7190		9914		3501		2326		903		614		337		304		265		363		1057		2706		2221		2772		2545		1516		1634		1421		1223		1202		1078		1207		1305		1187		1943		1936		1843		785		841		666		866		1186		1611		2627		2814		2883		3348		3928		4972		3594		2392		2191		1945		1775		2846		2740		2433		3354		2317		3396		4696		2014		86																																																																																																						0.74859983

		Calls Abandoned		54,218																																																																				2196		2250		581		996		8874		11770		14000		6228		2584		1160		1,401		658		274		59		977		1,761		3683		12378		7187		3947		1530		1541		1028		1236		1311		1932		1467		2987		2133		5880		3839		1576		2161		2231		1002		832		976		953		687		226		545		1350		356		237		595		689		131		151		59		76		34		520		201		758		141		36		101		60		74		46		50		57		135		350		186		275		143		89		49		46		16		31		33		78		17		68		19		47		17		10		19		12		16		26		42		105		96		324		334		466		753		240		229		223		139		76		136		134		84		233		285		725		749		261		19

		Abandon %		10.08%																																																																				25.90%		21.23%		12.89%		11.71%		25.87%		42.41%		55.25%		37.48%		24.98%		15.91%		15.94%		9.45%		4.71%		6.53%		8.33%		11.85%		15.58%		34.07%		29.57%		24.90%		12.78%		16.24%		16.91%		23.08%		23.97%		33.77%		31.63%		24.94%		10.42%		23.42%		18.06%		12.37%		20.37%		28.96%		21.48%		26.06%		26.16%		25.42%		23.07%		10.54%		3.65%		7.28%		5.86%		5.38%		10.00%		10.94%		3.84%		3.26%		1.28%		2.07%		0.79%		5.36%		2.20%		4.39%		3.99%		8.51%		9.82%		9.88%		22.33%		15.36%		19.42%		15.96%		14.06%		16.27%		8.33%		8.07%		6.73%		6.34%		2.94%		3.62%		2.15%		2.41%		2.41%		7.71%		1.85%		5.62%		1.11%		1.18%		1.15%		1.40%		2.07%		1.76%		1.74%		1.83%		2.79%		4.08%		3.12%		11.97%		9.60%		10.38%		10.55%		7.81%		9.43%		12.26%		7.78%		4.07%		4.71%		4.92%		4.13%		6.57%		11.85%		19.21%		14.81%		13.80%		22.20%

		Avg Time to Abandon		0:04:04																																																																				0:09:01		0:09:56		0:10:34		0:08:31		0:14:50		0:29:57		0:47:35		0:23:31		0:16:12		0:12:15		0:51:44		0:22:35		0:28:38		0:03:39		0:04:57		0:09:53		0:10:34		0:24:36		0:19:57		0:14:52		0:10:10		0:10:38		0:11:05		0:11:43		0:14:30		0:18:03		0:18:08		0:14:53		0:07:20		0:19:39		0:16:01		0:09:39		0:13:24		0:13:18		0:11:50		0:14:50		0:15:01		0:17:10		0:15:45		0:09:56		0:04:33		0:07:49		0:06:44		0:06:27		0:09:53		0:13:19		0:08:13		0:05:53		0:02:52		0:04:29		0:02:37		0:05:39		0:03:19		0:05:43		0:07:12		0:10:30		0:11:37		0:10:23		0:14:55		0:13:32		0:15:01		0:13:28		0:10:57		0:14:35		0:09:42		0:10:35		0:09:34		0:08:52		0:07:19		0:08:03		0:04:43		0:05:24		0:07:58		0:08:47		0:04:26		0:07:37		0:05:53		0:03:33		0:04:57		0:06:00		0:05:25		0:06:09		0:05:30		0:05:37		0:06:03		0:08:18		0:07:44		0:12:01		0:11:05		0:12:14		0:13:52		0:11:02		0:12:48		0:12:46		0:10:33		0:08:37		0:08:57		0:09:26		0:08:47		0:09:26		0:12:20		0:20:51		0:17:24		0:15:43		0:20:28

		Average Wait Time (>5 min)		0:04:32																																																																				0:15:01		0:12:38		0:10:39		0:10:40		0:26:30		0:54:58		1:21:03		2:15:22		0:29:17		0:17:34		0:55:41		0:24:44		0:27:29		0:03:19		0:03:55		0:11:06		0:19:37		0:47:23		0:35:46		0:31:53		0:18:32		0:15:49		0:11:54		0:16:40		0:21:12		0:33:20		0:31:04		0:33:17		0:12:28		0:41:45		0:37:05		0:19:10		0:28:46		0:27:11		0:20:36		0:27:43		0:28:17		0:32:15		0:27:37		0:11:55		0:04:34		0:11:54		0:06:29		0:05:31		0:16:56		0:20:21		0:06:31		0:04:54		0:01:45		0:02:16		0:01:00		0:07:33		0:02:18		0:07:18		0:03:25		0:09:07		0:09:00		0:07:54		0:22:03		0:13:01		0:18:16		0:16:12		0:12:51		0:18:32		0:09:43		0:10:57		0:09:53		0:07:55		0:02:54		0:03:33		0:02:15		0:02:02		0:02:04		0:06:31		0:01:28		0:05:26		0:01:16		0:01:28		0:01:18		0:01:20		0:01:33		0:01:09		0:01:22		0:01:33		0:02:59		0:04:42		0:03:32		0:15:13		0:14:15		0:17:19		0:18:51		0:11:05		0:13:16		0:14:42		0:08:40		0:04:06		0:05:03		0:05:57		0:05:26		0:07:53		0:18:43		0:38:31		0:26:01		0:18:34		0:26:22

		Max Wait Time		1:23:38																																																																				0:45:11		1:09:53		1:02:47		1:01:49		2:14:30		2:57:26		2:58:36		2:31:08		1:20:40		1:03:11		0:51:25		0:48:03		0:32:00		0:21:28		0:36:46		2:26:23		1:48:39		na		na		2:01:56		1:31:33		1:19:35		0:56:53		1:03:07		2:02:04		1:28:33		2:02:07		1:41:55		1:33:05		2:08:12		2:02:58		1:16:17		1:35:34		1:30:28		1:23:19		1:34:22		1:31:00		1:51:38		1:42:17		1:09:08		1:21:38		1:31:37		0:58:18		0:52:33		1:36:16		1:42:29		0:41:38		0:38:16		0:22:26		0:33:47		0:33:16		1:31:49		0:31:49		1:02:42		0:39:24		1:27:49		1:32:13		1:02:38		1:23:24		1:24:20		1:40:40		1:26:55		1:14:30		1:29:49		1:21:29		1:32:57		0:46:59		0:55:27		0:38:59		0:39:14		0:38:22		0:40:20		0:42:22		1:25:03		0:38:07		1:05:47		0:22:31		0:52:04		0:32:25		0:27:09		0:36:03		0:29:03		0:26:04		0:25:43		0:41:42		2:01:09		0:48:05		0:54:35		1:06:44		1:16:40		1:28:19		2:01:24		2:01:41		2:01:28		1:04:00		0:43:58		0:56:10		1:05:58		0:50:16		0:51:09		1:25:01		2:42:35		2:01:22		2:01:29		2:01:09

		Service Level (<80% calls under 5 min)		46.95%																																																																				na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		13%		56%		16%		17%		15%		8%		8%		15%		10%		9%		10%		16%		30%		56%		35%		42%		41%		23.62%		19%		44%		48%		75%		70%		89%		48%		66%		41%		57%		47%		38%		48%		23%		40%		22%		42%		75%		79%		80%		81%		83%		57%		61%		72%		79%		85%		81%		84%		96%		99%		80%		83%		78%		73%		75%		79%		76%		75%		64%		60%		56%		22%		19%		27%		23%		29%		18%		23%		36%		55%		48%		48%		51%		39%		8.01%		17%		18%		22%		11%

		Talk Time (Avg)		1:50:14																																																																				0:12:53		0:12:55		0:13:14		0:13:41		0:14:24		0:14:54		0:16:23		0:14:15		0:15:28		0:15:05		1.01%		1.05%		1.02%		0.78%		0:13:15		0:14:13		0:14:46		0:14:54		0:13:02		0:12:27		0:12:37		0:12:14		0:11:34		0:11:58		0:12:03		0:12:38		0:13:19		0:16:08		0:16:33		0:15:24		0:14:34		0:13:51		0:14:01		0:12:52		0:11:48		0:11:52		0:12:17		0:12:23		0:12:05		0:13:35		0:16:44		0:15:37		0:13:26		0:12:50		0:12:55		0:12:53		0:13:32		0:13:26		0:13:15		0:13:10		0:12:33		0:13:25		0:14:04		0:13:27		0:11:45		0:11:25		0:10:09		0:09:50		0:09:57		0:09:37		0:09:53		0:09:55		4:00:00		0:10:30		0:11:49		0:11:09		0:10:36		0:10:06		0:09:59		0:10:39		0:09:54		0:09:50		0:10:01		0:09:43		0:09:50		0:10:22		0:11:12		0:10:35		0:10:21		0:09:35		0:09:56		0:09:44		0:10:05		0:10:00		0:10:45		0:10:21		0:10:23		0:11:10		0:11:11		0:11:15		0:10:50		0:10:18		0:10:14		0:09:49		0:09:49		0:09:24		0:09:29		0:09:44		0:10:19		0:10:27		0:10:52		0:10:56		0:10:52		0:10:23		0:10:59

		Call Handle Time (Avg)		0:19:08																																																																				0:13:49		0:14:05		0:15:08		0:15:30		0:16:16		0:17:03		0:16:40		0:16:19		0:17:50		0:17:29		0:17:16		0:19:27		0:22:58		0:16:22		0:18:57		0:19:16		0:21:41		0:21:12		0:19:24		0:18:51		0:18:52		0:17:56		0:17:04		0:17:45		0:17:53		0:18:45		0:21:22		0:25:39		0:25:46		0:22:52		0:21:54		0:20:56		0:21:08		0:19:50		0:18:29		0:19:18		0:19:41		0:20:11		0:20:25		0:25:36		0:28:20		0:25:41		0:22:44		0:22:18		0:21:36		0:21:27		0:22:46		0:23:02		0:23:15		0:22:30		0:21:08		0:22:10		0:23:14		0:21:52		0:20:27		0:19:33		0:17:53		0:17:22		0:16:59		0:17:05		0:17:25		0:17:50		0:17:00		0:18:53		0:20:00		0:19:22		0:17:53		0:18:33		0:17:52		0:18:46		0:18:11		0:17:39		0:17:50		0:17:09		0:17:26		0:17:53		0:17:57		0:17:01		0:17:11		0:16:17		0:16:36		0:16:26		0:17:11		0:17:19		0:18:22		0:17:48		0:18:29		0:19:04		0:18:36		0:18:44		0:18:41		0:17:50		0:17:46		0:17:57		0:18:06		0:17:11		0:17:52		0:17:45		0:18:29		0:18:52		0:18:43		0:18:36		0:18:57		0:18:48		0:18:52

		Percent. calls transferred to Helpline																																																																																																																								na		na		na		38%		41%		41%		41%		41%		40%		19%		15%		16%		15%		16%		32%		35%		26%		21%		19%		18%		17%		26%		33%		32%		30%		24%		36%		30%		27%		19%		17%		6%		6%		2%		3%		2%		3%		10%		21%		11%		11%		14%		13%		13%		13%		14%		13%		13%		12%		13%		9%		10%		11%		10%		7%		7%		7%		8%		10%		14%		17%		21%		15%		14%		15%		17%		19%		13%		12%		11%		61%		19%		18%		17%		19%		13.18%		14%		17%		12%		9%

		Max Agents		88																																																																				na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		na		22.94		76.00		70.88		47.85		30.35		21.74		25.91		20.86		22.59		25.32		20.85		20.68		12.86		49.99		88.29		29.65		22.78		35.43		39.98		13.58		15.36		14.21		18.34		16.23		18.85		29.95		46.15		20.66		24.13		27.39		12.30		31.30		14.86		17.79		24.36		21.80		25.71		49.82		59.57		36.89		27.25		17.37		18.60		18.77		14.79		15.03		19.13		14.46		23.87		29.76		44.46		26.62		14.59		12.88		13.20		15.95		16.42		21.62		26.65		26.23		38.00		46.30		52.10		43.00		29.17		24.56		26.00		20.81		24.12		25.45		21.15		29.42		37.74		54.90		57.32		59.74		30.00		26.65

																																																																																																												47.5		23.25		21.5		17.25		16.75		10.6726666667		11.811		10.0020132043		20.014765965		15.71		29.55		32.04		AVG



		CCB Helpline		Total/  Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov 2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025

		Busy		2,259																																																																																																																												3		11		9		1		3		2		10		5		8		9		4		1688		0		3		0		0		0		0		0		0		0		0		40		20		20		2		349		2		2		4		2		0		8		3		0		0		5		3		0		4		0		0		0		0		0		0		0		0		2		6		0		1		0		0		0		6		1		0		0		1		2		2		1		0		3		0		1		0		0		0		0		4		5		3		0		1		0

		Caller canceled		1,303																																																																																																																												14		58		43		12		11		41		31		58		43		52		20		7		4		46		9		4		35		0		1		2		0		1		3		3		1		19		6		7		5		4		3		10		12		16		21		12		14		32		12		10		5		2		1		7		2		4		2		3		1		4		2		1		2		0		2		0		1		5		3		21		33		33		236		7		24		15		6		3		2		1		2		13		29		86		45		17		1

		Connected		134,881																																																																																																																												1874		7178		5608		2475		2459		2484		3150		4013		4475		4764		2833		2252		1406		4050		979		564		2578		0		310		391		171		156		99		858		546		1410		551		946		637		887		517		1371		2232		1886		1503		1654		1947		2341		1295		1049		722		459		234		271		266		722		133		182		256		708		402		164		426		155		188		221		330		807		266		3106		4025		4980		3904		2384		2543		2438		1358		855		771		940		897		1901		5196		7489		6595		2498		190

		Error		932																																																																																																																												17		28		24		12		11		16		24		11		13		22		21		4		3		8		3		1		30		0		1		1		0		0		1		6		9		202		45		29		7		2		1		1		42		2		0		43		33		50		9		6		4		0		0		2		3		16		2		12		0		1		1		0		0		0		0		1		1		0		1		23		8		9		3		2		7		5		1		1		1		2		2		4		28		19		23		12		0

		Invalid Number		1,409																																																																																																																												47		114		115		15		10		8		6		3		1		2		7		19		16		11		58		83		854		0		2		9		1		0		0		1		1		2		1		4		0		1		0		1		2		0		2		0		0		1		0		1		0		0		0		0		0		1		0		0		0		1		0		0		1		0		0		0		0		0		0		0		0		1		5		0		0		0		0		0		0		0		0		0		1		0		1		0		0

		No Answer		9,187																																																																																																																												142		613		570		149		125		190		293		328		326		468		283		164		84		383		71		29		310		0		11		25		10		3		6		54		46		66		35		101		66		69		65		147		234		181		140		179		196		263		109		100		56		38		27		36		25		64		12		29		18		46		23		9		24		11		18		14		20		51		13		248		241		264		146		63		82		67		52		27		25		21		20		56		153		257		222		69		6

		No Response		17,057																																																																																																																												272		1011		931		160		183		265		466		399		442		728		556		250		154		656		112		73		393		0		14		26		23		21		13		78		36		91		73		158		124		196		101		259		445		361		302		279		302		385		215		223		117		56		42		46		49		104		32		30		35		126		57		26		56		25		46		39		99		86		36		337		333		447		607		169		210		215		106		46		65		80		61		165		516		857		696		244		20

		Total Requests		164,883																																																																																																																												2369		9013		7300		2824		2802		3006		3980		4817		5308		6045		3724		2707		1667		5157		1232		754		4200		0		339		454		205		181		162		1020		659		1792		1060		1247		841		1163		689		1789		2975		2449		1968		2167		2497		3075		1640		1393		904		555		304		362		345		911		181		256		312		892		485		201		509		191		254		281		452		949		319		3736		4642		5736		4441		2625		2869		2740		1524		932		864		1044		982		2143		5928		8704		7582		2841		217

		% Connected 		82%																																																																																																																												79%		81%		79%		87%		89%		84%		80%		83%		84%		79%		76%		86%		69%		77%		82%		77%		74%		0%		92%		84%		77%		90%		77%		75%		83%		86%		66%		82%		79%		76%		75%		78%		76%		78%		80%		78%		79%		81%		79%		76%		83%		87%		83%		87%		74%		82%		69%		68%		80%		79%		74%		86%		71%		86%		77%		84%		73%		88%		86%		86%		87%		86%		89%		92%		89%		89%		90%		92%		91%		94%		93%		91%		88%		87%		87%		89%		88%





		CCB General		Total/  Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov 2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025		 

		Busy		26																																																																																																																																																																																																		0		0		2		0		0		1		1		0		0		0		1		0		0		0		2		1		0		0		0		0		6		1		0		0		0		1		7		0		0		0		0		1		0		0		0		0		1		0		0		1		0		0

		Caller canceled		811																																																																																																																																																																																																		12		3		57		8		4		7		0		1		3		0		1		0		0		0		12		1		1		3		1		1		1		4		3		1		7		53		69		54		19		28		24		10		11		2		14		4		3		55		164		128		36		6

		Connected		58,113																																																																																																																																																																																																		1654		542		3148		474		691		686		276		124		80		123		147		9		0		89		977		265		87		246		163		83		146		529		271		23		618		3469		4735		4029		2051		3018		2499		1442		1345		401		586		487		429		4217		8446		6338		2941		229

		Error		231																																																																																																																																																																																																		43		13		8		2		0		2		0		0		1		2		2		0		0		0		4		0		0		13		6		0		2		6		1		0		1		7		16		15		4		8		0		2		2		0		2		1		0		21		19		16		11		1

		Invalid Number		26																																																																																																																																																																																																		0		1		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		18		1		0		0		0		0		0		0		0		2		0		0		0		0		0		0		0		0		0		0		0		1		1		0		0

		No Answer		3,342																																																																																																																																																																																																		179		34		391		44		65		36		23		4		12		12		19		0		0		9		57		14		4		294		7		3		20		46		33		0		45		239		318		191		81		117		79		47		43		7		19		19		13		140		303		256		111		8

		No Response		6,727																																																																																																																																																																																																		279		62		559		113		116		109		46		31		20		28		21		9		0		14		152		48		12		72		21		26		30		114		44		9		65		329		598		386		174		260		201		114		82		36		42		26		47		405		973		781		256		17

		Total Requests		68,966																																																																																																																																																																																																		2167		655		4166		642		876		841		346		160		116		165		191		18		0		112		1204		329		104		358		199		113		205		700		352		33		736		4097		5745		4675		2329		3431		2803		1616		1483		446		663		537		493		4838		9885		7521		3355		261

		% Connected 		84%																																																																																																																																																																																																		78%		68%		77%		87%		86%		79%		89%		83%		75%		75%		80%		32%		na		87%		88%		85%		92%		58.07%		86%		71%		69%		77%		83%		79%		88%		86%		84%		88%		87%		88%		90%		90%		92%		97%		93%		93%		90%		87%		88%		84%		89%		88%





		CCB Broker		Total/  Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov 2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019		May 2019		Jun 2019		Jul 2019		Aug 2019		Sep 2019		Oct 2019		Nov 2019		Dec 2019		Jan 2020		Feb 2020		Mar 2020		Apr 2020		May 2020		Jun 2020		Jul 2020		Aug 2020		Sep 2020		Oct 2020		Nov 2020		Dec 2020		Jan 2021		Feb 2021		Mar 2021		Apr 2021		May 2021		Jun 2021		Jul 2021		Aug 2021		Sep 2021		Oct 2021		Nov 2021		Dec 2021		Jan 2022		Feb 2022		Mar 2022		Apr 2022		May 2022		Jun 2022		Jul 2022		Aug 2022		Sep 2022		Oct 2022		Nov 2022		Dec 2022		Jan 2023		Feb 2023		Mar 2023		Apr 2023		May 2023		Jun 2023		Jul 2023		Aug 2023		Sep 2023		Oct 2023		Nov 2023		Dec 2023		Jan 2024		Feb 2024		Mar 2024		Apr 2024		May 2024		Jun 2024		Jul 2024		Aug 2024		Sep 2024		Oct 2024		Nov 2024		Dec 2024		Jan 2025		Feb 2025		Mar 2025		Apr 2025		May 2025		Jun 2025		Jul 2025		Aug 2025		Sep 2025		Oct 2025		Nov 2025		Dec 2025		 

		Busy		4																																																																																																																																																																																																																																																																								0		0		0		3		1		0		0

		Caller canceled		46																																																																																																																																																																																																																																																																								4		3		6		18		13		2		0

		Connected		2,941																																																																																																																																																																																																																																																																								131		78		350		1442		799		138		3

		Error		13																																																																																																																																																																																																																																																																								1		0		0		9		3		0		0

		Invalid Number		0																																																																																																																																																																																																																																																																								0		0		0		0		0		0		0

		No Answer		132																																																																																																																																																																																																																																																																								7		0		15		79		24		7		0

		No Response		463																																																																																																																																																																																																																																																																								17		12		45		254		118		17		0

		Total Requests		3,597																																																																																																																																																																																																																																																																								160		93		416		1803		958		164		3

		% Connected 		82%																																																																																																																																																																																																																																																																								83%		87%		89%		84%		85%		83%		100%









																																																																																																												ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		4.5		1.5		1.5		2.2		2.1		2.5		1.2

		Call Center		Total/ Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		June 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov  2016		Dec   2016

		Calls Received (MNsure)		1,830,120		33,526		32,760		70,971		52,598		36,536		126,631		75,332		34,289		24,300		23,191		29,232		22,722		22,838		49,932		120,266		55,297		83,585		44,433		43,265		29,895		31,846		30,844		29,979		29,423		30,866		54,183		130,219		90,658		49,232		54,242		38,153		28,425		29,255		15,856		19,138		22,731		33,131		66,085		34,255						 

																																																										2016														24,566		29,323		28,936		40,200		96,431		58,561						10,299																																						355.26		1,415.33		543.04		589.16		720.46		414.55		264.89

																																																										2015														30844		29979		29423		30866		54183		130219						130220

																																																										2014														23191		29232		22722		22838		49932		120266						120267

																																																										2013																				33526		32760		70971						70972



				Total/ Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul  2014 		Aug 2014		Sep 2014		Oct 2014		Nov 2014		Dec 2014		Jan 2015		Feb 2015		Mar 2015		Apr 2015		May 2015		Jun 2015		Jul   2015		Aug 2015		Sep 2016		Oct 2015		Nov 2015		Dec 2015		Jan 2016		Feb 2016		Mar 2016		Apr 2016		May 2016		Jun 2016		Jul   2016		Aug   2016		Sep   2016		Oct   2016		Nov  2016		Dec   2016		Jan   2017		Feb   2017		Mar   2017		Apr   2017  		May 2017		Jun 2017		Jul 2017		Aug 2017		Sep 2017		Oct   2017		Nov 2017		Dec 2017		Jan 2018		Feb 2018		Mar 2018		Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019		Apr 2019

		Calls Received (MNsure)		2,380,769		33,526		32,760		70,971		52,598		36,536		126,631		75,332		34,289		24,300		23,191		29,232		22,722		22,838		49,932		120,266		55,297		83,585		44,433		43,265		29,895		31,846		30,844		29,979		29,423		30,866		54,183		130,219		90,658		49,232		54,242		38,153		28,425		29,255		15,856		19,138		22,731		33,131		66,085		75,073		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		4,746		5,072		5,140		5,112		4,490		4,854		5,278		4,718		5,962		6,332		6,369		6,748		5,023		5,669		4,682																																																																																																																																																																																								184402		275,060		220,789

		Calls Rec'd w/o HL - extrapolated				33,526		32,760		70,971		33,494		23,266		80,639		47,971		21,835		15,474		14,768		18,615		14,469		14,543		31,797		76,585		35,213		53,227		28,295		27,551		19,037		20,280		19,641		19,091		18,737		19,655		34,504		82,923		57,731		31,351		34,541		24,296		18,101		18,630		15,856		19,138		22,731		33,131		66,085		75,073		79,631		44,891		29,404		21,838		24,759		22,907		25,776		26,862		23,773		30,744		47,650		70,316		56,534		4,746		5,072		5,140		5,112		4,490		4,854		5,278		4,718		5,962		6,332		6,369		6,748		5,023		5,669		4,682

		Calls Received Helpline		273,777								19104		13270		45992		27361		12454		8826		8423		10617		8253		8295		18135		43681		20084		30358		16138		15714		10858		11566		11203		10888		10686		11211		19679		47296		32927		17881		19701		13857		10324		10625		8710		10185		6205		7069		30346		24306		25207		16299		10299		7303		8,245		7,108		6,561		897		10667		14,988		21135		32265		25082		15531		12062		10403		5984		5116		5507		5620		4707		11504		14656		22367		19666		11381		10692		8029																																																																																																																																																																																								54652



		*Extrapolated		Weekly								8129.7102912621		5647.1176699029		19572.480776699		11643.547961165		5299.814368932		3755.8834951456		3584.4730097087		4518.1887378641		3511.9829126214		3529.9122330097		7717.6450485437		18588.6866019417		8546.8761165049		12919.1572815534		6867.7025242718		6687.172815534		4620.6640776699		4922.2166990291		4767.3444660194		4633.6473786408		4547.7102912621		4770.7448543689		8374.692815534		20127.0532038835		14012.3821359223		7609.4508737864		8383.812038835		5897.0462135922		4393.4563106796		4521.7436893204		0.5493188698		0.5321872714		0.2729752321		0.2133651263		0.4591964894		0.3237648689		0.3165475757		0.3630794591		0.3502584682		0.3344170712		0.3330102185		0.3102981621		0.2545391061		0.033392897		0.4487023093		0.487509758		0.4435466946		0.4588571591		0.443662221		3.2724399494

																																																																								0.3632015677																												0.9257863486





		ARC Line		Total/  Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014		Feb 2014		Mar 2014		Apr 2014		May 2014		Jun 2014		Jul 2014		Aug 2014		Sep 2014		Oct 2014



		Calls Received (MNsure)		41,873		1406		1409		1863		2791		3257		5492		4799		4047		3263		3320		3196		3375		3655

		Calls Handled		33,543		1212		1194		1421		2035		2719		4091		3809		3107		2750		2665		2599		2850		3091

		Calls Abandoned		4,864		71		87		249		415		259		833		589		687		321		387		282		360		324

		Abandon %		10.91%		5.05%		6.27%		13.37%		14.87%		7.95%		15.17%		12.27%		16.98%		9.84%		11.66%		8.82%		10.67%		8.86%

		Avg Time to Abandon		0:06:23		0:03:52		0:05:26		0:04:52		0:06:58		0:05:26		0:06:14		0:06:10		0:07:02		0:05:56		0:09:50		0:05:09		0:11:09		0:05:05

		Average Wait Time		0:03:04		0:00:36		0:00:58		0:02:59		0:03:25		0:01:46		0:03:28		0:03:38		0:06:02		0:03:38		0:03:40		0:04:10		0:02:48		0:02:50

		Max Wait Time		2:58:51		0:24:18		0:43:33		0:54:13		2:52:59		0:37:57		1:52:05		1:09:29		1:05:20		0:49:58		2:58:51		0:33:21		2:24:40		0:48:53

		Service Level 		55.69%		85.73%		83.49%		56.07%		51.44%		71.15%		47.46%		42.45%		31.77%		53.60%		46.22%		40.68%		56.65%		57.32%

		Talk Time (Avg)		0:04:08		0:02:37		0:02:37		0:03:20		0:04:06		0:04:57		0:04:53		0:05:10		0:04:59		0:04:46		0:04:09		0:04:24		0:04:05		0:03:52

		Call Handle Time (Avg)		0:06:01		0:04:36		0:04:35		0:05:20		0:06:19		0:07:02		0:06:42		0:06:56		0:06:43		0:06:31		0:05:58		0:06:05		0:05:50		0:05:41



		Call Center		Total/ Average		Oct 2013		Nov 2013		Dec 2013		Jan 2014     		Feb 2014               		Mar 2014         

		Calls Received (MNsure)		353,022		33,526		32,760		70,971		52,598		36,536		126,631

		Abandon % (<5%)		41.35%		38.87%		47.50%		60.48%		66.95%		25.54%		8.73%

		Average Wait Time (>2 min)		0:28:13		0:10:34		0:45:19		1:02:05		0:38:45		0:06:48		0:05:50

		Service Level (<85%)		28.11%		19.54%		9.56%		13.22%		21.15%		42.94%		62.24%

		First Call Resolution % 		76.58%		83.54%		76.50%		68.58%		70.64%		80.55%		79.65%

				13 months		8.5 months		13 months

		ARC Line		10/2013-10/2014		11/2014-5/2015		Projected calls 11/14-11/15

		Calls Received (MNsure)		41,873		33,309		46966		12.16%		 increase

		Calls Handled		33,543		29,681		41850		24.77%		increase

		Calls Abandoned		4,864		2,610		3680		-24.34%		decrease

		Abandon %		10.91%		7.89%				-27.68%		decrease

		Avg Time to Abandon		0:06:23		0:02:57				-53.75%		decrease

		Average Wait Time		0:03:04		0:01:51				-39.36%		decrease

		Max Wait Time		2:58:51		0:48:12

		Service Level 		55.69%		70.75%				27.04%		increase

		Talk Time (Avg)		0:04:08		0:04:05				-1.28%		increase

		Call Handle Time (Avg)		0:06:01		0:05:43				-5.03%		decrease



																																																																																																																																																																																																																																																																																																																																		184402		275060		220789



																																																																																																																																																																																																																																																																																																																																		54652





				0.1343678585		0.0813356715		0.0787577552		0.0679315786		0.0703326316		0.063960194		0.0543506223		0.0628722168		0.0624327384		0.0792561881		0.1152666241		0.129135921		1.0000000

		 CC Calls Rec'd		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec																																																																																																						Nov 2018		Dec 2018

		2013																				33526		32760		70971		137257																																																																																																				39287		60370

		2014		33494		23266		80639		47971		21835		15474		14768		18615		14469		14543		31797		76585		393457.2992																																																																																																				38746		54428.1698930344

		2015		35213		53227		28295		27551		19037		20280		19641		19091		18737		19655		34504		82923		378153.9984										Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

		2016		57731		31351		34541		24296		18101		18630		15856		19138		22731		33131		66085		75073		416663.6976										0.849		0.900		0.946		0.513		0.694		0.628		0.777		0.864

		2017		79631		44891		29404		21838		24759		22907		25776		26862		23773		30744		47650		70316		448551																																																																																																				14656		22367

		2018		56534		37671		36250		28698		23224		21291		22723		26673		23416		34429		39287		60370		410566.146054015																																																																																																				0.3730496093		0.370498592

		2019		48508		27031		26782		28563		24685		21277		22634		23770		21170		28825		33095		55175		361515

		2019 (IVR)				27235		27009		25076		16934		13001		14380		15733		16196		29242		33270		56068

		2020		33721		24251		30062		33861		15637		14609		16165		15705		15113		21132		28035		42913		291204

		2020 (IVR)		34936		24634		14332		4030		18407		15251		16859		16314		15354		21781		28724		43413

		2021		19591		15874		16377		13374		18679		14274		15835		14401		12589		14951		22180		26772		204897		204897		185306

		2021 (IVR)		19791		17157		17317		14260		20723		15283		16898		15099		13813		17139		24818		30934						203441		1.0978651528

		2022 FC		25071		15176		14695		12675		13123		11934		10141		11731		11649		14788		21507		24095		186585

		2022 Act		20766		12715		13525		11531		9253		9312		8873		11393		10611		14070		19208		23338		164595		164595		164595

		2022 (IVR)		23296		14563		15593		13484		10639		10614		10615		11731		11935		15705		21102		26645		185922				162626		0.9880372308

		Acc		0.83		0.84		0.92		0.91		0.71		0.78		0.87		0.97		0.91		0.95		0.89		0.97				0.8033								2023		FC/add'l

		2023 FC		22947		12524		13322		11358		10479		10614		10615		11731		11935		15705		21102		26645		178977				Use for FC						Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

		2023 Add'l PHE calls		0		0		500		1125		2361		5754		6033		6069		6477		11157		10854		18327												0%		0%		4%		10%		23%		54%		57%		52%		54%		71%		51%		69%

		2023 w/PHE Unwind FC		22947		12524		13822		12483		12840		16368		16648		17800		18412		26862		31956		44972												2024		FC/add'l

		2023 Rec'd 		19144		11374		11820		10181		10868		11669		11927		15853		14313		20666		27962		35172												Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

		2023 Add'l PHE Calls																																				29%		52%		49%		42%		30%		24%

		2023 W/PHE Unwind		19144		11374		11820		10181		10868		11669		11927		15853		14313		20666		27962		35172

		2023 (IVR)		21328		12788		13337		11568		12105		13015		13279		17394		15899		22985		31587		36064

		2023 Acc (Daily report)		1.20		1.10		1.17		1.23		1.18		1.40		1.40		1.12		1.29		1.30		1.14		1.28

		2023 Acc (IVR)		0.93		1.02		0.96		0.93		0.94		0.80		0.80		0.98		0.86		0.86		0.99		0.80

		2024 FC		20262		12149		12670		10990		11500		11746		13279		16524		15104		21836		30008		34261		210327

		Add'l PHE calls		5946		6270		6180		4593		3486		2820		850		na		na		na		na		na

		2024 w/PHE Unwind		26208		18419		18850		15583		14985		14566		14129		16524		15104		21836		30008		34261

		2024 Rec'd		29670		21059		20742		20758		17976		15079		16292		16715		15651		19970		28929		41252

		2024 (IVR)		33974		23724		23326		23515		20164		16865		18378		18715		17441		22245		32681		46629

		2024 Acc  (Daily report)		1.13		1.14		1.10		1.33		1.20		1.04		1.15		1.01		1.04		0.91		0.96		1.20

		2024 Acc  (IVR)		1.30		1.29		1.24		1.51		1.35		1.16		1.30		1.13		1.15		1.02		1.09		1.36

		2025 FC		32275		22538		22160		22339		19156		16022		17459		17779		16569		21133		31047		44298		282774

		2025 Rec'd		36200		19970		1212		0		0		0		0		0		0		0		0		0

		2025 (IVR)

		2025 Acc  (Daily report)		1.12

		2025 Acc  (IVR)		0.00

		2026 FC		30662		21411		21052		21222		18198		15221		16586		16890		15741		20076		29495		42083







		Call Volume Comparison - Year/s		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

		2015  to 2016		164%		59%		122%		88%		95%		92%		81%		100%		121%		169%		192%		91%		110%

		2016 to 2017		138%		143%		85%		90%		137%		123%		163%		140%		105%		93%		72%		94%		108%		SEP		OE

		2017 to 2018		71%		84%		123%		131%		94%		93%		88%		99%		98%		112%		82%		86%		92%

		2018 to 2019		86%		72%		74%		100%		106%		100%		100%		89%		90%		84%		84%		91%		88%		90%		88%

		2019 to 2020		70%		90%		112%		119%		63%		69%		71%		66%		71%		73%		85%		78%		81%		82%		81%

		2020 to 2021		58%		65%		54%		39%		119%		98%		98%		92%		83%		71%		79%		62%		70%		80%		71%

		2021 to 2022		106%		80%		83%		86%		50%		65%		56%		79%		84%		94%		87%		87%		80%		75%		87%

		2022 to 2023		92%		89%		87%		88%		117%		125%		134%		139%		135%		147%		146%		151%

		2023 to 2024		139%		165%		156%		179%		149%		116%		123%		96%		98%		87%		92%		114%

		2024 to 2024		2834404%		2154510%		1994725%		1917853%		1706661%		1202332%		1316641%		1666793%		1355817%		1711396%		2859639%		3646792%

		2025 to 2024		122%		112%		114%		144%		127%		130%		145%		104%		120%		107%		98%		150%

		2026 to 2024		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2027 to 2024		543%		359%		359%		486%		550%		568%		2054%		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!

		2028 to 2024		138%		108%		6%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2029 to 2024		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2030 to 2024		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2031 to 2024		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2032 to 2024		2365236%		1662279%		1701226%		1406330%		1352421%		1314585%		1275142%		1491318%		1363141%		1970676%		2708190%		3092037%

		2033 to 2024		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2034 to 2024		0%		0%		0%		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

		2035 to 2024		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

		2036 to 2024		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!		ERROR:#VALUE!

		2037 to 2024		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

		2038 to 2024		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		2024 to 2025		109%		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!





		Broker Calls Rec'd		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Total

		2014																						3116		6911		10027

		2015		3206		3876		2857		2162		1767		1711		1639		1676		2013		1466		6898		11302		40573

		2016		6907		5005		4881		3529		3041		3030		2370		3376		3366		5040		12249		13582		66376

		2017		8961		5334		4064		2966		2963		2722		2120		2535		2348		3203		7825		9029		54070

		2018		6010		3698		3443		2950		2703		2577		2523		2870		2274		2608		5739		7874		45269

		2019		5886		3392		3176		3020		2462		2472		2402		2363		2559		2845		5592		8897		45066

		2020		4822		3622		3538		3519		2116		2159		2118		2019		2089		2235		4599		7435		40271

		2021		3180		2693		2674		2356		2803		2565		2633		2422		2344		2246		4623		5725		36264		13706

		2022 FC		3021		2558		2540		2238		2663		2180		2238		1938		1875		1797		3698		4580		31327

		2022 Act		3801		2392		2227		1915		1696		1783		1529		1928		1837		1968		4222		5456		30754		12031

		Acc		1.26		0.93		0.88		0.86		0.64		0.82		0.68		1.00		0.98		1.10		1.14		1.19		95.6%		0.8778

		2023 FC		3611		2272		2116		1819		1611		1694		1453		1832		1745		1870		4011		5183		29216				Use for FC

		Add'l PHE Calls								182		725		1186		1017		1282		785		841		1805		518		8341

		W/PHE Unwind		3611		2272		2116		2001		2336		2880		2469		3114		2530		2711		5816		5702		37558

		2023 Act		3688		2162		2269		1960		2432		2943		2838		3267		3124		3609		5811		7669		41772

		Acc		1.02		0.95		1.07		0.98		1.04		1.02		1.15		1.05		1.23		1.33		1.00		1.35		109.97%

		2024 FC		3504		2054		2156		2048		2310		2530		2966		2969		3124		3584		4968		6845		39057

		Add'l PHE Calls		1577		924		970		922		924		632		297		148		0		0		0		0		6394										YoY		% to previous year

		W/PHE Unwind		5080		2978		3126		2970		3235		3162		3262		3117		3124		3584		4968		6845		45451										2015  to 2016		110%

		2024 Acc (Daily report)		6337		4620		4297		5718		3738		3005		3078		3157		2841		3051		5339		7641		52822

		2024 Acc		1.25		1.55		1.37		1.93		1.16		0.95		0.94		1.01		0.91		0.85		1.07		1.12		117.61%

		2025 FC		6337		4620		4297		4574		3738		3005		3078		3157		2841		3051		5339		7641		51678										2016 to 2017		108%

		2025 Acc (Daily report)		6925		3729		151		0		0		0		0		0		0		0		0		0		10805

		2025 Acc		1.09																								109.28%

		2026 FC		6020		4389		4082		4346		3551		2855		2924		2999		2699		2898		5072		7259		49094



																																						2017 to 2018		92%

		Call Volume Comparison - Year/s		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Avg		Average								2018 to 2019		88%

		2015  to 2016		215%		129%		171%		163%		172%		177%		145%		201%		167%		344%		178%		120%		164%		182%								2019 to 2020		81%

		2016 to 2017		130%		107%		83%		84%		97%		90%		89%		75%		70%		64%		64%		66%		81%		85%								2020 to 2021		70%

		2017 to 2018		67%		69%		85%		99%		91%		95%		119%		113%		97%		81%		73%		87%		84%		90%								2021 to 2022 (To date)		91%

		2018 to 2019		98%		92%		92%		102%		91%		96%		95%		82%		113%		109%		97%		113%		100%		98%

		2019 to 2020		82%		107%		111%		117%		86%		87%		88%		85%		82%		79%		82%		84%		89%		91%

		2020 to 2021		66%		74%		76%		67%		132%		119%		124%		120%		112%		100%		101%		77%		90%		97%

		2021 to 2022		120%		89%		83%		81%		61%		70%		58%		80%		78%		88%		91%		95%		115%		83%

		2022 to 2023		97%		90%		102%		102%		143%		165%		186%		169%		170%		183%		138%		141%		136%		141%

		2023 to 2024		172%		214%		189%		292%		154%		102%		108%		97%		91%		85%		92%		100%		126%		141%

		2024 to 2025		109%		81%		4%		0%		0%		0%		0%		0%		0%		0%		0%		0%		20%		16%





		 ARC Calls Rec'd		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Total

		2014																						3848		5406		9254

		2015		3602		3874		3165		3498		3203		3583		3130		2997		3352		3634		4520		6884		45442

		2016		6407		5869		5811		4830		4224		4585		4071		4762		5175		5987		7375		7162		66258

		2017		7657		5679		5975		5365		5621		5533		4884		5860		5208		5711		6058		6097		69648

		2018		5952		4746		5072		5140		5112		4490		4854		5278		4718		5962		6332		6369		64025

		2019		6748		5023		5669		5969		5737		5115		5459		5066		4910		5466		6106		7642		68910

		2020		6983		6103		5755		4824		3506		3835		4024		4025		4010		4314		4681		5663		57723

		2021		4053		3720		4245		3514		3041		3292		3185		3176		3203		3447		4034		4156		43066		18573

		2022 FC		4256		3906		4457		3690		3193		2996		2898		2890		2915		3137		3671		3782		41790

		2022 Act		3889		2998		3680		3133		2836		3055		2918		3183		3022		3090		3787		4425		40016		16536

		Acc		0.91		0.77		0.83		0.85		0.89		1.02		1.01		1.10		1.04		0.99		1.03		1.17		12		0.8903

		2023 FC		3695		2848		3496		2976		2694		2902		2772		3024		2871		2936		3598		4204		38015				Use for FC

		Add'l PHE Calls								30		593		638		610		665		632		646		791		42		4647

		W/PHE Unwind		3695		2848		3496		3006		3287		3541		3382		3689		3502		3581		4389		4246		42662

		2023 Act		3510		2747		3003		2586		3379		3386		3567		4329		3728		4445		4504		4868		44052

		Acc		0.95		0.96		0.86		0.86		1.03		0.96		1.05		1.17		1.06		1.24		1.03		1.15		102.70%

		2024 FC		3335		2610		2853		2702		3210		2910		3728		4329		4436		5290		5360		5793		46555

		Add'l PHE Calls		734		574		628		595		706		640		559		433		0		0		0		0		4868

		W/PHE Unwind		4068		3184		3480		3297		3916		3551		4287		4762		4436		5290		5360		5793		51423

		2024 Acc (Daily report)		5376		5003		5235		5718		5791		4795		5481		5299		4874		5576		5438		6437		65023

		2024 Acc		1.32		1.57		1.50		1.73		1.48		1.35		1.28		1.11		1.10		1.05		1.01		1.11		16

		2025 FC		6505		5753		6020		6576		6660		5514		6303		6094		5605		6412		6254		6662		74358

		2025 Acc (Daily report)		8097		6005		337		0		0		0		0		0		0		0		0		0		14439

		2025 Acc		1.24																								124.47%

		2026 FC		6180		5466		5719		6247		6327		5239		5988		5789		5325		6092		5941		6329		70640





		Call Volume Comparison - Year/s		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Avg		Average

		2015  to 2016		178%		151%		184%		138%		132%		128%		130%		159%		154%		165%		163%		104%		146%		149%

		2016 to 2017		120%		97%		103%		111%		133%		121%		120%		123%		101%		95%		82%		85%		105%		108%

		2017 to 2018		78%		84%		85%		96%		91%		81%		99%		90%		91%		104%		105%		104%		92%		92%

		2018 to 2019		113%		106%		112%		116%		112%		114%		112%		96%		104%		92%		96%		120%		108%		108%

		2019 to 2020		103%		122%		102%		81%		61%		75%		74%		79%		82%		79%		77%		74%		84%		84%

		2021 to 2022		96%		81%		87%		89%		93%		93%		92%		100%		94%		90%		94%		106%		93%		93%

		2022 to 2023		90%		92%		82%		83%		119%		111%		122%		136%		123%		144%		119%		110%		110%		111%

		2023 to 2024		153%		182%		174%		221%		171%		142%		154%		122%		131%		125%		121%		132%		148%		152%

		2024 to 2025		94%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		8%		8%



				2023		2024		2025		2026

		Jan		20		21		21		19

		Feb		19		20		19		19

		Mar		23		21		21		22

		Apr		20		22		22		22

		May		22		22		21		20

		Jun		21		19		20		21

		Jul		20		22		22		22

		Aug		23		22		21		22

		Sep		19		20		21		21

		Oct		22		23		23		22

		Nov		20		18		18		19

		Dec		20		21		22		22





				Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

		2021 FC						18683		16551		16073		15530		15455		15278		16932		16525		21996		33532

		2021 Act						16377		13374		18679		14274		15835		14401		12589		14951		22180		26772

		FC to Act Acc						0.876572285		0.8080478521		1.1621352579		0.9191242756		1.0245875121		0.9425971986		0.7435034255		0.9047503782		1.0083651573		0.7984015269		0.9188084869

		2021 IVR						17317		14260		20723		15283		16898		15099		13813		17139		24818		30934

		FC to IVR Acc						0.9268854038		0.8615793608		1.2893050457		0.9840952994		1.0933678421		0.9882838068		0.8157925821		1.0371558245		1.1282960538		0.9225217702		1.0047282989





		2022 FC		25071		15176		14695		12675		13123		11934		10141		11731		11649		14788		21507		26645

		2022 Act		20766		12715		13525		11531		9253		9312		8873		11393		10611		14070		19208		23338

		FC to Act Acc		0.8282934128		0.8378537933		0.9203978524		0.9097238521		0.7050898603		0.7803077147		0.8749854547		0.9711884455		0.9109270685		0.9514496929		0.8931240884		0.8758968485		0.8716031737

		2022 IVR		23296		14563		15593		13484		10639		10614		10087		12697		11935		15705		21102		25862

		FC to IVR Acc		0.9292075193		0.9596275888		1.0611285555		1.0638033494		0.810704747		0.8894100176		0.994700584		1.0823470282		1.0245890645		1.0620126103		0.981190364		0.9706249163		0.9857788621





		2023 FC		22947		12524		13322		11358		10479		10614		10615		11731		11935		15705		21102		26645

		2023 Act		19144		11374		11820		10181		10868		11669		11927		15853		14313		20666		27962		35172

		FC to Act Acc		1.1986		1.1011		1.1694		1.2261		1.1815		1.4027		1.3958		1.1228		1.2864		1.2998		1.1428		1.2786		1.23381185

		2023 IVR		21328		12788		13337		11568		12105		13015		13279		17394		15899		22985		31587		36064

		FC to IVR Acc		0.9294639371		1.0210571071		1.0011165636		1.0184860321		1.1551217315		1.2262106652		1.2509656147		1.4827395612		1.3321323837		1.4635466412		1.4968723344		1.3534997185		1.2276010242







		2021 Act						16377		13374		18679		14274		15835		14401		12589		14951		22180		26772

		2022 Act		20766		12715		13525		11531		9253		9312		8873		11393		10611		14070		19208		23338

								0.8258533309		0.8621953043		0.4953691311		0.6523749475		0.5603410167		0.7911256163		0.8428787036		0.9410741756		0.8660054103		0.8717316599

		2023 Act		19144		11374		11820		10181		10868		11669		11927		15853		14313		20666		27962		35172

				0.9218915535		0.8945340149		0.8739371534		0.882924291		1.1745379877		1.2531142612		1.3441902401



MNsure Contact Center Calls Received/ASA (Average Speed to Answer)

Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	Aug 2021	Sep 2021	Oct 2021	Nov 2021	Dec 2021	Jan 2022	Feb 2022	Mar 2022	Apr 2022	May 2022	Jun 2022	Jul 2022	Aug 2022	Sep 2022	Oct 2022	Nov 2022	Dec 2022	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	48508	27031	26782	28563	24685	21277	22634	23770	21170	28825	33095	55175	33721	24251	30062	33861	15637	14609	16165	15705	15113	21132	28035	42913	19591	15874	16377	13374	18679	14274	15835	14401	12589	14951	22180	26772	20766	12715	13525	11531	9253	9312	8873	11393	10611	14070	19208	23338	19144	11374	11820	10181	10868	11669	11927	15853	14313	20666	27962	35172	29670	21059	20742	20758	17976	15079	16292	16715	15651	19970	28929	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	Aug 2021	Sep 2021	Oct 2021	Nov 2021	Dec 2021	Jan 2022	Feb 2022	Mar 2022	Apr 2022	May 2022	Jun 2022	Jul 2022	Aug 2022	Sep 2022	Oct 2022	Nov 2022	Dec 2022	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	7.3379629629629628E-3	3.1469907407407412E-2	4.3118209876543204E-2	2.6912037037037033E-2	4.722608024691358E-3	4.0585960464432679E-3	4.1087191358024685E-3	7.9043209876543201E-4	8.8412808641975312E-3	1.2398302469135803E-2	1.7321759259259259E-2	5.5278935185185171E-3	2.387152777777778E-3	2.4416115520282189E-3	4.0246086860670199E-3	5.2397486772486784E-4	1.3190999779541448E-3	7.4930555555555547E-4	1.7310185185185185E-3	1.922916666666667E-3	1.6130787037037038E-3	1.3282407407407405E-3	4.4490740740740743E-4	8.3364197530864188E-4	7.8449074074074076E-4	1.7968253968253967E-3	9.9941798941798939E-3	4.6369047619047614E-3	3.5966435185185185E-3	4.882233796296296E-3	3.0480324074074077E-3	1.5688657407407407E-3	2.2916666666666667E-3	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	5.1316640549571996E-3	4.5768221657299353E-3	6.0519864272691199E-3	7.2314319328369127E-3	7.4552469135802466E-4	2.4184271162181506E-4	2.7240348950522322E-3	2.4636932493882465E-3	4.8053430078179104E-4	3.0690626189331971E-4	3.9203074462821575E-3	5.5819934844490151E-3	8.4317093324279297E-3	9.1642229569837089E-3	1.1944652521937415E-2	8.6522183602559428E-3	1.7488690466648364E-3	3.1131130555662741E-4	3.948778735069036E-3	3.9844783537421992E-3	2.4216887478046784E-3	7.6807367064231965E-3	8.5832063834758842E-3	7.3338893770794143E-4	8.7178613079210809E-4	1.0447176841214497E-3	1.6267430987877772E-3	1.5999169769532607E-3	1.822344679120172E-3	6.8569060009801173E-4	4.8749547762518751E-4	1.1114644567099606E-3	3.5787139455542103E-3	3.5881172839506174E-3	3.4585648148148145E-3	1.0149305555555556E-2	5.6046296296296295E-3	8.4084490740740734E-3	7.1523148148148145E-3	4.7261188271604943E-3	6.5092592592592589E-3	3.1951388888888889E-3	4.0003858024691358E-3	2.6454475308641972E-3	3.9979166666666661E-3	1.7208333333333333E-3	1.5953703703703703E-3	1.0240740740740742E-3	8.0300925925925917E-4	8.8668981481481476E-4	2.0785493827160497E-3	4.9398148148148153E-4	1.8763888888888886E-3	5.0852623456790127E-4	7.0698302469135801E-4	7.6766975308641973E-4	6.2114197530864198E-4	8.030864197530864E-4	6.140046296296296E-4	5.597222222222222E-4	6.7905092592592594E-4	1.7913194444444443E-3	1.3760416666666665E-3	1.6679398148148148E-3	5.3712962962962959E-3	7.8472608024691363E-3	1.0530671296296295E-2	1.0868865740740741E-2	5.5576388888888889E-3	7.8912037037037041E-3	8.3729166666666657E-3	4.5090277777777767E-3	3.5910011574074073E-3	2.3055169753086421E-3	1.9432870370370372E-3	2.75625E-3	2.7190972222222221E-3	1.0507060185185184E-2	







MNsure Contact Center Callls Received/ASA (Average Speed to Answer)



1	#REF!	1	#REF!	1	#REF!	









MNsure Broker Calls Received/ASA (Average Speed to Answer)



1	#REF!	1	#REF!	1	#REF!	









Call Volume



2013	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33526	32760	70971	2014	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33494	23266.124799999998	80638.620800000004	47971.417600000001	21835.235199999999	15474.24	14768.0288	18614.937599999997	14469.3696	14543.2384	31796.6976	76585.388800000001	2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	35213	53226.928	28294.934399999998	27551.151999999998	19037.135999999999	20279.532800000001	19641.459199999998	19090.627199999999	18736.5664	19655.468799999999	34503.734400000001	82923.459199999998	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	57731	31350.937599999997	34541.3056	24295.830399999999	18101.04	18629.583999999999	15856	19138	22731	33131	66085	75073	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	2018	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	2019	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	48508	27031	26782	28563	24685	21277	22634	23770	21170	28825	33095	55175	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33721	24251	30062	33861	15637	14609	16165	15705	15113	21132	28035	42913	2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	19591	15874	16377	13374	18679	14274	15835	14401	12589	14951	22180	26772	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	20766	12715	13525	11531	9253	9312	8873	11393	10611	14070	19208	23338	







MNsure Main Call Volume



2013	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33526	32760	70971	2014	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33494	23266.124799999998	80638.620800000004	47971.417600000001	21835.235199999999	15474.24	14768.0288	18614.937599999997	14469.3696	14543.2384	31796.6976	76585.388800000001	2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	35213	53226.928	28294.934399999998	27551.151999999998	19037.135999999999	20279.532800000001	19641.459199999998	19090.627199999999	18736.5664	19655.468799999999	34503.734400000001	82923.459199999998	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	57731	31350.937599999997	34541.3056	24295.830399999999	18101.04	18629.583999999999	15856	19138	22731	33131	66085	75073	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	2018	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	2019	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	48508	27031	26782	28563	24685	21277	22634	23770	21170	28825	33095	55175	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33721	24251	30062	33861	15637	14609	16165	15705	15113	21132	28035	42913	2021	 CC Calls Rec'd	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	19591	15874	16377	13374	18679	14274	15835	14401	12589	14951	22180	26772	2022 FC	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	25071	15176	14695	12675	13123	11934	10141	11731	11649	14788	21507	24094.799999999999	







ARC/Broker/CC Call Patterns



ARC	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	0	0	0	0	0	0	0	0	0	0	0	0	0	3116	6911	3206	3876	2857	2162	1767	1711	1639	1676	2013	1466	6898	11302	6907	5005	4881	3529	3041	3030	2370	3376	3366	5040	12249	13582	8961	5334	4064	2966	2963	2722	2120	2535	2348	3203	7825	9029	6010	3698	3443	2950	2703	







ARC Call volume



Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul 2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	3848	5406	3602	3874	3165	3498	3203	3583	3130	2997	3352	3634	4520	6884	6407	5869	5811	4830	4224	4585	4071	4762	5175	5987	7375	7162	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	5952	4746	5072	5140	5112	4490	4854	5278	4718	5962	6332	6369	6748	5023	5669	5969	5737	5115	5459	5066	4910	5466	6106	7642	6983	6103	5755	4824	3506	3835	4024	4025	4010	4314	4681	5663	4053	3720	4245	3514	3041	3292	3185	





MNsure ARC Calls Received

Call Volume	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul 2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	Aug 2021	Sep 2021	Oct 2021	Nov 2021	Dec 2021	Jan 2022	Feb 2022	Mar 2022	Apr 2022	May 2022	Jun 2022	Jul 2022	Aug 2022	Sep 2022	Oct 2022	Nov 2022	Dec 2022	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	4071	4762	5175	5987	7375	7162	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	5952	4746	5072	5140	5112	4490	4854	5278	4718	5962	6332	6369	6748	5023	5669	5969	5737	5115	5459	5066	4910	5466	6106	7642	6983	6103	5755	4824	3506	3835	4024	4025	4010	4314	4681	5663	4053	3720	4245	3514	3041	3292	3185	3176	3203	3447	4034	4156	3889	2998	3680	3133	2836	3055	2918	3183	3022	3090	3787	4425	3510	2747	3003	2586	3379	3386	3567	4329	3728	4445	4504	4868	5376	5003	5235	5718	5791	4795	5481	5299	4874	5576	5438	Average Wait Time (	>	5 min)	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul 2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	Aug 2021	Sep 2021	Oct 2021	Nov 2021	Dec 2021	Jan 2022	Feb 2022	Mar 2022	Apr 2022	May 2022	Jun 2022	Jul 2022	Aug 2022	Sep 2022	Oct 2022	Nov 2022	Dec 2022	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	1.0428240740740741E-2	8.7841435185185175E-3	7.3974247685185193E-3	7.4178240740740749E-3	1.8404059193121693E-2	3.8180362654320989E-2	5.6292824074074078E-2	9.4009266087621543E-2	2.0340740740740736E-2	1.2205439814814815E-2	3.8679444444444447E-2	1.7186022532057182E-2	1.9094999771939427E-2	2.3061342592592595E-3	2.7260416666666665E-3	7.7134259259259265E-3	1.3626543209876543E-2	3.2912615740740739E-2	2.4840663580246912E-2	2.2148726851851853E-2	1.2874537037037037E-2	1.0983796296296297E-2	8.2713348765432095E-3	1.1577777777777779E-2	1.4730439814814816E-2	2.3149382716049383E-2	2.1574508101851853E-2	2.312422839506173E-2	8.6651234567901234E-3	2.8999099794238686E-2	2.5755208333333335E-2	1.3313773148148144E-2	1.9987500000000002E-2	1.8887037037037036E-2	1.4310455246913581E-2	1.9258680555555553E-2	1.964965277777778E-2	2.2404629629629629E-2	1.9183564814814816E-2	8.2855902777777771E-3	3.1720679012345681E-3	8.2745370370370368E-3	4.5120370370370375E-3	3.8349247685185183E-3	1.1763425925925927E-2	1.4141975308641978E-2	4.5364583333333333E-3	3.4069444444444442E-3	1.2175925925925926E-3	1.5824074074074074E-3	7.0266203703703701E-4	5.2462962962962958E-3	1.6060956790123458E-3	5.0756172839506175E-3	2.3731192129629632E-3	6.3369502314814807E-3	6.2500000000000003E-3	5.4969907407407415E-3	1.5322337962962961E-2	9.046952160493827E-3	1.2696064814814816E-2	1.1253935185185185E-2	8.9334490740740728E-3	1.2871759259259258E-2	6.750308641975308E-3	7.6072530864197529E-3	6.8654706790123466E-3	5.5062499999999999E-3	2.0243055555555557E-3	2.4731481481481479E-3	1.5717592592592593E-3	1.4120756172839508E-3	1.4380787037037038E-3	4.5361111111111106E-3	1.024884259259259E-3	3.7745370370370367E-3	8.8846450617283948E-4	1.0272376543209877E-3	9.0339506172839516E-4	9.2781635802469142E-4	1.083179012345679E-3	8.0729166666666666E-4	9.5856481481481487E-4	1.0763888888888889E-3	2.0748842592592598E-3	3.2703703703703705E-3	2.457175925925926E-3	1.0568749999999998E-2	9.9058641975308653E-3	1.2034799382716049E-2	1.3097569444444443E-2	7.6988425925925931E-3	9.2236111111111112E-3	1.0217129629629628E-2	6.0275848765432103E-3	2.8495370370370371E-3	3.5069444444444445E-3	4.136805555555555E-3	3.7755787037037037E-3	5.4763888888888891E-3	1.300438850308642E-2	







MNsure Broker Calls Received

Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul 2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	Aug 2021	Sep 2021	Oct 2021	Nov 2021	Dec 2021	Jan 2022	Feb 2022	Mar 2022	Apr 2022	May 2022	Jun 2022	Jul 2022	Aug 2022	Sep 2022	Oct 2022	Nov 2022	Dec 2022	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	3116	6911	3206	3876	2857	2162	1767	1711	1639	1676	2013	1466	6898	11302	6907	5005	4881	3529	3041	3030	2370	3376	3366	5040	12249	13582	8961	5334	4064	2966	2963	2722	2120	2535	2348	3203	7825	9029	6010	3698	3443	2950	2703	2577	2523	2870	2274	2608	5739	7874	5886	3392	3176	3020	2462	2472	2402	2363	2559	2845	5592	8897	4822	3622	3538	3519	2116	2159	2118	2019	2089	2235	4599	7435	3180	2693	2674	2356	2803	2565	2633	2422	2344	2246	4623	5725	3801	2392	2227	1915	1696	1783	1529	1928	1837	1968	4222	5456	3688	2162	2269	1960	2432	2943	2838	3267	3124	3609	5811	7669	6337	4620	4297	5718	3738	3005	3078	3157	2841	3051	5339	ASA	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov 2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	June 2017	July 2017	Aug2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul 2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	Mar 2020	Apr 2020	May 2020	Jun 2020	Jul 2020	Aug 2020	Sep 2020	Oct 2020	Nov 2020	Dec 2020	Jan 2021	Feb 2021	Mar 2021	Apr 2021	May 2021	Jun 2021	Jul 2021	Aug 2021	Sep 2021	Oct 2021	Nov 2021	Dec 2021	Jan 2022	Feb 2022	Mar 2022	Apr 2022	May 2022	Jun 2022	Jul 2022	Aug 2022	Sep 2022	Oct 2022	Nov 2022	Dec 2022	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	1.9839409722222224E-3	6.6223434744268079E-3	4.5023148148148149E-3	3.8401813271604934E-3	2.2590277777777778E-3	3.5162422839506171E-3	2.8967592592592595E-3	1.8811728395061731E-3	2.0733796296296299E-3	2.580092592592593E-3	3.4381172839506166E-3	1.5685185185185188E-3	3.2344025573192241E-3	1.2138117283950617E-2	3.2195216049382713E-3	4.5066550925925934E-3	5.2975983796296295E-3	3.668981481481481E-3	2.619502314814815E-3	3.0181327160493827E-3	1.1796875000000002E-3	1.9907407407407408E-3	1.2183159722222224E-3	6.083333333333333E-3	1.9123043430335097E-2	2.6644404945620228E-2	1.923505015432099E-2	1.3959683641975307E-2	8.8299382716049389E-3	5.3784722222222229E-3	2.4189814814814812E-3	1.6094907407407408E-3	2.0013888888888885E-3	2.2112268518518518E-3	1.8495370370370371E-3	2.2391203703703709E-3	7.9702932098765431E-3	1.16820987654321E-2	9.6756172839506192E-3	5.1429398148148146E-3	1.8081018518518518E-3	1.9305555555555556E-3	1.8054012345679014E-3	2.052314814814815E-3	1.382175925925926E-3	1.7083333333333336E-3	1.2721354166666666E-3	1.6270061728395062E-3	1.2040895061728395E-3	5.0432098765432094E-3	3.2683256172839508E-3	2.512615740740741E-3	1.4527777777777779E-3	1.7219907407407405E-3	1.2367283950617284E-3	1.8292824074074075E-3	1.5104166666666664E-3	1.2490740740740741E-3	1.7745370370370369E-3	1.4736111111111109E-3	2.2033179012345681E-3	5.7218364197530857E-3	3.0986111111111119E-3	1.534577546296296E-3	1.9347222222222224E-3	1.4256172839506173E-3	6.5879629629629643E-4	7.793981481481482E-4	2.9421296296296297E-4	5.083333333333334E-4	3.7287808641975307E-4	2.5393518518518517E-4	9.4868827160493813E-4	1.7073302469135805E-3	5.3443287037037034E-4	2.9296874999999999E-4	3.2175925925925932E-4	1.4722222222222223E-4	5.4745370370370375E-4	7.6246141975308643E-4	9.5428240740740749E-4	8.4467592592592602E-4	8.9301697530864217E-4	7.2268518518518515E-4	1.8107253086419753E-3	4.171103395061727E-3	1.3657021604938271E-3	1.4123842592592595E-3	8.7314814814814829E-4	6.6898148148148145E-4	6.8935185185185191E-4	5.1288580246913588E-4	5.6747685185185189E-4	6.7469135802469121E-4	5.6956018518518521E-4	8.3842592592592584E-4	1.2689043209876544E-3	2.1383873456790126E-3	1.5714891975308642E-3	9.4803240740740753E-4	4.9783950617283946E-4	1.0954861111111111E-3	1.9710648148148152E-3	2.0952546296296296E-3	1.2734953703703706E-3	1.7326388888888888E-3	1.9694444444444447E-3	1.908564814814815E-3	4.9125385802469132E-3	1.1191126543209879E-2	7.2831404320987652E-3	3.4459490740740744E-3	2.8064814814814818E-3	7.5851851851851853E-3	2.4237268518518518E-3	2.3198784722222223E-3	2.6275077160493824E-3	2.7701388888888888E-3	1.8896990740740742E-3	1.1325231481481481E-3	3.2890432098765438E-3	







Broker



Jan	2022 FC	3021	Feb	2022 FC	2558.35	Mar	2022 FC	2540.2999999999997	Apr	2022 FC	2238.1999999999998	May	2022 FC	2662.85	Jun	2022 FC	2180.25	Jul	2022 FC	2238.0499999999997	Aug	2022 FC	1937.6000000000001	Sep	2022 FC	1875.2	Oct	2022 FC	1796.8000000000002	Nov	2022 FC	3698.4	Dec	2022 FC	4580	







ARC



Jan	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3602	6407	7657	5952	6748	6983	4053	4255.6500000000005	Feb	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3874	5869	5679	4746	5023	6103	3720	3906	Mar	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3165	5811	5975	5072	5669	5755	4245	4457.25	Apr	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3498	4830	5365	5140	5969	4824	3514	3689.7000000000003	May	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3203	4224	5621	5112	5737	3506	3041	3193.05	Jun	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3583	4585	5533	4490	5115	3835	3292	2995.7200000000003	Jul	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3130	4071	4884	4854	5459	4024	3185	2898.35	Aug	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	2997	4762	5860	5278	5066	4025	3176	2890.1600000000003	Sep	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3352	5175	5208	4718	4910	4010	3203	2914.73	Oct	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3634	5987	5711	5962	5466	4314	3447	3136.77	Nov	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	3848	4520	7375	6058	6332	6106	4681	4034	3670.94	Dec	2014	2015	2016	2017	2018	2019	2020	2021	2022 FC	5406	6884	7162	6097	6369	7642	5663	4156	3781.96	







MNsure Contact Center Calls Received/ASA (w/o Helpline)

Calls Received (MNsure)	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	Calls Abandoned	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	556	710	989	4323	3937	4250	11483	3018	357	277	311	690	4069	3119	183	1	0	62	331	Average Speed to Answer (	>	2 min)	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	











2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	3602	3874	3165	3498	3203	3583	3130	2997	3352	3634	4520	6884	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	6407	5869	5811	4830	4224	4585	4071	4762	5175	5987	7375	7162	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	2018	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	5952	4746	5072	5140	5112	4490	4854	5278	4718	5962	6332	6369	2019	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	6748	5023	5669	5969	5737	5115	5459	5066	4910	5466	6106	7642	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	6983	6103	5755	4824	3506	3835	4024	4025	4010	4314	4681	5663	2021	4053	3720	4245	3514	3041	3292	3185	3176	3203	3447	4034	4156	2022	3889	2998	3680	3133	2836	3055	2918	3183	3022	3090	3787	4425	2023	1	2024	5376	5003	5235	5718	5791	4795	5481	5299	4874	5576	5438	6437	







ARC/Broker/CC Call Patterns



ARC	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	0	0	0	0	0	0	0	0	0	0	0	0	0	3116	6911	3206	3876	2857	2162	1767	1711	1639	1676	2013	1466	6898	11302	6907	5005	4881	3529	3041	3030	2370	3376	3366	5040	12249	13582	8961	5334	4064	2966	2963	2722	2120	2535	2348	3203	7825	9029	6010	3698	3443	2950	2703	Broker	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	0	0	0	0	0	0	0	0	0	0	0	0	0	3848	5406	3602	3874	3165	3498	3203	3583	3130	2997	3352	3634	4520	6884	6407	5869	5811	4830	4224	4585	4071	4762	5175	5987	7375	7162	7657	5679	5975	5365	5621	5533	4884	5860	5208	5711	6058	6097	5952	4746	5072	5140	5112	Main CC	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	









MNsure Contact Center Calls Received/ASA (Average Speed to Answer)

Calls Received	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	48508	27031	26782	28563	24685	ASA	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	Feb 2019	Mar 2019	Apr 2019	May 2019	7.3379629629629628E-3	3.1469907407407412E-2	4.3118209876543204E-2	2.6912037037037033E-2	4.722608024691358E-3	4.0585960464432679E-3	4.1087191358024685E-3	7.9043209876543201E-4	8.8412808641975312E-3	1.2398302469135803E-2	1.7321759259259259E-2	5.5278935185185171E-3	2.387152777777778E-3	2.4416115520282189E-3	4.0246086860670199E-3	5.2397486772486784E-4	1.3190999779541448E-3	7.4930555555555547E-4	1.7310185185185185E-3	1.922916666666667E-3	1.6130787037037038E-3	1.3282407407407405E-3	4.4490740740740743E-4	8.3364197530864188E-4	7.8449074074074076E-4	1.7968253968253967E-3	9.9941798941798939E-3	4.6369047619047614E-3	3.5966435185185185E-3	4.882233796296296E-3	3.0480324074074077E-3	1.5688657407407407E-3	2.2916666666666667E-3	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	5.1316640549571996E-3	4.5768221657299353E-3	6.0519864272691199E-3	7.2314319328369127E-3	7.4552469135802466E-4	2.4184271162181506E-4	2.7240348950522322E-3	2.4636932493882465E-3	4.8053430078179104E-4	3.0690626189331971E-4	3.9203074462821575E-3	5.5819934844490151E-3	



MNsure Contact Center Calls Received/ASA (Average Speed to Answer)

Average Speed to Answer	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	7.3379629629629628E-3	3.1469907407407412E-2	4.3118209876543204E-2	2.6912037037037033E-2	4.722608024691358E-3	4.0585960464432679E-3	4.1087191358024685E-3	7.9043209876543201E-4	8.8412808641975312E-3	1.2398302469135803E-2	1.7321759259259259E-2	5.5278935185185171E-3	2.387152777777778E-3	2.4416115520282189E-3	4.0246086860670199E-3	5.2397486772486784E-4	1.3190999779541448E-3	7.4930555555555547E-4	1.7310185185185185E-3	1.922916666666667E-3	1.6130787037037038E-3	1.3282407407407405E-3	4.4490740740740743E-4	8.3364197530864188E-4	7.8449074074074076E-4	1.7968253968253967E-3	9.9941798941798939E-3	4.6369047619047614E-3	3.5966435185185185E-3	4.882233796296296E-3	3.0480324074074077E-3	1.5688657407407407E-3	2.2916666666666667E-3	5.0217013888888891E-4	6.6956018518518515E-4	7.5115740740740742E-4	3.6504629629629634E-3	1.4320229828042328E-3	8.3745315255731904E-4	2.6286265432098762E-3	7.5216049382716046E-4	3.6249999999999998E-4	3.0844907407407411E-4	3.367283950617284E-4	5.4143518518518527E-4	3.4533564814814817E-3	2.4148148148148149E-3	1.4457947530864196E-4	1.1574074074074073E-5	1.3310185185185186E-5	5.7098765432098761E-5	2.2986111111111116E-4	1.3642746913580246E-3	4.1650462962962969E-3	6.2203703703703709E-3	4.3133650280478258E-3	5.1316640549571996E-3	4.5768221657299353E-3	6.0519864272691199E-3	7.2314319328369127E-3	7.4552469135802466E-4	2.4184271162181506E-4	2.7240348950522322E-3	2.4636932493882465E-3	Calls Received	Oct 2013	Nov 2013	Dec 2013	Jan 2014	Feb 2014	Mar 2014	Apr 2014	May 2014	Jun 2014	Jul  2014 	Aug 2014	Sep 2014	Oct 2014	Nov 2014	Dec 2014	Jan 2015	Feb 2015	Mar 2015	Apr 2015	May 2015	Jun 2015	Jul   2015	Aug 2015	Sep 2016	Oct 2015	Nov 2015	Dec 2015	Jan 2016	Feb 2016	Mar 2016	Apr 2016	May 2016	June 2016	Jul   2016	Aug   2016	Sep   2016	Oct   2016	Nov  2016	Dec   2016	Jan   2017	Feb   2017	Mar   2017	Apr   2017  	May 2017	Jun 2017	Jul 2017	Aug 2017	Sep 2017	Oct   2017	Nov 2017	Dec 2017	Jan 2018	Feb 2018	Mar 2018	Apr 2018	May 2018	Jun 2018	Jul   2018	Aug 2018	Sep 2018	Oct 2018	Nov 2018	Dec 2018	Jan 2019	33526	32760	70971	52598	36536	126631	75332	34289	24300	23191	29232	22722	22838	49932	120266	55297	83585	44433	43265	29895	31846	30844	29979	29423	30866	54183	130219	90658	49232	54242	38153	28425	29255	15856	19138	22731	33131	66085	75073	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	48508	



MNsure Contact Center Calls Received/ASA (Average Speed to Answer)

ASA	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	Dec 2024	Jan 2025	Feb 2025	7.6766975308641973E-4	6.2114197530864198E-4	8.030864197530864E-4	6.140046296296296E-4	5.597222222222222E-4	6.7905092592592594E-4	1.7913194444444443E-3	1.3760416666666665E-3	1.6679398148148148E-3	5.3712962962962959E-3	7.8472608024691363E-3	1.0530671296296295E-2	1.0868865740740741E-2	5.5576388888888889E-3	7.8912037037037041E-3	8.3729166666666657E-3	4.5090277777777767E-3	3.5910011574074073E-3	2.3055169753086421E-3	1.9432870370370372E-3	2.75625E-3	2.7190972222222221E-3	1.0507060185185184E-2	2.1414097293164805E-2	1.6886111111111109E-2	1.2727430555555554E-2	Calls Received	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	Dec 2024	Jan 2025	Feb 2025	19144	11374	11820	10181	10868	11669	11927	15853	14313	20666	27962	35172	29670	21059	20742	20758	17976	15079	16292	16715	15651	19970	28929	41252	36200	19970	







MNsure Broker Calls Received/ASA (Average Speed to Answer)

ASA	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	Dec 2024	Jan 2025	Feb 2025	1.5714891975308642E-3	9.4803240740740753E-4	4.9783950617283946E-4	1.0954861111111111E-3	1.9710648148148152E-3	2.0952546296296296E-3	1.2734953703703706E-3	1.7326388888888888E-3	1.9694444444444447E-3	1.908564814814815E-3	4.9125385802469132E-3	1.1191126543209879E-2	7.2831404320987652E-3	3.4459490740740744E-3	2.8064814814814818E-3	7.5851851851851853E-3	2.4237268518518518E-3	2.3198784722222223E-3	2.6275077160493824E-3	2.7701388888888888E-3	1.8896990740740742E-3	1.1325231481481481E-3	3.2890432098765438E-3	1.3414785643231057E-2	7.0690586419753076E-3	4.4363425925925924E-3	Calls Received	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	Dec 2024	Jan 2025	Feb 2025	3688	2162	2269	1960	2432	2943	2838	3267	3124	3609	5811	7669	6337	4620	4297	5718	3738	3005	3078	3157	2841	3051	5339	7641	6925	3729	







MNsure ARC Calls Received/ASA (Average Speed to Answer)

ASA	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	Dec 2024	Jan 2025	Feb 2025	1.0994212962962963E-3	1.2080246913580245E-3	9.2762345679012345E-4	9.1840277777777775E-4	9.2754629629629643E-4	1.0252314814814816E-3	2.1804398148148147E-3	2.6762731481481485E-3	3.0431712962962964E-3	4.6740740740740753E-3	7.7614969135802485E-3	5.4897376543209878E-3	1.3563850308641975E-2	1.0257175925925927E-2	7.9495370370370362E-3	7.5851851851851853E-3	8.2746141975308628E-3	4.1807002314814814E-3	7.6055941358024693E-3	6.9863425925925926E-3	9.0506944444444445E-3	9.5804398148148159E-3	6.0091049382716049E-3	6.363286216726138E-3	4.1951774691358027E-3	1.8710937500000001E-3	Calls Received 	Jan 2023	Feb 2023	Mar 2023	Apr 2023	May 2023	Jun 2023	Jul 2023	Aug 2023	Sep 2023	Oct 2023	Nov 2023	Dec 2023	Jan 2024	Feb 2024	Mar 2024	Apr 2024	May 2024	Jun 2024	Jul 2024	Aug 2024	Sep 2024	Oct 2024	Nov 2024	Dec 2024	Jan 2025	Feb 2025	3510	2747	3003	2586	3379	3386	3567	4329	3728	4445	4504	4868	5376	5003	5235	5718	5791	4795	5481	5299	4874	5576	5438	6437	8097	6005	







Call Volume



2022 Act	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	23296	14563	15593	13484	10639	10614	10615	11730.987999999999	11935	15705	21102	26645	2013	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33526	32760	70971	2014	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33494	23266.124799999998	80638.620800000004	47971.417600000001	21835.235199999999	15474.24	14768.0288	18614.937599999997	14469.3696	14543.2384	31796.6976	76585.388800000001	2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	35213	53226.928	28294.934399999998	27551.151999999998	19037.135999999999	20279.532800000001	19641.459199999998	19090.627199999999	18736.5664	19655.468799999999	34503.734400000001	82923.459199999998	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	57731	31350.937599999997	34541.3056	24295.830399999999	18101.04	18629.583999999999	15856	19138	22731	33131	66085	75073	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	79631	44891	29404	21838	24759	22907	25776	26862	23773	30744	47650	70316	2018	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	56534	37671	36250	28698	23224.370596762041	21290.77545725297	22723	26673	23416	34429	39287	60370	2019	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	48508	27031	26782	28563	24685	21277	22634	23770	21170	28825	33095	55175	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	33721	24251	30062	33861	15637	14609	16165	15705	15113	21132	28035	42913	2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	19591	15874	16377	13374	18679	14274	15835	14401	12589	14951	22180	26772	









OE7

		Call Center OE7		Total/ Average		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg										Call Center COVID-19		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg

		Calls Received (MNsure)		308,526		33,095		55,175		33,721		24,251		30,062		33,861		15,637		14,609		16,165		15,705		15,113		21,132																Week Oct 27		Week Nov 3		Week Nov 10		Week Nov 17		Week Nov 24		Week Dec 1		Week Dec 8		Week Dec 15		Week Dec 22				days		Calls per day								Week Mar 22		Week Mar 29		Week Apr 5		Week Apr 12		Week Apr 19

		Calls Handled		279,108		32,569		47,497		30,058		22,237		24,897		27,817		15,030		14,292		15,468		15,009		14,327		19,907												Calls Received (MNsure)		80745		2671		9368		8057		8326		4673		12518		12147		15182		7803				43		1877.7906976744				Calls Received (MNsure)		39909		9447		8435		6700		8549		6778

		Calls Abandoned		13,895		38		3,628		1,592		734		2,850		3,982		75		83		110		166		176		463												Calls Handled		73259		2413		9200		7970		8320		4666		10856		11112		13116		5607										Calls Handled		30684		6677		6534		5805		7134		4534

		Abandon % (<5%)		3.01%		0.10%		4.48%		5.29%		2.64%		8.54%		9.42%		0.46%		0.60%		0.57%		1.13%		1.12%		1.78%												Calls Abandoned		3373		12		10		16		0		0		312		263		1181		1580										Calls Abandoned		5986		1644		1279		533		811		1719

		Avg Time to Abandon		0:11:58		0:06:34		0:12:46		0:10:52		0:10:17		0:12:43		0:13:05		0:14:22		0:06:21		0:11:38		0:14:36		0:15:19		0:15:01												Abandon % (<5%)		3.00%		0.28%		0.08%		0.16%		0.00%		0.00%		1.92%		2.19%		6.81%		11.93%										Abandon % (<5%)		14.49%		16.09%		13.84%		7.83%		9.39%		25.27%

		Average Wait Time (< 5 minutes)		0:04:09		0:00:26		0:05:41		0:05:44		0:03:29		0:11:03		0:12:21		0:01:03		0:01:15		0:01:30		0:02:20		0:02:18		0:02:37												Avg Time to Abandon		0:09:54		0:08:00		0:18:00		0:06:53		0:00:00		0:00:00		0:12:14		0:19:07		0:12:04		0:12:47										Avg Time to Abandon		0:15:19		0:15:17		0:13:44		0:11:53		0:12:40		0:23:02

		Max Wait Time		2:05:07		0:15:40		1:31:37		0:58:18		0:52:33		1:36:16		2:05:07		0:41:38		0:21:08		0:20:28		0:28:43		0:33:16		1:31:49												Average Wait Time (< 5 minutes)		0:03:38		0:00:40		0:00:35		0:00:27		0:00:12		0:00:19		0:02:30		0:03:48		0:08:07		0:16:09										Average Wait Time (< 5 minutes)		0:19:28		0:19:45		0:17:23		0:09:44		0:11:29		0:38:59

		Service Level (<95%)		71.60%		96.64%		56.82%		50.25%		66.03%		50.95%		41.35%		89.15%		89.16%		85.68%		78.98%		76.91%		77.35%												Max Wait Time		1:31:37		0:09:50		0:10:24		0:15:40		0:07:38		0:08:08		0:19:57		0:27:07		0:49:06		1:31:37										Max Wait Time		2:05:07		1:36:16		1:21:12		1:00:18		1:02:39		2:05:07

		Talk Time (Avg)		0:08:08		0:07:49		0:08:23		0:08:57		0:08:59		0:09:23		0:09:08		0:07:36		0:07:25		0:07:22		0:07:27		0:07:27		0:07:38												Service Level (<95%)		78.97%		93.02%		96.69%		96.94%		98.20%		98.35%		76.08%		59.32%		42.88%		49.21%										Service Level (<95%)		29.69%		23.00%		32.95%		38.57%		29.68%		24.25%

		Call Handle Time (Avg)		0:10:57		0:09:49		0:10:42		0:12:14		0:12:48		0:13:25		0:13:06		0:10:10		0:09:35		0:09:30		0:09:58		0:09:58		0:10:11		0:10:51										Talk Time (Avg)		0:08:12		0:07:58		0:07:23		0:07:53		0:07:58		0:07:54		0:07:55		0:07:58		0:09:19		0:09:30										Talk Time (Avg)		0:09:31		0:09:50		0:09:55		0:09:39		0:08:14		0:09:57

		Transfer Out		0		na		na		na		na		na		na		na		na		na		na		na		na												Call Handle Time (Avg)		0:10:24		0:10:09		0:09:19		0:09:52		0:09:59		0:09:45		0:09:54		0:10:00		0:12:19		0:12:20										Call Handle Time (Avg)		0:13:43		0:14:20		0:14:29		0:13:51		0:11:44		0:14:08

		First Call Resolution %		81.67%		83.90%		84.64%		79.98%		83.37%		81.88%		81.38%		80.71%		79.31%		82.06%		81.85%		83.04%		77.93%												Transfer Out				na		na		na		na		na		na		na		na		na										Transfer Out				na		na		na		na

		Complaints Received		133		25		16		18		7		19		10		4		11		10		9		0		4												First Call Resolution %		85.02%		80.78%		83.22%		83.19%		85.11%		87.22%		86.52%		85.41%		86.62%		87.07%										First Call Resolution %		81.34%		79.41%		81.18%		81.08%		82.48%		82.52%

		Complaints Resolved		173		24		18		17		16		22		14		10		21		9		15		4		3												Complaints Received				4		2		11		7		1		2		6		4		2										Complaints Received				6		3		1		6

		Helpline (Transfers from Vendor/PP)		77,556		11,516		13,806		6,635		4,524		5,619		5,664		4,198		4,735		4,939		4,912		3,402		7,606												Complaints Resolved				2		1		10		8		3		3		4		5		2										Complaints Resolved				10		5		1		5

		Short Abandon (under 60 seconds)		3,562		113		752		435		269		403		479		280		79		229		136		171		216												Helpline (Transfers from Vendor/PP)		23418		1001		3442		2569		2922		1582		3613		3588		3340		1361										Helpline (Transfers from Vendor/PP)		6750		1872		1288		1257		1502		831

		% of calls answered in under 10 minutes		84.07%		98.87%		75.88%		70.79%		83.60%		64.94%		55.56%		94.20%		95.40%		95.10%		93.54%		92.15%		88.81%												Short Abandon (under 60 seconds)		757		19		62		25		2		5		146		186		181		131										Short Abandon (under 60 seconds)		588		126		97		77		147		141

		Occupancy		74.79%		60.22%		51.17%		89.21%		83.99%		85.38%		86.32%		70.36%		65.23%		69.29%		78.17%		78.72%		79.45%												% of calls answered in under 10 minutes		87.33%		98.27%		98.69%		98.58%		99.62%		99.17%		88.85%		85.49%		65.63%		51.64%										% of calls answered in under 10 minutes		41.69%		34.39%		45.06%		56.83%		45.56%		26.58%

		Max Agents		100		100		90		58		51		47		41		35		36		36		29		28		54												Occupancy		70.23%		60.39%		78.87%		66.51%		41.30%		54.05%		75.83%		90.78%		87.63%		76.69%										Occupancy		89.94%		91.36%		87.88%		86.85%		91.52%		92.07%

				days		20		20		21		19		21		22		22		20		22		23		20		23												Max Agents		138.43		93.91		88.50		100.45		87.91		84.28		77.56		82.65		87.20		138.43										Max Agents		40.85		39.84		35.92		34.70		37.14		40.85

		Calls per day				1,655		2,759		1,606		1,276		1,432		1,539		711		730		735		683		756		919

		Broker Line		Total/ Average		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20												Broker Line		Total/ Average		Week Oct 27		Week Nov 3		Week Nov 10		Week Nov 17		Week Nov 24		Week Dec 1		Week Dec 8		Week Dec 15		Week Dec 22						39912.64				Broker Line		Total/ Average		Week Mar 22		Week Mar 29		Week Apr 5		Week Apr 12		Week Apr 19

		Calls Received		42,726		5,592		8,897		4,822		3,622		3,538		3,519		2116		2159		2,118		2,019		2,089		2,235												Calls Received		13440		254		1,352		1,466		1,582		938		1,778		2,455		2,820		795						26968				Calls Received		4150		1028		927		739		850		606

		Calls Handled		40,098		5,154		7,797		4,512		3,465		3,298		3,365		2070		2100		2,101		1,991		2,049		2,196												Calls Handled		12001		243		1,288		1,344		1,493		786		1,663		2,043		2,487		654										Calls Handled		3844		879		889		705		824		547

		Calls Abandoned		2,498		417		1,065		298		152		237		144		34		47		11		25		33		35												Calls Abandoned		1384		7		63		118		81		148		110		398		322		137										Calls Abandoned		237		147		36		32		22

		Abandon % (<5%)		3.62%		6.68%		9.59%		6.09%		4.08%		5.34%		3.39%		1.29%		2.19%		0.43%		1.57%		1.45%		1.38%												Abandon % (<5%)		8.20%		1.52%		3.83%		7.68%		4.35%		16.02%		5.19%		13.86%		10.17%		11.15%										Abandon % (<5%)		6.47%		12.29%		3.72%		4.23%		2.53%		9.59%

		Avg Time to Abandon		0:02:39		0:04:00		0:06:06		0:04:15		0:02:47		0:03:16		0:02:54		0:01:03		0:01:45		0:00:48		0:02:09		0:01:11		0:01:31												Avg Time to Abandon		0:05:07		0:01:36		0:03:12		0:04:02		0:03:06		0:08:04		0:03:46		0:06:46		0:06:15		0:09:14										Avg Time to Abandon		0:03:56		0:07:04		0:02:21		0:03:20		0:03:01

		Average Wait Time (< 5 minutes)		0:02:15		0:03:10		0:08:14		0:04:27		0:02:12		0:02:47		0:02:03		0:00:56		0:01:07		0:00:25		0:00:43		0:00:32		0:00:21												Average Wait Time (< 5 minutes)		0:05:50		0:00:41		0:01:29		0:02:46		0:02:03		0:08:51		0:02:54		0:10:00		0:09:10		0:14:41						39909				Average Wait Time (< 5 minutes)		0:04:02		0:07:47		0:01:51		0:01:49		0:02:05		0:06:37

		Max Wait Time		1:34:17		0:46:27		1:06:27		0:39:35		0:26:36		1:34:17		0:32:50		0:21:30		0:25:03		0:11:28		0:17:04		0:16:27		0:17:02												Max Wait Time		0:28:06																		0:28:06										Max Wait Time		1:34:17		0.065474537		0.0158333333		0.0114699074		0.0143287037

		Service Level (<95%)		66.58%		55.64%		34.20%		38.97%		53.98%		59.28%		59.78%		78.99%		75.17%		87.66%		82.67%		84.95%		87.71%												Service Level (<95%)		46.39%		81.11%		68.03%		48.10%		57.45%		23.48%		48.00%		28.21%		21.02%		42.12%										Service Level (<95%)		49.64%		38.49%		56.85%		63.16%		61.95%		27.76%

		Talk Time (Avg)		0:08:35		0:09:43		0:09:38		0:09:56		0:09:30		0:08:48		0:08:52		0:07:53		0:07:34		0:07:38		0:08:07		0:07:29		0:07:57												Talk Time (Avg)		0:09:44		0:08:48		0:10:18		0:09:32		0:09:53		0:10:02		0:10:04		0:09:33		0:09:43		0:09:47										Talk Time (Avg)		0:08:58		0:08:48		0:08:54		0:09:09		0:09:10		0:08:52

		Call Handle Time (Avg)		0:12:17		0:13:34		0:13:02		0:13:41		0:12:58		0:12:23		0:12:56		0:11:59		0:11:14		0:11:38		0:11:40		0:11:02		0:11:13												Call Handle Time (Avg)		0:13:19		0:12:19		0:14:21		0:13:24		0:13:46		0:13:59		0:13:40		0:12:38		0:12:53		0:12:48										Call Handle Time (Avg)		0:12:55		0:12:21		0:12:53		0:13:04		0:13:17		0:12:59

		Max Agents		17		9		14		9		7		7		9		3.88		5		4		5		4		17												Max Agents		14.23		6.40		8		8		9		9		10		13		14		14										Max Agents		9.40		7.09		5.96		4.71		5.17		9.40

				days		20		20		21		19		21		22		22		20		22		23		20		23												Max Agents		138.43		0.01		88.50		0.01		0.01		0.01		0.01		0.00		0.00		138.43										Max Agents		0.00		0.00		0.00		0.00		0.00		0.00

		Calls per day				280		445		230		191		168		160		96		108		96		88		104		97

		ARC LINE		Total/ Average		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20												ARC LINE		Total/ Average		Week Oct 27		Week Nov 3		Week Nov 10		Week Nov 17		Week Nov 24		Week Dec 1		Week Dec 8		Week Dec 15		Week Dec 22										ARC LINE		Total/ Average		Week Mar 22		Week Mar 29		Week Apr 5		Week Apr 12		Week Apr 19

		Calls Received		59,206		6,106		7,642		6,983		6,103		5,755		4,824		3,506		3,835		4,024		4,025		2,089		4,314												Calls Received		12589		316		1,596		1,475		1,829		890		1,901		1,882		2,193		507										Calls Received		5224		1199		1,149		1,155		1,167		554

		Calls Handled		53,974		5,510		6,721		5,946		5,152		5,128		4,531		3,340		3,705		3,880		3,882		2,049		4,130												Calls Handled		11201		286		1,430		1,412		1,560		822		1,717		1,684		1,863		427										Calls Handled		4826		1088		1,061		1,095		1,094		488

		Calls Abandoned		5,061		590		917		963		919		624		287		149		124		137		138		33		180												Calls Abandoned		1379		30		164		62		267		67		184		196		329		80										Calls Abandoned		392		110		88		57		71		66

		Abandon % (<5%)		7.10%		7.25%		10.04%		14.58%		15.16%		10.55%		5.71%		4.13%		3.76%		3.62%		5.11%		1.45%		3.82%												Abandon % (<5%)		8.29%		5.34%		8.49%		3.46%		12.23%		6.72%		8.23%		8.77%		13.31%		8.07%										Abandon % (<5%)		7.87%		9.02%		7.50%		4.92%		6.02%		11.90%

		Avg Time to Abandon		0:03:26		0:02:36		0:04:38		0:05:13		0:06:21		0:04:09		0:03:02		0:02:16		0:03:02		0:02:35		0:03:30		0:01:11		0:02:38												Avg Time to Abandon		0:03:02		0:01:53		0:03:22		0:02:02		0:03:39		0:02:03		0:03:04		0:03:04		0:04:46		0:03:23										Avg Time to Abandon		0:04:53		0:04:12		0:03:23		0:03:51		0:02:31		0

		Average Wait Time (< 5 minutes)		0:03:32		0:02:40		0:05:07		0:07:57		0:09:17		0:05:59		0:02:56		0:01:23		0:01:29		0:01:26		0:02:05		0:00:32		0:01:31												Average Wait Time (< 5 minutes)		0:03:34		0:01:24		0:02:59		0:01:14		0:04:52		0:02:50		0:03:49		0:03:47		0:06:22		0:04:52										Average Wait Time (< 5 minutes)		0:04:41		0:05:13		0:04:26		0:03:20		0:02:55		0:07:29

		Max Wait Time		0:45:50		0:24:07		0:33:40		0:45:50		0:43:16		0:37:21		0:35:40		0:32:23		0:20:50		0:22:56		0:22:55		0:16:27		0:19:23												Max Wait Time		0:33:40		0:16:24		0:23:40		0:13:44		0:24:07		0:21:25		0:22:41		0:18:53		0:33:40		0:28:06										Max Wait Time		0:58:04		0.0157407407		0.0259375		0.0162962963		0.0146990741		0

		Service Level (<95%)		50.96%		53.47%		36.38%		20.29%		17.27%		26.11%		45.33%		68.30%		66.44%		67.28%		63.49%		84.95%		62.25%												Service Level (<95%)		47.95%		69.92%		48.64%		65.80%		37.29%		45.73%		38.80%		41.22%		28.50%		55.65%										Service Level (<95%)		34.50%		33.14%		37.83%		40.09%		46.70%		14.73%

		Talk Time (Avg)		0:05:08		0:05:20		0:05:05		0:05:17		0:05:10		0:05:04		0:05:09		0:04:45		0:04:44		0:04:37		0:04:33		0:07:29		0:04:30												Talk Time (Avg)		0:05:13		0:05:17		0:05:32		0:05:08		0:05:25		0:05:17		0:05:04		0:05:08		0:05:29		0:04:41										Talk Time (Avg)		0:06:29		0:05:00		0:05:14		0:05:21		0:05:19		0:11:34

		Call Handle Time (Avg)		0:07:34		0:07:52		0:07:31		0:07:28		0:07:24		0:07:14		0:07:33		0:06:54		0:06:59		0:07:13		0:07:01		0:11:02		0:06:41												Call Handle Time (Avg)		0:07:43		0:07:44		0:08:13		0:07:52		0:07:46		0:07:43		0:07:20		0:07:36		0:08:04		0:07:12										Call Handle Time (Avg)		0:09:22		0:06:53		0:07:36		0:07:44		0:07:56		0:16:42

		Max Agents		7		6		7		6		5		5		5		3		3		3		3		4		3												Max Agents		7.31		4.23		6		5		6		6		6		6		7		7										Max Agents		4.60		3.85		4.02		4.39		4.38		4.60

				days		20		20		21		19		21		22		22		20		22		23		20		23												Max Agents		138.43		0.00		88.50		0.00		0.00		0.00		0.00		0.00		0.00		138.43										Max Agents		0.00		0.00		0.00		0.00		0.00		0.00

		Calls per day				305		382		333		321		274		219		159		192		183		175		104		188

		Helpline (NIC in Call Center data)		Total/ Average		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20												Helpline (NIC in Call Center data)		Total/ Average		Week Oct 27		Week Nov 3		Week Nov 10		Week Nov 17		Week Nov 24		Week Dec 1		Week Dec 8		Week Dec 15		Week Dec 22										Helpline (NIC in Call Center data)		Total/ Average		Week Mar 22		Week Mar 29		Week Apr 5		Week Apr 12		Week Apr 19

		Calls Received		77,895		11,516		13,806		6,635		4,612		5,619		5,664		4,198		4,735		4,939		4,912		3,653		7,606												Calls Received		23418		1001		3,442		2,569		2,922		1,582		3,613		3,588		3,340		1,361										Calls Received		5919		1872		1,288		1,257		1,502

		Calls Handled		71,459		10,835		12,232		6,062		4,184		4,512		4,852		4,016		4,529		4,855		4,796		3,595		6,991												Calls Handled		21202		978		3,057		2,510		2,809		1,481		3,190		3,249		2,846		1,081										Calls Handled		5512		1267		1,055		1,107		1,252		831

		Calls Abandoned		4,745		545		1,350		356		237		595		689		131		151		59		76		34		520												Calls Abandoned		1823		18		304		45		96		82		362		287		408		220										Calls Abandoned		1452		310		165		131		216		630

		Abandon %		4.98%		3.65%		7.28%		5.86%		5.38%		10.00%		10.94%		3.84%		3.26%		1.28%		2.07%		0.79%		5.36%												Abandon %		6%		1.00%		7.32%		1.80%		2.80%		5.32%		8.35%		7.00%		11.02%		11.58%										Abandon %		14.41%		15.24%		12.46%		10.17%		14.33%		19.84%

		Avg Time to Abandon		0:06:32		0:04:33		0:07:49		0:06:44		0:06:27		0:09:53		0:13:19		0:08:13		0:05:53		0:02:52		0:04:29		0:02:37		0:05:39												Avg Time to Abandon		0:06:41		0:01:25		0:07:51		0:03:17		0:03:29		0:06:43		0:06:50		0:07:35		0:09:18		0:13:37										Avg Time to Abandon		0:21:04		0:14:50		0:13:27		0:11:23		0:14:25		0:51:16

		Average Wait Time (>5 min)		0:07:29		0:04:34		0:11:54		0:06:29		0:05:31		0:16:56		0:20:21		0:06:31		0:04:54		0:01:45		0:02:16		0:01:00		0:07:33												Average Wait Time (>5 min)		0:10:05		0:01:11		0:10:57		0:01:11		0:03:21		0:06:08		0:12:54		0:09:57		0:15:45		0:29:20										Average Wait Time (>5 min)		0:29:12		0:29:43		0:24:13		0:15:38		0:25:09		0

		Max Wait Time		1:42:29		1:21:38		1:31:37		0:58:18		0:52:33		1:36:16		1:42:29		0:41:38		0:38:16		0:22:26		0:33:47		0:33:16		1:31:49												Max Wait Time		1:31:37		0:13:48		1:21:38		0:25:47		0:43:15		0:38:29		0:54:20		0:46:38		0:49:06		1:31:37										Max Wait Time		3:20:37		1:36:16		1:21:12		1:00:18		1:02:39		3:20:37

		Service Level (<95%)		49.12%		55.70%		34.87%		42.16%		40.77%		23.62%		18.96%		43.66%		47.67%		75.49%		16:46:25		21:19:13		11:27:38												Service Level (<95%)		43%		74.73%		35.34%		72.76%		51.87%		43.80%		35.45%		21.48%		27.51%		25.07%										Service Level (<95%)		11.29%		7.77%		13.70%		18.04%		6.84%		10.09%

		Talk Time (Avg)		0:13:39		0:16:44		0:15:37		0:13:26		0:12:50		0:12:55		0:12:53		0:13:32		0:13:26		0:13:15		0:13:10		0:12:33		0:13:25												Talk Time (Avg)		0:16:23		0:16:59		0:16:21		0:17:11		0:16:30		0:16:37		0:16:47		0:16:06		0:15:41		0:15:18										Talk Time (Avg)		0:15:47		0:13:07		0:13:11		0:13:09		0:12:47		0:26:41

		Call Handle Time (Avg)		0:23:05		0:28:20		0:25:41		0:22:44		0:22:18		0:21:36		0:21:27		0:22:46		0:23:02		0:23:15		0:22:30		0:21:08		0:22:10												Call Handle Time (Avg)		0:27:05		0:29:31		0:28:02		0:29:00		0:27:26		0:27:41		0:26:57		0:25:59		0:24:43		0:24:26										Call Handle Time (Avg)		0:25:49		0:21:35		0:21:45		0:21:40		0:21:31		0:42:33

		Percent. calls transferred by vendor		26.40%		35%		26%		21%		19%		18%		17%		26%		33%		32%		30%		5:50:33		8:38:36												Percent. calls transferred by vendor		31%		37.51%		37%		32%		34%		35%		30%		30%		22%		21%										Percent. calls transferred by vendor		19.12%		19.25%		15.60%		18.76%		17.51%		24.48%

		Max Agents		88		50		88		30		23		35		40		14		15		14		18		16		19												Max Agents		88.29		49.99		42		34		41		34		47		39		48		88										Max Agents		39.98		35.02		35.43		26.49		25.75		39.98





		CCB		Total/ Average		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20

		Busy		63		0		3		0		0		0		0		0		0		0		0		40		20

		Caller canceled		108		4		46		9		4		35		0		1		2		0		1		3		3

		Connected		11,562		1406		4050		979		564		2578		0		310		391		171		156		99		858

		Error		54		3		8		3		1		30		0		1		1		0		0		1		6

		Invalid Number		1,035		16		11		58		83		854		0		2		9		1		0		0		1

		No Answer		986		84		383		71		29		310		0		11		25		10		3		6		54

		No Response		1,563		154		656		112		73		393		0		14		26		23		21		13		78

		Total Requests		15,371		1667		5157		1232		754		4200		0		339		454		205		181		162		1020

		% Connected 		72%		69%		77%		82%		77%		74%		0%		92%				77%		90%		77%		75%



		CCB		OE6     (15 min)		OE7    (10 min)

		Busy		14		3

		Caller canceled		103		50

		Connected		12,298		5,309

		Error		57		11

		Invalid Number		212		27

		No Answer		1,087		462

		No Response		1,860		792

		Total Requests		15,631		6,654

		% Connected 		79%		73%



		Helpline		2017		2018

		Calls Received		47,601		23,418

		Calls Handled		35,735		21,202

		Calls Abandoned		10,371		1,823

		Abandon %		18%		6%

		Average Wait Time (>5 min)		0:33:31		0:10:05

		Max Wait Time		1:54:45		1:31:37

		Service Level (<95%)		29%		43%

		Talk Time (Avg)		0:15:47		0:16:23

		Call Handle Time (Avg)		0:23:51		0:27:05

		Percent. calls transferred by vendor		39%		31%

		Max Agents		76.00		88.29





Dec 2019

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received (MNsure)		55175				2991		2796		2208		2383		1941		199		12518				2407		2413		2098		2437		2374		418		12147				3213		2717		2518		2587		3078		1069		15182		1136		6667		501				1353		1618				11275				2281		1772										4053

		Calls Handled		47497				2546		1913		2090		2176		1932		199		10856				2253		2283		1947		2159		2084		386		11112				2566		2368		2170		2477		2621		913		13116		1126		4481		501				1339		1509				8956				1901		1557										3458

		Calls Abandoned		3628				206		13		24		68		1		0		312				27		6		35		94		91		10		263				377		326		143		93		239		3		1181		4		1576		0				0		23				1603				190		80										270

		Abandon % (>5%)(Less Short Aban)		4.48%				6.89%		0.65%		1.09%		2.85%		0.05%		0.00%		1.92%				1.12%		0.25%		1.67%		3.86%		3.84%		2.39%		2.19%				11.75%		11.88%		5.69%		3.52%		7.73%		0.28%		6.81%		0.35%		23.52%		0.00%				0.00%		1.42%				5.06%				8.33%		4.51%										6.42%

		Avg Time to Abandon		0:12:46				0:11:10		0:17:43		0:15:27		0:12:19		0:16:50		0:00:00		0:12:14				0:16:34		0:47:30		0:13:54		0:12:23		0:12:01		0:12:22		0:19:07				0:11:52		0:11:25		0:11:41		0:11:31		0:10:53		0:15:05		0:12:04		0:08:38		0:16:57		0:00:00				0:00:00		0:14:21				0:07:59				0:10:59		0:13:52										0:12:25

		Average Wait Time (>5 min)		0:05:41				0:07:11		0:01:51		0:02:08		0:03:33		0:00:18		0:00:00		0:02:30				0:02:43		0:02:20		0:03:32		0:05:26		0:05:11		0:03:35		0:03:48				0:12:44		0:11:53		0:08:05		0:05:27		0:09:36		0:00:56		0:08:07		0:00:32		0:31:46		0:00:00				0:00:32		0:02:52				0:07:08				0:08:38		0:05:02										0:06:50

		Max Wait Time		1:31:37				0:19:57		0:14:24		0:13:31		0:18:38		0:05:44		0:00:02		0:19:57				0:19:50		0:08:44		0:13:49		0:16:38		0:27:07		0:12:53		0:27:07				0:49:06		0:48:14		0:45:55		0:48:45		0:43:04		0:08:19		0:49:06		0:10:32		1:31:37		0:00:02				0:05:38		0:12:42				1:31:37				0:19:47		0:20:39										0:20:39

		Service Level (<95% calls under 5 min)		56.82%				28.85%		79.10%		91.80%		57.66%		99.07%		100.00%		76.08%				73.08%		85.12%		67.92%		40.75%		31.66%		57.42%		59.32%				7.80%		73.38%		8.71%		82.39%		9.33%		75.68%		42.88%		94.01%		4.40%		100.00%				98.74%		72.31%				73.89%				18.19%		45.60%										31.90%

		Talk Time (Avg)		0:08:23				0:08:01		0:07:43		0:07:51		0:08:07		0:07:52		0:07:59		0:07:55				0:07:42		0:07:54		0:08:15		0:07:51		0:08:24		0:07:45		0:07:58				0:09:20		0:09:39		0:09:18		0:09:11		0:09:00		0:09:27		0:09:19		0:09:07		0:09:54		0:08:59				0:07:56		0:08:13				0:08:49				0:07:41		0:08:07										0:07:54

		Call Handle Time (Avg)		0:10:42				0:10:00		0:09:42		0:09:49		0:10:11		0:09:54		0:09:48		0:09:54				0:09:38		0:09:54		0:10:24		0:09:39		0:10:49		0:09:37		0:10:00				0:12:36		0:13:17		0:12:02		0:12:06		0:12:07		0:11:46		0:12:19		0:11:26		0:13:14		0:11:17				0:10:08		0:10:30				0:11:19				0:09:46		0:10:08										0:09:57

		Transfer Out		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na		na		na		na				na		na				na				na		na										na

		First Call Resolution %		84.64%				85.24%		85.82%		85.94%		87.38%		87.95%		86.80%		86.52%				86.22%		85.28%		85.59%		86.04%		85.28%		84.04%		85.41%				85.55%		86.22%		84.82%		86.88%		87.22%		89.01%		86.62%		85.11%		89.02%		86.39%				83.92%		79.20%				84.73%				80.53%		79.33%										79.93%

		Complaints Received		16				1		0		0		0		1		0		2				0		3		0		2		1		0		6				0		1		2		0		1		0		4		0		2		0				0		0				2				1		1										2

		Complaints Resolved		18				1		1		0		0		1		0		3				1		1		0		2		0		0		4				1		1		2		0		0		1		5		0		2		0				1		1				4				1		1										2

		Helpline (Transfers from Vendor)		13806				946		650		661		719		565		72		3613				750		735		596		754		626		127		3588				596		531		631		602		738		242		3340		301		1060		100				333		445				2239				602		424										1026

		Short Abandon (under 60 seconds)		752				63		18		29		33		3		0		146				27		28		33		36		54		8		186				62		4		50		19		44		2		181		3		128		0				4		28				163				53		23										76

		% of calls answered in under 10 minutes		75.88%				62.12%		94.27%		93.43%		83.72%		99.54%		100.00%		88.85%				91.86%		94.61%		88.61%		77.88%		72.66%		87.32%		85.49%				42.77%		74.52%		58.44%		84.99%		47.63%		85.41%		65.63%		98.24%		5.05%		100.00%				98.97%		90.91%				78.63%				45.51%		76.07%										60.79%

		Occupany		51.17%				97.28%		69.44%		87.15%		86.30%		72.97%		41.82%		75.83%				85.94%		91.82%		91.56%		89.64%		95.27%		90.46%		90.78%				97.40%		97.50%		94.04%		96.01%		95.58%		45.22%		87.63%		57.55%		95.83%		39.15%				0.68%		0.88%				0.70%				0.93%		0.91%										0.92%

		Max Agents		90.00				77.56		76.70		70.85		72.15		75.09		12.50		77.56				70.04		69.44		77.21		82.65		74.24		11.37		82.65				72.20		75.24		77.93		87.20		86.00		79.15		87.20		73.60		90.00		38.44				38.44		38.44				90.00				38.44		38.44										38.44





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received (MNsure)		8897				356		365		345		371		311		30		1778				457		456		485		548		452		57		2455				505		542		493		581		562		137		2820		110		685		30				173		219		0		1217				293		334										627

		Calls Handled		7797				325		340		319		348		301		30		1663				378		390		386		461		371		57		2043				445		443		445		521		498		135		2487		104		550		30				165		202		0		1051				253		300										553

		Calls Abandoned		1065				30		25		26		19		10		0		110				76		63		99		80		80		0		398				58		98		46		54		64		2		322		3		134		0				8		17		0		162				40		33										73

		Abandon % (>5%)(Less Short Aban)		9.59%				8.43%		6.85%		7.54%		5.12%		3.22%		0.00%		5.19%				16.63%		13.82%		20.41%		14.60%		17.70%		0.00%		13.86%				11.49%		18.08%		9.33%		9.29%		11.39%		1.46%		10.17%		2.73%		19.56%		0.00%				4.62%		7.76%		0.00%		6.93%				13.65%		9.88%										11.77%

		Avg Time to Abandon		0:06:06				0:05:08		0:03:52		0:06:59		0:03:04		0:03:37		0:00:00		0:03:46				0:07:22		0:06:00		0:11:03		0:07:21		0:08:50		0:00:00		0:06:46				0:05:31		0:10:21		0:05:25		0:06:52		0:06:38		0:02:45		0:06:15		0:00:45		0:17:44		0:00:00				0:02:29		0:05:23		0:00:00		0:05:16				0:09:10		0:07:48										0:08:29

		Average Wait Time (>5 min)		0:08:14				0:04:16		0:02:37		0:05:10		0:02:50		0:01:42		0:00:53		0:02:54				0:10:02		0:08:49		0:17:16		0:09:43		0:13:57		0:00:17		0:10:00				0:10:19		0:15:50		0:11:11		0:07:42		0:08:07		0:01:51		0:09:10		0:00:42		0:28:41		0:00:02				0:01:46		0:03:59		0:00:00		0:07:02				0:14:18		0:09:51										0:12:04

		Max Wait Time		1:06:27				0:28:58		0:17:34		0:25:01		0:20:44		0:10:57		0:06:16		0:28:58				0:30:10		0:25:49		0:40:55		0:31:35		0:45:46		0:06:37		0:45:46				0:28:14		0:45:41		0:28:50		0:30:53		0:37:01		0:11:32		0:45:41		0:06:24		1:06:27		0:00:12				0:14:42		0:19:06		0:00:00		1:06:27				0:41:29		0:36:50										0:41:29

		Service Level (<95% calls under 5 min)		34.20%				34.08%		38.08%		40.29%		43.67%		58.52%		73.33%		48.00%				16.08%		18.32%		6.19%		17.95%		17.74%		92.98%		28.21%				9.15%		9.98%		19.35%		17.76%		13.70%		56.20%		21.02%		80.00%		4.23%		100.00%				60.69%		34.70%		0.00%		55.92%				10.58%		25.15%										17.87%

		Talk Time (Avg)		0:09:38				0:09:55		0:09:04		0:10:00		0:08:33		0:09:01		0:13:51		0:10:04				0:09:05		0:08:51		0:10:08		0:09:08		0:10:06		0:10:04		0:09:33				0:09:08		0:09:45		0:09:42		0:09:32		0:09:11		0:11:01		0:09:43		0:09:20		0:10:15		0:11:27				0:07:33		0:08:58		0:00:00		0:09:30				0:09:07		0:09:34										0:09:20

		Call Handle Time (Avg)		0:13:02				0:13:36		0:12:52		0:13:22		0:12:10		0:12:26		0:17:37		0:13:40				0:12:23		0:11:59		0:13:08		0:12:35		0:12:56		0:12:49		0:12:38				0:12:23		0:12:56		0:12:44		0:12:41		0:12:06		0:14:33		0:12:53		0:12:33		0:13:03		0:16:07				0:10:55		0:12:45		0:00:00		0:13:04				0:12:38		0:13:16										0:12:57

		Max Agents		14.23				9.82		9.73		9.47		9.41		8.32		1.17		9.82				10.40		10.38		11.24		12.88		10.66		1.62		12.88				11.48		11.45		11.41		14.23		13.26		4.36		14.23		2.69		13.52		1.07				4.00		5.72		0.00		13.52				7.11		9										8.84





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received (MNsure)		7642				353		377		377		383		366		45		1901				356		365		363		408		350		40		1882				418		423		442		406		415		89		2193		11		496		118				247		276		0		1148				279		239										518

		Calls Handled		6721				322		320		333		350		347		45		1717				331		333		314		349		317		40		1684				352		351		370		351		353		86		1863		11		416		115				222		232		0		996				253		208										461

		Calls Abandoned		917				31		57		44		33		19		0		184				25		31		48		59		33		0		196				66		72		72		55		62		2		329		0		80		3				25		44		0		152				25		31										56

		Abandon % (>5%)(Less Short Aban)		10.04%				8.78%		15.12%		11.67%		8.62%		5.19%		0.00%		8.23%				7.02%		8.49%		13.22%		14.46%		9.43%		0.00%		8.77%				15.79%		17.02%		16.29%		13.55%		14.94%		2.25%		13.31%		0.00%		16.13%		2.54%				10.12%		15.94%		0.00%		8.95%				8.96%		12.97%										10.97%

		Avg Time to Abandon		0:04:38				0:04:26		0:03:21		0:03:58		0:03:24		0:03:16		0:00:00		0:03:04				0:02:33		0:03:59		0:04:02		0:04:36		0:03:16		0:00:00		0:03:04				0:05:59		0:07:16		0:04:30		0:04:40		0:03:59		0:02:13		0:04:46		0:00:00		0:06:47		0:05:47				0:04:49		0:05:02		0:00:00		0:04:29				0:05:16		0:10:18										0:07:47

		Average Wait Time (>5 min)		0:05:07				0:04:50		0:05:09		0:05:30		0:04:12		0:02:54		0:00:24		0:03:49				0:02:39		0:03:42		0:06:08		0:07:04		0:03:09		0:00:01		0:03:47				0:08:12		0:10:15		0:07:09		0:06:16		0:05:46		0:00:36		0:06:22		0:00:02		0:09:43		0:01:05				0:03:31		0:06:05		0:00:00		0:04:05				0:05:52		0:09:11										0:07:31

		Max Wait Time		0:33:40				0:22:41		0:16:38		0:19:38		0:18:22		0:16:08		0:03:29		0:22:41				0:11:29		0:14:06		0:18:10		0:18:53		0:18:01		0:00:02		0:18:53				0:33:40		0:26:50		0:18:00		0:19:21		0:21:15		0:10:59		0:33:40		0:00:10		0:28:06		0:11:48				0:20:26		0:25:46		0:00:00		0:28:06				0:20:40		0:32:30										0:32:30

		Service Level (<95% calls under 5 min)		36.38%				31.16%		18.57%		25.73%		30.55%		44.54%		82.22%		38.80%				38.76%		30.96%		21.76%		16.67%		39.14%		100.00%		41.22%				14.11%		11.82%		15.38%		26.85%		21.93%		80.90%		28.50%		100.00%		11.29%		75.42%				35.22%		18.12%		0.00%		48.01%				19.00%		31.80%										25.40%

		Talk Time (Avg)		0:05:05				0:05:31		0:05:41		0:05:04		0:05:11		0:04:40		0:04:21		0:05:04				0:05:03		0:05:04		0:05:22		0:05:04		0:05:15		0:05:00		0:05:08				0:05:25		0:05:30		0:05:50		0:05:37		0:04:39		0:05:58		0:05:29		0:04:12		0:05:10		0:04:19				0:04:12		0:04:56		0:00:00		0:04:33				0:05:17		0:05:05										0:05:11

		Call Handle Time (Avg)		0:07:31				0:07:43		0:08:20		0:07:18		0:07:34		0:06:55		0:06:13		0:07:20				0:07:19		0:07:48		0:08:06		0:07:22		0:07:11		0:07:50		0:07:36				0:08:17		0:08:05		0:08:28		0:08:14		0:07:05		0:08:19		0:08:04		0:06:35		0:07:49		0:06:35				0:05:52		0:07:13		0:00:00		0:06:48				0:07:58		0:07:39										0:07:48

		Max Agents		7.31				5.52		5.92		5.40		5.89		5.33		0.62		5.92				5.38		5.78		5.68		5.72		5.07		0.70		5.78				6.48		6.41		6.96		6.42		5.56		1.59		6.96		1.00		7.31		1.68				2.89		3.72		0.00		7.31				4.48		4										4.48





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received		13806				946		650		661		719		565		72		3613				750		735		596		754		626		127		3588				596		531		631		602		738		242		3340		301		1060		100				333		445		0		2239				602		424										1026

		Calls Handled		12232				834		529		579		621		555		72		3190				663		648		556		677		580		125		3249				476		425		571		520		613		242		2846		279		802.2710004221		147				316		420		0		1964				569		413										982

		Calls Abandoned		1350				93		110		71		78		10		0		362				80		74		34		57		40		2		287				106		86		55		51		110		0		408		10		210.2997045167		1				14		19		0		254				28		10										38

		Abandon %		7.28%				9.83%		16.92%		10.74%		10.85%		1.77%		0.00%		8.35%				10.67%		10.07%		5.70%		7.56%		6.40%		1.57%		7.00%				17.72%		16.26%		8.75%		8.48%		14.93%		0.00%		11.02%		3.32%		19.84%		1.00%				4.20%		4.27%		0.00%		6.53%				4.65%		2.36%										3.51%

		Avg Time to Abandon		0:07:49				0:07:53		0:13:36		0:09:01		0:08:19		0:02:12		0:00:00		0:06:50				0:11:18		0:08:15		0:03:51		0:06:29		0:06:28		0:09:12		0:07:35				0:12:20		0:10:38		0:12:45		0:09:31		0:10:34		0:00:00		0:09:18		0:05:24		0:21:51		0:04:46				0:05:44		0:09:08		0:00:00		0:09:22				0:05:56		0:06:10										0:06:03

		Average Wait Time (>5 min)		0:11:54				0:13:33		0:25:34		0:20:35		0:16:37		0:01:03		0:00:04		0:12:54				0:15:33		0:15:13		0:06:56		0:09:51		0:08:18		0:03:55		0:09:57				0:26:04		0:21:24		0:14:47		0:12:11		0:19:59		0:00:08		0:15:45		0:04:01		0:54:39		0:03:03				0:05:08		0:07:12		0:00:00		0:14:48				0:08:48		0:03:29										0:06:08

		Max Wait Time		1:31:37				0:37:41		0:54:20		0:42:32		0:48:36		0:12:58		0:02:14		0:54:20				0:46:38		0:41:00		0:23:38		0:39:00		0:27:07		0:20:03		0:46:38				0:49:06		0:48:14		0:45:55		0:48:45		0:43:04		0:04:20		0:49:06		0:22:31		1:31:37		0:19:20				0:24:54		0:38:50		0:00:00		1:31:37				0:43:21		0:32:50										0:43:21

		Service Level (<95% calls under 5 min)		34.87%				11.43%		18.44%		5.68%		10.17%		69.73%		97.22%		35.45%				16.67%		4.99%		20.51%		23.92%		15.57%		47.24%		21.48%				10.59%		9.98%		19.74%		22.37%		8.55%		93.80%		27.51%		45.45%		4.68%		82.20%				44.55%		44.65%		0.00%		44.31%				28.09%		63.12%										45.61%

		Talk Time (Avg)		0:15:37				0:15:47		0:17:57		0:16:57		0:16:22		0:15:14		0:18:25		0:16:47				0:16:38		0:16:09		0:16:11		0:15:40		0:15:29		0:16:30		0:16:06				0:15:47		0:14:21		0:16:30		0:16:02		0:14:49		0:16:39		0:15:41		0:16:36		0:14:01		0:15:03				0:13:56		0:14:50		0:00:00		0:14:53				0:14:46		0:14:34										0:14:40

		Call Handle Time (Avg)		0:25:41				0:25:17		0:28:29		0:27:42		0:25:43		0:25:08		0:29:24		0:26:57				0:26:14		0:26:25		0:26:33		0:25:53		0:25:25		0:25:28		0:25:59				0:25:04		0:23:53		0:25:23		0:24:59		0:23:36		0:25:25		0:24:43		0:27:16		0:21:36		0:26:14				0:25:10		0:26:10		0:00:00		0:25:17				0:25:04		0:25:54										0:25:29

		Percent. calls transferred by vendor		25.98%				7:35:26		5:34:45		7:11:05		7:14:28		6:59:09		8:41:00		30.05%				7:28:41		7:18:37		6:49:04		7:25:31		6:19:42		7:17:30		7:06:31				4:27:06		4:41:25		6:00:51		5:35:05		5:45:15		5:25:59		5:19:17		6:21:32		3:48:56		4:47:25				5:54:24		6:36:02		0:00:00		5:29:40				6:20:02		5:44:33										25.16%

		Max Agents		88.29				46.93		33.47		35.61		35.47		30.68		4.70		46.93				38.64		36.74		30.19		35.32		34.89		7.07		38.64				47.77		45.32		40.29		40.67		47.18		11.56		47.77		12.33		88.29		7.30				14.78		20.69		0.00		88.29				28.36		8:14:16										28.36





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Busy		3				0		0		0		1		0		0		1				0		0		0		0		0		0		0				1		0		0		0		1		0		2		0		0		0				0		0		0		0				0		0										0

		Caller canceled		46				1		1		0		0		0		0		2				0		0		2		0		0		0		2				3		3		2		4		1		0		13		0		29		0				0		0		0		29				0		0										0

		Connected		4050				180		175		194		158		7		0		714				144		160		66		125		90		4		589				293		277		175		197		294		0		1236		16		1348		0				26		26		0		1416				68		27										95

		Error		8				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		1		1		2		0		4		0		4		0				0		0		0		4				0		0										0

		Invalid Number		11				0		1		0		0		0		0		1				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		10		0				0		0		0		10				0		0										0

		No Answer		383				4		16		14		9		0		0		43				5		10		5		4		4		0		28				21		26		10		9		24		0		90		0		217		0				0		0		0		217				2		3										5

		No Response		656				30		24		30		20		0		0		104				12		22		6		14		9		0		63				29		48		14		23		28		0		142		1		328		0				4		3		0		336				11		0										11

		Total Requests		5157				215		217		238		188		7		0		865				161		192		79		143		103		4		682				347		354		202		234		350		0		1487		17		1936		0				30		29		0		2012				81		30										111

		% Connected 		76.95%				84%		81%		82%		84%		100%		0%		71.65%				89%		83%		84%		87%		87%		100%		89%				84%		78%		87%		84%		84%		0%		70%		94%		70%		0%				87%		90%		0%		68%				84%		90%										86.98%





		Top Call Drivers		Total		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		CC

		1095A Questions		0																0																0																0																0																0

		A Referral		771				71		51		65		67		66				320				59		61		69		67		60		13		329				71		64										135																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		255																0												44				44				51		53		50								154										28		29				57																0

		Caller Hung Up without Speaking		630				57						62						119						43		50								93				69		50						54				173				92		17				29		34				172				40		33										73

		Checking on Status of Reported Change		51																0																0										51						51																0																0

		Determination Result		0																0																0																0																0																0

		Disable Account Request		47																0														12		12								47								47		50														50																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		291														42		42														37		37										249						249																0																0

		Enrollment Status Check		4247				225		185		204		193		155		14		976				199		198		186		176		167				926				240		237		222				281		86		1066		95		409		69				191		197				961				293		206										499

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		175						40										40																0																0										23		37				60				39		36										75

		How Do I Apply?		5704				346		230		311		321		312		41		1561				256		326		279		328		304		49		1542				272		268		284		297		276		139		1536		209		592		69				126		174				1170				177		115										292

		How Do I Create an Account?		38														7		7				58												58														16		16		29														29																0

		How Do I Update My Application?		4342				272		194		193		198		203		18		1078				222		231		227		253		210		47		1190				256		254		241		259		202		105		1317		114		283		59				162		140				758				165		100										265

		How To Enroll In a Plan?		5466				267		195		251		261		211		21		1206				291		308		264		271		272		55		1461				316		265		252		318		349		157		1657		191		653		67				140		147				1198				209		138										347

		Income Change		2420				165		104		131		124		118		16		658				139		139		127		111		122		32		670				157		130		125		122		136		41		711		47		180		18				68		64				377				85		39										124

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		MCRE/Counties		5420				241		196		216		249		222		18		1142				291		239		238		250		255		33		1306				288		252		272		276		318		87		1493		70		605		71				198		224				1168				316		185										501

		Multiple changes		41																0										41						41																0																0																0

		No IC		66								66								66																0																0																0																0

		No Questionnaire		82																0																0																0																0				45		37										82

		Notice V19		0																0																0																0																0																0

		Paper Application		364																0																0								49		54		74		22		199		36		187												223																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		569				52		51		58		74		57		8		300						69								12		81										48		43		19		110				97		12										109																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		208																0				54				43		53		48				198																0						10										10																0

		Request to Close Application^		1869				101		73		93		75		77		19		438				103		93		83		84		87		28		478				100		100		111		127		123		67		628		102		283		9				23		33				450				39		33										72

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Total		0																0																0																0																0



		Broker																																																																																		0

		APTC/CSR Questions		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR-Determination Result		778		39		41		41		27		43						152				51		45		43		45				9		193				58		59		50		72		72		19		330				63								18				81				23		27										50

		CSR Public Program renewal		4														4		4																0																0																0																0

		CSR QHP  Status		259		25		27										8		35				23		34		42		42						141								38								38		8				3				9		13				33				20												20

		CSR-Status of Enrollment		738		19		43		44		32		31						150						30				50						80				52		55		46		60		46		17		276		9		54		5				52		41				161				42		55										97

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		How Do I Apply?		566		32		30		29		27		44				5		135				32		43		36		28				9		148				41		44				46		57		15		203		15		54						18		14				101						18										18

		How Do I Update My Application?		140		22						29		30				4		63				27				31						8		66																0						4				15						19																0

		How To Enroll In a Plan?		657				30		39		43		30						142				44		37		41		35				17		174				36		46		39		54		57		13		245		10		62		3				8						83				19		34										53

		Loss of ESI		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of Public Program		24																0																0																0																0						24										24

		Loss/Gain of MEC^		0																0																0																0																0																0

		No Questionnaire		31																0																0																0												14				14				17												17

		Online Application Issues		0																0																0																0																0																0

		Paper Application		342														4		4										27				8		35				38		44		44		51		61		14		252		13		73												86																0

		Paper form via FileNet		22						22										22																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																																																																																				0

		ARC																																																																																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		629		26		27		33		32		38						130				38		29		31		25		37		3		163				39		41		35		44		28		13		200				49		5				28		25				107				26		19										45

		CSR-Determination Result		532		36		24		31		32		32						119				28		26		26		34		14				128				27		45		42		23		38				175				35		10				17						62				28		20										48

		CSR-Newborn Status		63				12						13						25																0												12				12		1										12				13				14												14

		CSR-Pending Case		258		18				18		11						7		36				14		13		18		19		11		4		79				19		30		18		19						86				17		8				8		16				49						12										12

		CSR-Public Program Status		1127		70		67		64		57		56				6		250				70		58		33				51		10		222				64		74		69		60		69		5		341		4		65		29				62		66				226				68		39										107

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		1														1		1																0																0		1														1																0

		How Do I Apply?		714		41		46		41		42		35				2		166				35		40		35				52		4		166				50		56		50		53		38		7		254				45		10				24		16				95				22		22										44

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		1														1		1														3		3														3		3		1														1

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																																																																																				0

		PP

		MCRE		1954				95		64		61		89		65				374		 		97		84		85		111		90		13		480				129		88		104		111		118		35		585		27		251		23				66		84				451				139

		Counties		3333				146		132		155		160		157				750		 		194		155		153		139		165		20		826				157		164		168		165		200		52		906		43		354		48				132		140				717				177		72										249

																																																																										113										113



		PW button		0																0																0																0																0

		PW ony		0																0																0																0																0













		Top Call Drivers		Total

		CC				55175

		How Do I Apply?		5704		10.34%

		How To Enroll In a Plan?		5466		9.91%

		MCRE/Counties		5420		9.82%

		How Do I Update My Application?		4342		7.87%

		Enrollment Status Check		4247		7.70%

		Income Change		2420		4.39%

		Request to Close Application^		1869		3.39%

		A Referral		771		1.40%

		Caller Hung Up without Speaking		630		1.14%

		Password Reset/Account Unlock		569		1.03%

		Paper Application		364		0.66%

		Enrollment Notice		291		0.53%

		APTC		255		0.46%

		Public Program Status		208		0.38%

		Gain of ESI/MEC		175		0.32%

		No Questionnaire		82		0.15%

		No IC		66		0.12%

		Checking on Status of Reported Change		51		0.09%

		Disable Account Request		47		0.09%

		Multiple changes		41		0.07%

		How Do I Create an Account?		38		0.07%

		1095A Questions		0		0.00%

		Address Change/Correction		0		0.00%

		Determination Result		0		0.00%

		Duplicate 1095-A Request^		0		0.00%

		Full Term		0		0.00%

		Loss of ESI		0		0.00%

		Loss of ESI/MEC		0		0.00%

		Loss of Public Program		0		0.00%

		Notice V19		0		0.00%

		PARN Notice		0		0.00%

		Passive Enrollment Question		0		0.00%

		PO box initiave Ph 1		0		0.00%

		PO box initiave Ph 2		0		0.00%

		System Issues-Advised Consumer to Call Back Later		0		0.00%

		Total		0		0.00%



		Broker				8897

		CSR-Determination Result		778		8.74%

		CSR-Status of Enrollment		738		8.29%

		How To Enroll In a Plan?		657		7.38%

		How Do I Apply?		566		6.36%

		Paper Application		342		3.84%

		CSR QHP  Status		259		2.91%

		How Do I Update My Application?		140		1.57%

		No Questionnaire		31		0.35%

		Loss of Public Program		24		0.27%

		Paper form via FileNet		22		0.25%

		CSR Public Program renewal		4		0.04%

		Caller Hung up without speaking		0		0.00%

		CSR-Status of Reported Change		0		0.00%

		CSR-Status of Verifications		0		0.00%

		Directed to Complete Caspio Form		0		0.00%

		Enrollment Status Check		0		0.00%

		Full Term		0		0.00%

		Gain of ESI/MEC		0		0.00%

		General Certification Questions		0		0.00%

		Loss of ESI		0		0.00%

		Loss of COBRA		0		0.00%

		Loss/Gain of MEC^		0		0.00%

		Online Application Issues		0		0.00%

		Password Reset/Account Unlock		0		0.00%

		PO box initiave Ph 1		0		0.00%

		PO box initiave Ph 2		0		0.00%

		Status of My SEP Request		0		0.00%

		Status of Submitted AOR Form		0		0.00%

		System Issues-Advised Consumer to Call Back Later		0		0.00%



		ARC				7642

		CSR-Public Program Status		1127		14.75%

		How Do I Apply?		714		9.34%

		CSR- QHP Status		629		8.23%

		CSR-Determination Result		532		6.96%

		CSR-Pending Case		258		3.38%

		CSR-Newborn Status		63		0.82%

		Directed to Complete Caspio Form		1		0.01%

		Request to Close Application^		1		0.01%

		Assister Policy Question		0		0.00%

		CSR-Status of Enrollment		0		0.00%

		CSR-Status of reported Change		0		0.00%

		Loss of ESI		0		0.00%

		Online Application Issues		0		0.00%

		Password Reset/Account Unlock		0		0.00%

		Prospect/Pending case		0		0.00%

		System Issues-Advised Consumer to Call Back Later		0		0.00%





Oct 2019 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received (MNsure)		28825						1154		1086		912		853				4005				1247		1110		1031		1024		1048				5460				1324		1268		1794		1390		1182				6958				1587		1464		1174		1197		1386				6808				1334		1537		1375		1348						5594

		Calls Handled		26990						1111		1041		886		818				3856				1121		1004		939		935		1032				5031				1274		1248		1654		1302		1180				6658				1494		1372		1031		1076		1196				6169				1247		1364		1326		1339						5276

		Calls Abandoned		547						4		10		5		6				25				34		13		23		22		3				95				3		0		0		11		0				14				26		29		84		86		81				305				29		73		5		1						108

		Abandon % (>5%)(Less Short Aban)		1.68%						0.35%		0.92%		0.55%		0.70%				0.63%				2.73%		1.17%		2.23%		2.15%		0.29%				1.71%				0.23%		0.00%		0.00%		0.79%		0.00%				0.20%				1.64%		1.98%		5.57%		5.13%		5.84%				4.03%				2.17%		4.75%		0.36%		0.07%						1.84%

		Avg Time to Abandon		0:15:38						0:21:28		0:14:44		0:16:26		0:16:54				0:17:23				0:13:00		0:22:43		0:13:48		0:12:40		0:15:32				0:15:32				0:35:03		0:00:00		0:00:00		0:20:42		0:00:00				0:11:09				0:12:31		0:12:28		0:18:27		0:19:56		0:11:55				0:15:03				0:11:23		0:12:30		0:23:37		0:28:39						0:19:02

		Average Wait Time (>5 min)		0:02:31						0:01:12		0:01:23		0:01:02		0:01:39				0:01:19				0:03:47		0:03:47		0:03:27		0:03:24		0:00:40				0:03:01				0:01:33		0:00:28		0:00:51		0:01:57		0:00:17				0:01:01				0:03:03		0:02:13		0:07:28		0:06:42		0:05:43				0:05:01				0:02:26		0:04:17		0:01:35		0:00:25						0:02:10

		Max Wait Time		1:23:25						0:07:43		0:11:09		0:08:28		0:09:27				0:11:09				0:14:06		0:12:07		0:14:01		0:12:14		0:09:36				0:14:06				0:08:53		0:05:50		0:05:34		0:10:05		0:04:24				0:10:05				0:11:18		0:15:40		1:15:59		1:23:25		0:19:38				1:23:25				0:13:52		0:18:48		0:08:43		0:06:57						0:18:48

		Service Level (<95% calls under 5 min)		77.55%						93.24%		83.06%		87.83%		80.77%				86.23%				58.22%		57.03%		61.98%		62.21%		93.89%				66.67%				86.56%		97.40%		91.47%		84.10%		99.83%				91.87%				69.82%		77.39%		55.42%		75.87%		39.18%				63.54%				75.19%		60.90%		84.36%		97.33%						79.44%

		Talk Time (Avg)		0:07:41						0:07:56		0:08:11		0:08:16		0:08:02				0:08:06				0:07:38		0:07:50		0:08:06		0:08:15		0:08:14				0:08:00				0:07:57		0:07:19		0:05:35		0:07:04		0:06:57				0:06:58				0:07:27		0:06:59		0:08:59		0:09:04		0:07:04				0:07:54				0:07:28		0:07:50		0:07:18		0:07:09						0:07:26

		Call Handle Time (Avg)		0:09:52						0:10:02		0:10:10		0:10:25		0:10:03				0:10:10				0:09:32		0:10:00		0:10:05		0:10:48		0:09:54				0:10:04				0:10:07		0:09:11		0:06:56		0:09:02		0:08:42				0:08:47				0:09:31		0:08:46		0:12:41		0:12:44		0:09:22				0:10:37				0:09:47		0:10:08		0:09:40		0:09:20						0:09:44

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		81.72%						87.90%		78.98%		82.64%		81.53%				82.76%				80.28%		81.03%		80.96%		81.40%		82.71%				81.28%				78.70%		80.56%		84.76%		83.23%		82.98%				82.05%				82.58%		83.35%		79.49%		82.68%		82.03%				82.03%				81.29%		79.75%		80.01%		80.89%						80.49%

		Complaints Received		17						0		0		1		0				1				1		2		0		0		0				3				2		0		3		0		2				7				0		0		0		1		0				1				2		0		2		1						5

		Complaints Resolved		18						0		0		1		0				1				1		1		0		1		0				3				1		0		2		0		2				5				0		0		0		1		0				1				2		1		4		1						8

		Helpline (Transfers from Vendor)		9353						286		343		285		284				1198				370		432		309		313		344				1768				410		424		422		471		421				2148				606		535		297		291		516				2245				481		555		514		444						1994

		Short Abandon (under 60 seconds)		358						21		7		4		7				39				27		18		19		23		5				92				14		8		65		19		1				107				17		13		12		7		24				73				16		21		10		0						47

		% of calls answered in under 10 minutes		90.22%						96.27%		95.12%		97.15%		95.90%				96.11%				81.96%		88.83%		84.97%		89.65%		98.47%				88.77%				96.22%		98.42%		92.20%		93.53%		99.83%				96.04%				91.05%		90.44%		73.74%		77.19%		68.69%				80.22%				87.71%		76.38%		96.44%		99.33%						89.96%

		Occupany		41.78%						0.90%		82.90%		0.82%		0.81%				21.36%				93.30%		94.76%		0.90%		0.93%		0.85%				38.15%				88.48%		81.55%		0.86%		92.25%		0.80%				52.79%				0.94%		0.90%		84.19%		0.80%		88.28%				35.02%				80.98%		92.09%		0.82%		72.40%						61.57%

		Max Agents		63.40						33.28		35.39		28.55		27.68				35.39				32.16		27.67		26.48		26.87		29.71				32.16				36.00		35.29		32.67		29.11		35.55				36.00				31.00		31.00		28.74		53.08		53.86				53.86				52.71		55.02		52.07		63.40						63.40





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received (MNsure)		2845						110		110		86		103				409				128		109		114		94		100				545				96		101		123		109		102				531				134		117		121		111		172				655				172		167		161		205						705

		Calls Handled		2685						107		108		80		99				394				117		105		111		90		96				519				95		99		112		98		98				502				126		112		111		103		163				615				156		154		153		192						655

		Calls Abandoned		150						3		1		6		2				12				11		4		1		4		4				24				1		2		11		10		4				28				8		5		10		7		9				39				13		13		8		13						47

		Abandon % (>5%)(Less Short Aban)		5.02%						2.73%		0.91%		6.98%		1.94%				3.14%				8.59%		3.67%		0.88%		4.26%		4.00%				4.28%				1.04%		1.98%		8.94%		9.17%		3.92%				5.01%				5.97%		4.27%		8.26%		6.31%		5.23%				6.01%				7.56%		7.78%		4.97%		6.34%						6.66%

		Avg Time to Abandon		0:03:28						0:02:04		0:00:47		0:01:44		0:04:43				0:02:19				0:02:36		0:02:44		0:02:13		0:04:25		0:03:42				0:03:08				0:00:55		0:05:07		0:04:45		0:04:42		0:04:06				0:03:55				0:03:03		0:02:10		0:11:12		0:02:50		0:03:09				0:04:28				0:02:55		0:03:27		0:01:27		0:06:23						0:03:33

		Average Wait Time (>5 min)		0:02:07						0:01:31		0:01:47		0:02:17		0:01:42				0:01:49				0:02:49		0:00:36		0:00:58		0:01:31		0:01:05				0:01:23				0:02:16		0:02:00		0:02:56		0:03:11		0:01:19				0:02:20				0:02:06		0:01:43		0:02:57		0:01:10		0:02:36				0:02:06				0:02:54		0:03:21		0:02:06		0:03:26						0:02:56

		Max Wait Time		0:36:15						0:09:28		0:15:30		0:11:20		0:11:24				0:15:30				0:12:34		0:09:17		0:10:42		0:11:02		0:11:34				0:12:34				0:11:26		0:11:31		0:15:51		0:16:12		0:09:57				0:16:12				0:12:27		0:16:25		0:36:15		0:10:48		0:14:53				0:36:15				0:16:10		0:17:34		0:13:03		0:17:04						0:17:34

		Service Level (<95% calls under 5 min)		57.87%						64.55%		73.64%		61.63%		63.73%				65.89%				44.53%		78.90%		74.11%		64.89%		70.00%				66.49%				56.25%		59.41%		46.34%		42.59%		64.71%				53.86%				48.51%		66.67%		52.07%		69.09%		43.60%				55.99%				43.53%		35.33%		54.04%		55.61%						47.13%

		Talk Time (Avg)		0:08:58						0:07:05		0:11:09		0:09:32		0:08:10				0:08:59				0:07:50		0:07:43		0:08:52		0:07:46		0:08:13				0:08:04				0:09:35		0:10:07		0:08:32		0:10:37		0:07:06				0:09:11				0:09:44		0:08:53		0:08:41		0:09:13		0:08:59				0:09:06				0:08:04		0:10:08		0:08:58		0:10:59						0:09:32

		Call Handle Time (Avg)		0:13:18						0:10:22		0:16:58		0:13:55		0:12:56				0:13:32				0:12:43		0:12:30		0:12:54		0:12:25		0:12:30				0:12:36				0:14:04		0:14:50		0:12:48		0:15:11		0:10:44				0:13:31				0:13:25		0:13:30		0:13:10		0:13:42		0:13:37				0:13:28				0:12:06		0:14:14		0:12:21		0:14:46						0:13:21

		Max Agents		6.30						2.47		4.07		2.47		2.85				4.07				3.30		2.91		3.24		2.48		2.66				3.30				2.97		3.26		3.18		3.34		2.34				3.34				3.76		3.36		3.25		3.17		5.10				5.10				4.79		5		4.20		6.30						6.30





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received (MNsure)		5466						236		256		232		269				993				258		243		239		190		260				1190				236		261		241		254		196				1188				240		255		228		258		208				1189				244		233		229		200						906

		Calls Handled		4867						205		232		209		231				877				239		215		212		185		217				1068				217		234		220		219		182				1072				209		206		204		227		193				1039				207		207		210		187						811

		Calls Abandoned		589						31		24		23		38				116				19		28		27		5		41				120				19		26		20		35		14				114				31		49		23		30		15				148				35		25		19		12						91

		Abandon % (>5%)(Less Short Aban)		10.57%						13.14%		9.38%		9.91%		14.13%				11.64%				7.36%		11.52%		11.30%		2.63%		15.77%				9.72%				8.05%		9.96%		8.30%		13.78%		7.14%				9.45%				12.92%		19.22%		10.09%		11.63%		7.21%				12.21%				14.34%		10.73%		8.30%		6.00%						9.84%

		Avg Time to Abandon		0:04:07						0:04:37		0:05:22		0:04:02		0:06:40				0:05:10				0:03:32		0:04:01		0:03:54		0:04:41		0:04:04				0:04:02				0:03:22		0:03:05		0:02:21		0:03:19		0:02:27				0:02:54				0:04:08		0:05:31		0:03:39		0:03:43		0:01:59				0:03:48				0:04:39		0:01:59		0:04:36		0:07:42						0:04:44

		Average Wait Time (>5 min)		0:04:44						0:06:24		0:07:06		0:05:32		0:09:07				0:07:02				0:03:33		0:05:07		0:03:23		0:02:36		0:04:54				0:03:54				0:03:19		0:02:59		0:03:07		0:05:26		0:01:07				0:03:11				0:05:20		0:08:03		0:03:40		0:03:53		0:02:56				0:04:46				0:06:13		0:04:20		0:04:25		0:04:08						0:04:46

		Max Wait Time		0:31:23						0:20:10		0:23:55		0:21:17		0:31:23				0:31:23				0:14:25		0:23:11		0:14:31		0:16:21		0:17:48				0:23:11				0:18:44		0:13:53		0:16:21		0:22:19		0:12:00				0:22:19				0:24:44		0:26:05		0:13:32		0:15:49		0:15:11				0:26:05				0:22:13		0:17:03		0:17:34		0:23:36						0:23:36

		Service Level (<95% calls under 5 min)		34.32%						20.34%		21.88%		31.03%		17.10%				22.59%				36.43%		32.51%		38.08%		55.79%		23.17%				37.20%				52.97%		40.38%		44.17%		26.77%		67.35%				46.33%				30.42%		14.12%		36.40%		33.85%		38.94%				30.75%				23.87%		26.61%		43.23%		45.23%						34.74%

		Talk Time (Avg)		0:05:09						0:04:48		0:05:29		0:05:23		0:05:44				0:05:21				0:05:12		0:05:09		0:04:49		0:05:19		0:05:11				0:05:08				0:05:24		0:04:58		0:05:01		0:05:12		0:04:25				0:05:00				0:05:10		0:05:52		0:05:10		0:05:11		0:05:05				0:05:17				0:04:07		0:04:53		0:05:30		0:05:36						0:05:01

		Call Handle Time (Avg)		0:07:51						0:07:41		0:08:28		0:08:33		0:08:48				0:08:22				0:08:22		0:08:04		0:07:33		0:07:53		0:07:34				0:07:53				0:07:22		0:07:10		0:07:47		0:07:34		0:06:44				0:07:19				0:08:02		0:08:52		0:07:40		0:07:47		0:07:35				0:07:59				0:06:48		0:07:29		0:08:06		0:08:24						0:07:41

		Max Agents		4.52						3.50		4.36		3.97		4.52				4.52				4.44		3.86		3.56		3.24		3.65				4.44				3.55		3.74		3.82		3.69		2.73				3.82				3.73		4.06		3.48		3.94		3.25				4.06				3.14		3		3.78		3.51						3.78





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received		9265						286		343		285		284				1198				370		344		309		313		344				1680				410		424		422		471		421				2148				606		535		297		291		516				2245				481		555		514		444						1994

		Calls Handled		7407						223		293		261		237				1014				344		304		301		293		314				1556				362		363		283		355		317				1680				378		364		197		187		364				1490				368		421		466		412						1667

		Calls Abandoned		1655						59		45		21		45				170				18		38		6		18		26				106				40		58		135		106		95				434				206		149		90		91		138				675				105		96		42		27						270

		Abandon %		16.71%						20.63%		13.12%		7.37%		15.85%				14.24%				4.86%		8.80%		1.94%		5.75%		7.56%				5.78%				9.76%		13.68%		31.99%		22.51%		22.57%				20.10%				33.99%		27.85%		30.42%		31.38%		26.74%				30.08%				21.83%		17.30%		8.17%		6.08%						13.35%

		Avg Time to Abandon		0:11:22						0:17:26		0:11:45		0:07:15		0:13:21				0:12:26				0:09:33		0:05:18		0:01:14		0:10:00		0:05:58				0:06:24				0:09:06		0:10:16		0:06:43		0:09:18		0:16:55				0:10:27				0:19:56		0:15:50		0:18:15		0:19:56		0:17:07				0:18:12				0:17:26		0:09:16		0:04:44		0:05:59						0:09:21

		Average Wait Time (>5 min)		0:19:52						0:26:13		0:16:37		0:06:49		0:20:46				0:17:36				0:08:21		0:04:10		0:00:52		0:09:18		0:10:49				0:06:42				0:13:40		0:15:43		0:14:39		0:23:42		0:27:04				0:18:57				0:43:38		0:36:28		0:33:16		0:35:46		0:33:37				0:36:33				0:31:57		0:26:25		0:10:07		0:09:46						0:19:33

		Max Wait Time		1:23:25						1:09:08		0:42:28		0:29:33		0:45:45				1:09:08				0:33:43		0:33:06		0:13:08		0:48:41		0:44:15				0:48:41				0:37:53		0:43:16		0:38:42		0:52:52		1:04:16				1:04:16				1:21:41		1:21:36		1:15:59		1:23:25		1:15:00				1:23:25				1:05:39		0:55:44		0:31:29		0:38:23						1:05:39

		Service Level (<95% calls under 5 min)		21.51%						23.76%		13.24%		39.22%		14.18%				22.60%				37.74%		35.73%		79.80%		38.78%		17.89%				41.99%				20.15%		32.54%		18.57%		11.23%		21.93%				20.88%				6.32%		6.80%		8.85%		10.00%		6.18%				7.63%				6.98%		5.85%		21.53%		23.46%						14.46%

		Talk Time (Avg)		0:14:18						0:11:31		0:14:15		0:15:00		0:16:20				0:14:16				0:14:20		0:11:27		0:15:29		0:15:32		0:14:35				0:14:16				0:14:47		0:14:10		0:12:18		0:14:11		0:14:16				0:13:56				0:14:29		0:14:13		0:14:42		0:14:01		0:13:21				0:14:09				0:14:30		0:15:00		0:15:24		0:14:46						0:14:55

		Call Handle Time (Avg)		0:26:32						0:23:47		0:26:48		0:27:38		0:29:43				0:26:59				0:26:38		0:21:51		0:26:29		0:27:48		0:26:36				0:25:52				0:26:14		0:26:09		0:23:21		0:25:55		0:25:36				0:25:27				0:25:11		0:26:02		0:27:24		0:24:22		0:25:08				0:25:37				0:27:15		0:28:11		0:29:41		0:30:09						0:28:49

		Percent. calls transferred by vendor		32.41%						5:56:52		7:34:48		7:30:00		7:59:26				30.23%				7:07:15		9:20:25		7:11:34		7:20:09		7:52:40				7:46:25				7:25:55		8:01:30		5:38:43		8:07:56		8:32:53				7:33:24				9:09:52		8:46:13		6:04:17		5:50:04		8:56:06				7:45:18				8:39:13		8:39:58		8:58:17		7:54:18						35.62%

		Max Agents		30.80						8.30		12.86		10.06		7.60				12.86				11.38		12.86		11.00		10.83		10.41				12.86				11.44		12.84		6.85		10.68		7.70				12.84				12.11		21.11		22.16		19.65		20.21				22.16				21.73		15:52:54		30.80		24.42						30.80





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Busy		1688						0		1		0		0				1				0		0		0		0		1680				1680				2		0		2		0		0				4				0		3		0		0		0				3				0		0		0		0						0

		Caller canceled		7						0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				1		1		0		2		2				6				0		0		0		0						0

		Connected		2252						62		71		44		61				238				57		22		1		50		48				178				96		70		63		122		103				454				201		159		194		234		170				958				136		121		82		85						424

		Error		4						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		1		1				3				1		0		0		0						1

		Invalid Number		19						0		0		1		0				1				1		0		0		0		0				1				2		0		0		3		1				6				1		3		0		2		1				7				0		4		0		0						4

		No Answer		164						5		3		2		4				14				13		0		0		0		5				18				1		4		2		5		5				17				12		20		14		26		15				87				7		13		2		6						28

		No Response		250						11		7		7		7				32				9		1		0		5		3				18				9		9		4		14		10				46				17		22		16		37		17				109				11		19		8		7						45

		Total Requests		2707						78		82		54		72				286				80		23		1		55		59				218				111		83		71		144		119				528				232		209		224		302		206				1173				155		157		92		98						502

		% Connected 		85.61%						1		86.59%		81%		85%				84.26%				71%		96%		100%		91%		81%				88%				86%		84%		89%		85%		87%				86%				87%		76%		87%		77%		83%				82%				88%		77%		89%		87%						87.93%





		Top Call Drivers		Total		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Sep 29

		CC

		1095A Questions		0																0																0																0																0																0

		A Refferal		34																0				34												34																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		495						31						27				58																0								206		53						259										30						30				38		42		31		37						148

		Checking on Status of Reported Change		0																0																0																0																0																0

		Disable Account Request		113										28						28				41												41				44												44																0																0

		Determination Result		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Status Check		1555						81		67		59		48				255				77		59		69		54		58				317				82				94		63		43				282				87		76		56		64		73				356				66		98		83		98						345

		Full Term		0																0																0																0																0																0

		How Do I Apply?		1945						66		71		55		49				241				48		65		48		32						193				65				61		75		60				261				70		92		102		139		141				544				163		171		200		172						706

		How Do I Update My Application?		2087						114		93		63		53				323				66		74		79		73		57				349				89				105		101		87				382				110		112		80		95		102				499				117		132		141		144						534

		How To Enroll In a Plan?		1349						60		52		39		42				193				74		42		41		28		43				228				61				63		59		52				235				66		81		75		65		52				339				67		60		104		123						354

		Income Change		1524								41		49		37				127				65		62		68		66		89				350				83				61		87		89				320				88		77		86		78		78				407				79		90		77		74						320

		Gain of ESI/MEC		547								28		28						56				30		31				27		37				125																0				43		39		27		36		51				196				32		41		54		43						170

		Loss of ESI/MEC		0								 		 						0				 		 										0																0																0																0

		Loss of ESI		34																0																0																0																0								34								34

		Loss of Public Program		0																0																0																0																0																0

		MCRE/Counties		3315						159		148		152		120				579				173		158		143		143		135				752				195				142		123		130				590				188		153		140		137		142				760				159		165		166		144						634

		Multiple changes		0																0																0																0																0																0

		PARN Notice		372																0																0								44		59		51				154				42		44		27		33		40				186				32												32

		Passive Enrollment Question		310																0						44		32		48		35				159				45								40				85																0						35		31								66

		Notice V19		0																0																0																0																0																0

		Password Reset/Account Unlock		2107						139		146		138		133				556				185		154		32		118		134				623				152				170		164		107				593				135		170										305										30						30

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		301												35				35								23								23																0						38		50		41		43				172				35		36										71

		Request to Close Application^		554						32		31		34		35				132						33		34		29		37				133				44				43		46						133				49				36				37				122										34						34

		System Issues-Advised Consumer to Call Back Later		36																0																0												36				36																0																0

		Total		86				0		8		9		10		10				37				10		10		10		10		9				49																0																0																0



		Broker

		APTC/CSR Questions		25																0						6										6										6						6				6		7										13																0

		Caller Hung up without speaking		6																0																0																0								6								6																0

		CSR-Determination Result		152						9		11		10						30						9		9		8		7				33				4						7						11						11				7		8				26						16		11		25						52

		CSR-Status of Enrollment		274						9		10		12		8				39				9		9		17		13		11				59				15				9		16		11				51				15				11		7		14				47				19		20		17		22						78

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		5																0																0												5				5																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		16																0				10												10																0						6										6																0

		Full Term		11						6				5						11																0																0																0																0

		General Certification Questions		105								7				8				15				8		9		9				9				35																0								6				17				23				18				14								32

		How Do I Apply?		68										7						7																0								7								7												13				13				16		11				14						41

		How Do I Update My Application?		136						11		8								19				11		12				7						30				8				10		12						30				10		10		7		10						37								9		11						20

		How To Enroll In a Plan?		23																0																0																0										9						9				14												14

		Loss of ESI		141																0								9		7		6				22				9				8		14		6				37				11								12				23				16		13		14		16						59

		Loss of COBRA		0																0																0																0																0																0

		Loss of Public Program		14																0																0																0								9		5						14																0

		Password Reset/Account Unlock		51						10		8		5		15				38										8						8				5												5																0																0

		Online Application Issues		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		61																0				9				13				7				29								8								8				11		13										24																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		14												5				5																0																0																0						9										9

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		7																0																0												7				7																0																0



		ARC

		Assister Manual Account Request		9																0																0				9												9																0																0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		279						19				19		17				55				16		13		11		8		14				62				9				17		10		11				47				19		19		16		21		12				87				10		10		8								28

		CSR-Determination Result		273						21		15		11		15				62				16		12		12		9		13				62				21				13		14						48				34		13		8		10		6				71				7				12		11						30

		CSR-Newborn Status		70								14								14								12				6				18										8		8				16																0						9				13						22

		CSR-Pending Case		76																0				9		10										19								10								10				16												16						11		13		7						31

		CSR-Public Program Status		855						48		33		42		63				186				46		49		51		26		59				231				25				37		39		34				135				44		43		31		38		34				190				14		27		37		35						113

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		How Do I Apply?		204																0																0																0						10		20		27		21				78				42		24		29		31						126

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		13								13								13																0																0																0																0

		Password Reset/Account Unlock		455						27		35		41		25				128				38		40		28		32		30				168				31				23		31		31				116				28		15										43																0

		Prospect/Pending case		28						13						8				21																0																0																0				7												7

		Request to Close Application^		28										7						7																0																0								7		8		6				21																0

		System Issues-Advised Consumer to Call Back Later		6																0																0												6				6																0																0



		PP

		MCRE		785						33		23		40		25				121		 		51		44		32		25		34				186				44				22		26		27				119				39		29		38		34						140				34		41		107		37						219

		Counties		2332						126		125		112		95				458		 		122		114		111		118		101				566				151				120		97		103				471				149		114		102		103						468				125		124		120								369



		PW button		1149																0																0																0								161		190		174				525				200		203		221								624

		PW ony		124																0																0																0								6		14		25				45				25		31		23								79

		Top Call Drivers		Total								19560

		CC																																																														25								28		29		30

		MCRE/Counties		3171						16%

		Password Reset/Account Unlock		2077						11%

		How Do I Update My Application?		1943						10%

		How Do I Apply?		1773						9%

		Enrollment Status Check		1457						7%

		Income Change		1450						7%

		How To Enroll In a Plan?		1226						6%

		Request to Close Application^		520						3%

		Gain of ESI/MEC		504						3%

		Caller Hung Up without Speaking		458						2%

		PARN Notice		372

		Passive Enrollment Question		310

		Public Program Status		301

		Disable Account Request		113

		System Issues-Advised Consumer to Call Back Later		36

		A Refferal		34

		Loss of ESI		34

		1095A Questions		0

		Address Change/Correction		0

		APTC		0

		Checking on Status of Reported Change		0

		Determination Result		0

		Duplicate 1095-A Request^		0

		Full Term		0

		Loss of ESI/MEC		0

		Loss of Public Program		0

		Multiple changes		0

		Notice V19		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

		Total		86



		Broker

		CSR-Status of Enrollment		252						9%		2845

		CSR-Determination Result		127						4%

		How Do I Update My Application?		125						4%

		Loss of ESI		125						4%

		General Certification Questions		105						4%

		Password Reset/Account Unlock		61						2%

		How Do I Apply?		54						2%

		Loss/Gain of MEC^		51						2%

		APTC/CSR Questions		25						1%

		How To Enroll In a Plan?		23						1%

		Enrollment Status Check		16						1%

		Loss of Public Program		14						0%

		Status of My SEP Request		14						0%

		Full Term		11						0%

		System Issues-Advised Consumer to Call Back Later		7						0%

		Caller Hung up without speaking		6						0%

		CSR-Status of Verifications		5						0%

		CSR-Status of Reported Change		0						0%

		Directed to Complete Caspio Form		0						0%

		Loss of COBRA		0						0%

		Online Application Issues		0						0%

		Paper form via FileNet		0						0%

		PO box initiave Ph 1		0						0%

		PO box initiave Ph 2		0						0%

		Status of Submitted AOR Form		0						0%



		ARC

		CSR-Public Program Status		820						15%		5466

		Password Reset/Account Unlock		455						8%

		CSR- QHP Status		279						5%

		CSR-Determination Result		262						5%

		How Do I Apply?		173						3%

		CSR-Pending Case		69

		CSR-Newborn Status		57

		Prospect/Pending case		28

		Request to Close Application^		28

		Online Application Issues		13

		Assister Manual Account Request		9

		System Issues-Advised Consumer to Call Back Later		6

		Assister Policy Question		0

		CSR-Status of Enrollment		0

		CSR-Status of reported Change		0

		Loss of ESI		0









Sep 2019 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received (MNsure)		21170						1398		1307		1136		993				4834				1245		1195		1008		922		871				5241				1171		944		967		893		895				4870				1168		982		977		817		922				4866				1359												1359

		Calls Handled		16476						845		759		703		592				2900				792		702		709		666		692				3561				892		844		848		845		833				4262				1078		900		915		759		883				4536				1217												1217

		Calls Abandoned		3245						409		413		339		287				1447				337		377		229		181		111				1235				156		46		68		27		57				355				59		31		10		19		10				130				78												78

		Abandon % (>5%)(Less Short Aban)		13.22%						29.30%		31.38%		29.87%		28.81%				29.84%				26.99%		31.68%		22.66%		19.60%		12.71%				22.73%				13.34%		4.66%		6.84%		2.63%		4.81%				6.46%				4.10%		3.12%		1.07%		2.35%		1.13%				2.35%				4.73%												4.73%

		Avg Time to Abandon		0:15:30						0:18:29		0:18:53		0:15:49		0:15:44				0:17:13				0:18:05		0:15:37		0:14:35		0:14:39		0:11:01				0:14:48				0:11:30		0:10:13		0:10:58		0:15:11		0:22:22				0:14:03				0:13:56		0:10:44		0:16:53		0:11:23		0:11:14				0:12:50				0:18:35												0:18:35

		Average Wait Time (>5 min)		0:12:27						0:24:46		0:29:13		0:25:14		0:22:42				0:25:28				0:26:07		0:24:38		0:18:30		0:17:16		0:12:19				0:19:46				0:11:34		0:05:49		0:06:40		0:03:36		0:05:20				0:06:36				0:05:32		0:04:37		0:02:13		0:02:42		0:01:30				0:03:19				0:07:06												0:07:06

		Max Wait Time		1:42:17						1:42:17		1:26:19		1:23:51		1:17:22				1:42:17				1:35:26		1:15:28		0:53:56		1:12:25		0:47:24				1:35:26				0:46:56		0:52:59		0:46:25		0:46:33		1:18:46				1:18:46				0:52:07		0:45:22		0:19:21		0:23:49		0:12:27				0:52:07				1:20:58												1:20:58

		Service Level (<95% calls under 5 min)		46.02%						13.31%		16.15%		20.27%		16.01%				16.44%				13.66%		15.53%		24.58%		28.99%		35.42%				23.63%				16.76%		66.67%		52.31%		84.28%		86.92%				61.39%				69.26%		52.17%		75.82%		71.36%		82.50%				70.22%				58.40%												58.40%

		Talk Time (Avg)		0:09:00						0:08:40		0:08:29		0:09:49		0:09:19				0:09:04				0:09:50		0:09:49		0:10:14		0:10:07		0:09:34				0:09:55				0:08:40		0:09:43		0:10:00		0:09:11		0:08:40				0:09:15				0:08:38		0:08:16		0:08:45		0:08:59		0:07:56				0:08:31				0:08:15												0:08:15

		Call Handle Time (Avg)		0:12:34						0:12:26		0:12:31		0:14:04		0:13:31				0:13:08				0:13:56		0:13:49		0:14:45		0:14:59		0:14:32				0:14:24				0:12:34		0:13:37		0:13:50		0:12:36		0:12:42				0:13:04				0:11:33		0:11:01		0:11:17		0:11:39		0:09:55				0:11:05				0:11:11												0:11:11

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												na

		First Call Resolution %		82.81%						79.38%		78.77%		na		82.99%				80.38%				81.34%		82.35%		79.58%		81.69%		82.28%				81.45%				82.09%		82.60%		na		86.13%		84.98%				83.95%				87.04%		88.18%		88.23%		85.60%		86.65%				87.14%				81.15%												81.15%

		Complaints Received		5						0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		0		1		1		0				2				2												2

		Complaints Resolved		4						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1		2		0				3				1												1

		Helpline (Transfers from Vendor)		3121						263		182		119		84				648				159		123		116		121		84				603				213		134		135		152		99				733				238		173		179		128		141				859				278												278

		Short Abandon (under 60 seconds)		304						30		26		14		19				89				21		25		15		15		17				93				27		15		11		3		0				56				9		9		13		13		6				50				16												16

		% of calls answered in under 10 minutes		57.84%						22.81%		22.32%		26.55%		19.61%				22.82%				15.88%		19.00%		33.22%		37.41%		50.03%				31.11%				37.62%		81.92%		70.47%		85.87%		87.47%				72.67%				78.31%		82.72%		91.45%		87.39%		93.55%				86.68%				75.91%												75.91%

		Occupany		39.51%						0.93%		0.88%		0.89%		0.88%				0.90%				0.94%		95.46%		0.89%		0.87%		0.88%				19.81%				94.31%		0.76%		0.87%		0.70%		0.67%				19.46%				84.96%		86.23%		86.25%		0.84%		79.51%				67.56%				89.82%												89.82%

		Max Agents		36.72						16.00		14.00		14.66		12.86				16.00				18.09		14.64		14.56		15.24		17.15				18.09				29.78		36.72		32.02		36.62		33.91				36.72				36.08		29.77		34.69		30.84		35.50				36.08				36.06												36.06





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received (MNsure)		2559						130		83		119		124				456				116		149		109		123		148				645				124		118		121		133		139				635				113		128		155		118		133				647				176												176

		Calls Handled		2437						118		81		111		119				429				111		143		107		117		139				617				120		114		115		125		137				611				109		122		146		112		122				611				169												169

		Calls Abandoned		119						12		2		8		5				27				5		6		2		6		8				27				4		4		5		8		2				23				4		6		9		6		11				36				6												6

		Abandon % (>5%)(Less Short Aban)		4.44%						9.23%		2.41%		6.72%		4.03%				5.60%				4.31%		4.03%		1.83%		4.88%		5.41%				4.09%				3.23%		3.39%		4.13%		6.02%		1.44%				3.64%				3.54%		4.69%		5.81%		5.08%		8.27%				5.48%				3.41%												3.41%

		Avg Time to Abandon		0:02:54						0:04:02		0:05:33		0:04:53		0:02:49				0:04:19				0:01:52		0:03:49		0:02:04		0:01:27		0:02:12				0:02:16				0:02:13		0:02:06		0:04:38		0:02:56		0:00:48				0:02:32				0:03:56		0:03:18		0:02:06		0:02:43		0:02:32				0:02:55				0:02:31												0:02:31

		Average Wait Time (>5 min)		0:02:33						0:03:21		0:01:51		0:04:18		0:02:26				0:02:59				0:02:27		0:02:32		0:00:43		0:02:35		0:01:48				0:02:01				0:01:49		0:01:39		0:01:57		0:01:29		0:02:15				0:01:49				0:02:24		0:02:11		0:01:56		0:03:11		0:02:02				0:02:20				0:03:36												0:03:36

		Max Wait Time		0:16:23						0:16:23		0:13:29		0:13:26		0:15:45				0:16:23				0:12:54		0:11:00		0:13:15		0:14:09		0:11:28				0:14:09				0:14:00		0:10:40		0:11:22		0:09:49		0:12:55				0:14:00				0:10:40		0:12:32		0:14:57		0:16:05		0:10:29				0:16:05				0:15:51												0:15:51

		Service Level (<95% calls under 5 min)		47.68%						36.92%		65.06%		24.37%		45.97%				43.08%				54.31%		43.62%		78.90%		47.97%		56.46%				56.25%				57.26%		68.64%		61.67%		63.16%		47.48%				59.64%				50.44%		53.91%		52.26%		42.37%		46.62%				49.12%				30.29%												30.29%

		Talk Time (Avg)		0:09:01						0:09:00		0:07:51		0:09:38		0:09:22				0:08:57				0:08:10		0:08:20		0:09:24		0:09:36		0:07:28				0:08:35				0:09:03		0:07:45		0:08:58		0:08:32		0:09:35				0:08:46				0:08:49		0:08:15		0:08:08		0:09:30		0:10:00				0:08:56				0:09:52												0:09:52

		Call Handle Time (Avg)		0:12:42						0:12:14		0:11:58		0:13:46		0:12:38				0:12:39				0:11:51		0:11:31		0:12:58		0:13:10		0:10:39				0:12:01				0:13:05		0:11:20		0:12:51		0:11:53		0:13:22				0:12:30				0:12:47		0:11:49		0:11:50		0:12:58		0:14:10				0:12:42				0:13:39												0:13:39

		Max Agents		5.16						3.21		2.15		3.40		3.34				3.40				2.92		3.66		3.08		3.42		3.29				3.66				3.49		2.87		3.31		3.30		4.07				4.07				3.10		3.20		3.84		3.23		3.84				3.84				5.16												5.16





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received (MNsure)		4910						243		259		261		247				1010				266		272		265		269		219				1291				269		252		247		250		182				1200				238		238		238		238		226				1178				231												231

		Calls Handled		4053						200		206		229		213				848				222		226		203		218		180				1049				216		200		207		185		162				970				213		205		206		177		187				988				198												198

		Calls Abandoned		846						43		53		32		34				162				44		44		58		51		39				236				53		52		40		63		20				228				24		32		32		61		38				187				33												33

		Abandon % (>5%)(Less Short Aban)		16.61%						17.70%		20.46%		12.26%		13.77%				16.05%				16.54%		16.18%		21.89%		18.96%		17.81%				18.28%				19.70%		20.63%		16.19%		25.20%		10.99%				18.54%				10.08%		13.45%		13.45%		25.63%		16.81%				15.88%				14.29%												14.29%

		Avg Time to Abandon		0:05:11						0:06:46		0:05:52		0:03:27		0:04:01				0:05:01				0:05:39		0:05:07		0:06:05		0:04:59		0:06:39				0:05:41				0:07:37		0:05:35		0:05:41		0:07:49		0:03:08				0:05:58				0:03:22		0:03:59		0:02:43		0:06:54		0:03:09				0:04:01				0:05:13												0:05:13

		Average Wait Time (>5 min)		0:08:57						0:12:28		0:09:49		0:03:52		0:04:24				0:07:38				0:08:36		0:10:07		0:09:42		0:07:25		0:09:03				0:08:58				0:11:26		0:10:31		0:09:51		0:16:36		0:03:17				0:10:20				0:05:10		0:06:19		0:05:04		0:14:24		0:05:42				0:07:19				0:10:31												0:10:31

		Max Wait Time		0:36:30						0:26:20		0:31:46		0:18:40		0:21:18				0:31:46				0:25:37		0:30:35		0:28:54		0:21:27		0:30:16				0:30:35				0:34:41		0:26:29		0:00:00		0:36:30		0:18:02				0:36:30				0:15:40		0:19:49		0:20:24		0:33:27		0:20:40				0:33:27				0:28:34												0:28:34

		Service Level (<95% calls under 5 min)		17.57%						12.76%		13.51%		24.52%		29.15%				19.99%				10.15%		12.13%		10.61%		20.82%		15.98%				13.94%				8.18%		17.46%		9.31%		7.23%		39.56%				16.35%				22.78%		17.23%		28.99%		15.55%		25.33%				21.98%				15.58%												15.58%

		Talk Time (Avg)		0:04:50						0:04:09		0:04:37		0:04:38		0:04:36				0:04:30				0:04:48		0:04:37		0:04:57		0:04:50		0:04:51				0:04:48				0:04:52		0:04:30		0:04:23		0:05:20		0:04:41				0:04:45				0:05:14		0:05:27		0:04:40		0:05:38		0:05:02				0:05:12				0:04:54												0:04:54

		Call Handle Time (Avg)		0:07:35						0:06:44		0:07:05		0:06:56		0:06:52				0:06:54				0:07:14		0:06:56		0:07:48		0:07:25		0:07:28				0:07:22				0:07:22		0:07:26		0:07:20		0:08:21		0:07:29				0:07:35				0:07:59		0:08:12		0:07:40		0:08:50		0:08:02				0:08:08				0:07:56												0:07:56

		Max Agents		3.49						1.62		1.71		2.09		2.11				2.11				1.91		2.25		1.91		2.36		1.99				2.36				2.09		2.06		2.55		2.79		1.59				2.79				1.92		1.72		1.60		2.22		1.72				2.22				3.49												3.49





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received		3121						263		182		119		84				648				159		123		116		121		84				603				213		134		135		152		99				733				238		173		179		128		141				859				278												278

		Calls Handled		2356						163		101		77		58				398				98.9838998211		78.9330708661		80.6579439252		93.9886104784		69				422				176		111		111		122		69				589				172.9015317287		154		172		124		137				759				188.3591836735												188.3591836735

		Calls Abandoned		687						92		74		38		23				228				56.8872987478		41.6456692913		31.2224299065		23.15261959		11				164				31		21		22		24		28				125				58.8490153173		16		7		4		4				89				80.5632653061												80.5632653061

		Abandon %		23.07%						35.14%		40.46%		32.33%		27.47%				33.85%				35.78%		33.86%		26.92%		19.13%		13.65%				25.87%				14.64%		15.38%		16.52%		15.53%		27.87%				17.99%				24.73%		9.34%		3.69%		2.97%		2.55%				8.66%				28.98%												28.98%

		Avg Time to Abandon		0:15:45						0:21:13		0:22:53		0:17:58		0:18:13				0:20:04				0:24:18		0:19:08		0:17:44		0:16:32		0:11:22				0:17:48				0:09:55		0:08:15		0:10:45		0:14:22		0:22:22				0:13:07				0:13:50		0:07:30		0:06:59		0:06:33		0:05:05				0:07:59				0:19:49												0:19:49

		Average Wait Time (>5 min)		0:27:37						0:40:26		0:47:42		0:34:18		0:26:00				0:37:06				0:42:12		0:35:28		0:25:25		0:24:46		0:19:36				0:29:29				0:15:50		0:16:28		0:15:18		0:19:13		0:30:19				0:19:25				0:28:01		0:12:57		0:03:39		0:04:14		0:03:03				0:10:22				0:41:43												0:41:43

		Max Wait Time		1:42:17						1:42:17		1:26:19		1:23:51		1:17:22				1:42:17				1:35:26		1:15:28		0:53:56		1:12:25		0:47:24				1:35:26				0:46:56		0:52:59		0:46:25		0:46:33		1:18:46				1:18:46				0:52:07		0:45:22		0:19:21		0:23:49		0:28:14				0:52:07				1:20:58												1:20:58

		Service Level (<95% calls under 5 min)		15.58%						7.12%		8.37%		6.57%		7.48%				7.39%				6.75%		7.63%		9.09%		12.24%		7.65%				8.67%				14.01%		12.37%		17.38%		19.03%		16.33%				15.82%				7.64%		31.69%		47.23%		44.06%		53.06%				36.74%				9.28%												9.28%

		Talk Time (Avg)		0:12:05						0:12:49		0:12:59		0:12:29		0:12:31				0:12:42				0:13:36		0:12:56		0:12:15		0:13:03		0:11:33				0:12:40				0:11:40		0:12:39		0:12:57		0:12:39		0:12:14				0:12:25				0:11:12		0:10:59		0:10:07		0:11:16		0:11:27				0:11:00				0:11:39												0:11:39

		Call Handle Time (Avg)		0:20:25						0:20:52		0:21:01		0:20:05		0:20:55				0:20:43				0:21:28		0:20:56		0:20:40		0:21:58		0:20:32				0:21:06				0:19:14		0:21:01		0:22:28		0:21:00		0:25:18				0:21:48				0:19:14		0:18:34		0:18:06		0:19:21		0:19:34				0:18:57				0:19:32												0:19:32

		Percent. calls transferred by vendor		15.61%						5:20:24		3:20:35		2:30:50		2:01:48				13.78%				3:03:54		2:28:13		2:45:42		3:08:58		2:18:52				2:45:08				4:21:55		3:24:24		3:21:02		4:05:06		2:39:17				3:34:21				4:53:25		4:13:41		4:23:49		3:45:36		3:40:13				4:11:21				4:54:34												20.46%

		Max Agents		20.68						20.68		18.06		16.28		11.94				20.68				16.59		15.16		17.08		16.64		14.33				17.08				17.14		14.62		13.62		12.08		11.97				17.14				14.18		10.60		10.46		8.38		8.25				14.18				14.41												14.41





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Busy		4						0		0		0		2				2				0		0		0		0		0				0				2		0		0		0		0				2				0		0		0		0		0				0				0												0

		Caller canceled		20						3		3		0		3				9				0		1		1		2		1				5				1		1		0		0		1				3				1		0		0		0		0				1				2												2

		Connected		2833						269		260		220		157				906				251		196		181		144		148				920				144		100		100		107		119				570				125		66		24		7		17				239				198												198

		Error		21						1		0		3		3				7				2		1		1		0		1				5				8		0		0		0		0				8				0		0		0		0		0				0				1												1

		Invalid Number		7						0		0		2		0				2				0		0		0		0		0				0				1		0		0		0		0				1				2		1		0		0		0				3				1												1

		No Answer		283						35		31		18		17				101				21		20		19		30		18				108				17		5		4		7		8				41				9		3		0		2		1				15				18												18

		No Response		556						47		65		65		42				219				37		38		53		37		43				208				29		7		11		11		23				81				10		4		0		0		0				14				34												34

		Total Requests		3724						355		359		308		224				1246				311		256		255		213		211				1246				202		113		115		125		151				706				147		74		24		9		18				272				254												254

		% Connected 		ERROR:#DIV/0!						1		72.00%		71%		70%				72.38%				81%		77%		71%		68%		70%				73%				71%		88%		87%		86%		79%				82%				85%		89%		100%		78%		94%				89%				78%												ERROR:#DIV/0!





		Top Call Drivers		Total		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		CC

		1095A Questions		0																0																0																0																0																0

		Address Change/Correction		85						25						15				40						23				22						45																0																0																0

		APTC		193																0								36		37		40				113				40		40										80																0																0

		Caller Hung Up without Speaking		145																0				24		21										45												27				27						27										27				46												46

		Checking on Status of Reported Change		0																0																0																0																0																0

		Disable Account Request		612						49		33		29		34				145				52		38		39		39		31				199				37		27				25		23				112				27		26		26		19		20				118				38												38

		Determination Result		134								25		27						52				28				22				32				82																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Status Check		925						41		25		35		26				127						36		20		30		40				126				46		50				66		68				230				93		86		69		50		73				371				71												71

		Full Term		83																0																0																0				28		28		27								83																0

		How Do I Apply?		845						33		25				28				86				27		30		32		41		27				157				40		36				67		53				196				73		79		61		47		66				326				80												80

		How Do I Update My Application?		1056						29		43		35		32				139				51		43		32		30		41				197				55		55				46		48				204				80		94		91		68		90				423				93												93

		How To Enroll In a Plan?		891						34		49		28		39				150				54		44		44		33		33				208				45		46				43		32				166				56		56		53		50		85				300				67												67

		Income Change		510						50		43		36		29				158				45		42		42		36		35				200				43		53				31		25				152																0																0

		Loss/Gain of ESI^		73																0																0						23						25				48										25						25																0

		Loss/Gain of MEC^		74						33						17				50				24												24																0																0																0

		Loss of ESI		203								21		25						46																0				26												26				28				27				32				87				44												44

		Loss of Public Program		34																0																0																0																0				34												34

		MCRE/Counties		2287						93		98		109		93				393				117		104		133		107		108				569				138		109				121		113				481				163		131		154		100		122				670				174												174

		Multiple changes		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Passive Enrollment Questions		169																0																0																0												20				20				149												149

		Password Reset/Account Unlock		2214						132		105		115		91				443				123		108		120		122		117				590				131		139				125		120				515				170		124		134		108		130				666																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Request to Close Application^		190										28						28																0										31						31				36		25		28		21		21				131																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Total		10723				0		10		10		10		10				40				10		10		10		10		10				50																0																0																0



		Broker																																																																																		0

		APTC/CSR Questions		58																0								9		6		9				24				18		16										34																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR-Determination Result		103								6		8		9				23						10						14				24				8						10						18								14				14				28				10												10

		CSR-Status of Enrollment		202						10				8		16				34				9		12		16		10						47										20		18				38				15		9		15		8		12				59				24												24

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		General Certification Questions		47																0																0				9		14						10				33				7		7										14																0

		How Do I Apply?		20								5								5								8								8																0				7												7																0

		How Do I Update My Application?		54						7										7				10				9								19																0								11		8		9				28																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		Loss of ESI		181						9		5		7						21				7								12				19				8		5				9		15				37				10		13		18		14		22				77				27												27

		Loss of COBRA		5												5				5																0																0																0																0

		Loss of Public Program		103												8				8																0												12				12				7		8		12		18		14				59				24												24

		Loss/Gain of MEC^		63						9		9		7						25				9		8				5						22						8				8						16																0																0

		Online Application Issues		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		184								9		10		10				29				14		20		12		16		26				88				10						22						32						8				15						23				12												12

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		32						7										7										6						6						10						9				19																0																0

		Status of Submitted AOR Form		13																0						13										13																0																0																0

				1065



		ARC																																																																																		0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		274						12		16				21				49				15		16		12		14		8				65						12		14		21		10				57				16		19		10		26		16				87				16												16

		CSR-Determination Result		329						12		28		8		6				54				16		12		15		18		17				78				13		28		31		14		9				95				22		12		19		21		17				91				11												11

		CSR-Newborn Status		70						10										10										13						13				10						16						26										21						21																0

		CSR-Pending Case		139												13				13				18		15		10								43				9		11		14				10				44				9				14								23				16												16

		CSR-Public Program Status		913						38		26				61				125				63		40		39		51		47				240				42		50		61		49		37				239				54		58		60		60		44				276				33												33

		CSR-Status of Enrollment		8										8						8																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		Loss of ESI		7										7						7																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		751						32		37		10		43				122				38		55		33		46		27				199				44		32		42		51		28				197				49		54		35		45		30				213				20												20

		Prospect/Pending case		37								8								8												8				8																0						11						10				21																0

				2528																																0																0																0																0



		PP																																																																																		0

		MCRE		429						23		18				22				63		 		31		29		23		17		13				113						36				25		23				84				25		30		31		26		25				137				32												32

		Counties		1611						70		80				71				221		 		86		75		110		90		95				456						73				96		90				259				138		101		123		74		97				533				142

		Top Call Drivers		Total

		CC

		MCRE/Counties		2287		11%

		Password Reset/Account Unlock		2214		10%

		How Do I Update My Application?		1056		5%

		Enrollment Status Check		925		4%

		How To Enroll In a Plan?		891		4%

		How Do I Apply?		845		4%

		Disable Account Request		612		3%

		Income Change		510		2%

		Loss of ESI		203		1%

		APTC		193		1%

		Request to Close Application^		190

		Passive Enrollment Questions		169

		Caller Hung Up without Speaking		145

		Determination Result		134

		Total		90

		Address Change/Correction		85

		Full Term		83

		Loss/Gain of MEC^		74

		Loss/Gain of ESI^		73

		Loss of Public Program		34

		1095A Questions		0

		Checking on Status of Reported Change		0

		Duplicate 1095-A Request^		0

		Multiple changes		0

		Notice V19		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

		System Issues-Advised Consumer to Call Back Later		0



		Broker

		CSR-Status of Enrollment		202		8%

		Password Reset/Account Unlock		184		7%

		Loss of ESI		181		7%

		CSR-Determination Result		103		4%

		Loss of Public Program		103		4%

		Loss/Gain of MEC^		63		2%

		APTC/CSR Questions		58		2%

		How Do I Update My Application?		54		2%

		General Certification Questions		47		2%

		Status of My SEP Request		32		1%

		How Do I Apply?		20		1%

		Status of Submitted AOR Form		13		1%

		Loss of COBRA		5		0%

		Caller Hung up without speaking		0		0%

		CSR-Status of Reported Change		0		0%

		CSR-Status of Verifications		0		0%

		Directed to Complete Caspio Form		0		0%

		Enrollment Status Check		0		0%

		Full Term		0		0%

		How To Enroll In a Plan?		0		0%

		Online Application Issues		0		0%

		Paper form via FileNet		0		0%

		PO box initiave Ph 1		0		0%

		PO box initiave Ph 2		0		0%





		ARC

		CSR-Public Program Status		913		19%

		Password Reset/Account Unlock		751		15%

		CSR-Determination Result		329		7%

		CSR- QHP Status		274		6%

		CSR-Pending Case		139		3%

		CSR-Newborn Status		70		1%

		Prospect/Pending case		37		1%

		CSR-Status of Enrollment		8		0%

		Loss of ESI		7		0%

		Assister Policy Question		0		0%

		CSR-Status of reported Change		0		0%

		How Do I Apply?		0		0%

		Online Application Issues		0		0%





Aug 2019 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received (MNsure)		23770										935		837				1772				1123		1196		965		878		875				5037				1161		1171		1165		1061		951				5509				1365		1102		1055		946		903				5371				1293		1231		1177		1224		1156		0		6081

		Calls Handled		16078										736		626				1362				811		807		748		718		664				3748				843		844		647		545		562				3441				901		762		710		666		605				3644				764		674		760		822		864		0		3884

		Calls Abandoned		4586										144		128				273				231		276		150		94		153				904				233		234		66		65		74				672				340		189		188		170		205				1091				420		418		317		295		197		0		1646

		Abandon % (>5%)(Less Short Aban)		17.64%										14.08%		14.33%				14.21%				19.73%		21.79%		12.71%		9.99%		15.90%				16.02%				17.87%		16.95%		6.11%		7.52%		8.77%				11.44%				23.31%		16.09%		17.52%		19.03%		22.73%				19.74%				32.09%		34.06%		26.88%		24.05%		16.98%		0.00%		26.81%

		Avg Time to Abandon		0:15:44										0:14:51		0:15:46				0:15:18				0:18:51		0:16:48		0:15:36		0:14:20		0:16:37				0:16:26				0:19:04		0:17:47		0:11:08		0:11:17		0:13:25				0:14:32				0:18:11		0:17:06		0:13:56		0:12:29		0:14:47				0:15:18				0:17:02		0:20:45		0:14:48		0:16:42		0:16:05		0:00:00		0:17:04

		Average Wait Time (>5 min)		0:17:12										0:13:52		0:14:10				0:14:01				0:16:35		0:19:59		0:14:02		0:11:51		0:15:33				0:15:36				0:17:27		0:17:50		0:06:07		0:07:22		0:10:10				0:11:47				0:21:15		0:14:54		0:14:54		0:17:41		0:17:30				0:17:15				0:28:09		0:36:43		0:25:14		0:25:15		0:21:12		0:00:00		0:27:19

		Max Wait Time		1:51:38										1:12:09		1:10:21				1:12:09				1:45:50		1:11:39		1:14:23		1:02:14		1:16:13				1:45:50				1:32:54		1:23:37		1:23:43		1:08:52		1:38:18				1:38:18				1:32:42		1:29:30		0:58:32		0:55:42		1:16:20				1:32:42				1:33:37		1:51:38		1:23:13		1:36:59		1:20:49		0:00:00		1:51:38

		Service Level (<95% calls under 5 min)		28.81%										45.60%		34.81%				40.21%				33.96%		29.91%		57.07%		47.32%		38.72%				41.39%				29.29%		34.82%		23.86%		23.00%		18.87%				25.97%				34.84%		38.76%		13.55%		6.87%		15.02%				21.81%				8.32%		21.82%		12.88%		13.42%		16.93%		0.00%		14.67%

		Talk Time (Avg)		0:09:22										0:10:05		0:09:31				0:09:48				0:09:26		0:10:08		0:09:56		0:09:41		0:09:21				0:09:42				0:08:58		0:09:34		0:08:28		0:09:15		0:08:58				0:09:03				0:09:32		0:09:44		0:08:16		0:08:35		0:09:06				0:09:02				0:08:35		0:10:05		0:09:45		0:09:38		0:08:20		0:00:00		0:09:17

		Call Handle Time (Avg)		0:12:43										0:13:46		0:12:37				0:13:12				0:13:08		0:13:51		0:13:35		0:12:57		0:12:49				0:13:16				0:12:11		0:12:59		0:10:56		0:11:36		0:11:09				0:11:46				0:13:31		0:13:29		0:10:59		0:11:23		0:12:16				0:12:19				0:12:22		0:14:16		0:13:37		0:13:07		0:11:52		0:00:00		0:13:03

		Transfer Out		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na		0		na

		First Call Resolution %		79.48%										82.91%		79.64%				81.27%				81.30%		79.84%		79.21%		81.83%		82.83%				81.00%				81.39%		77.27%		79.42%		79.21%		79.84%				79.43%				77.94%		80.41%		76.04%		77.71%		80.18%				78.46%				77.87%		81.12%		78.38%		76.31%		72.59%		0.00%		77.25%

		Complaints Received		8										0		0				0				0		1		1		0		0				2				0		0		0		1		0				1				1		1		0		0		0				2				1		0		1		1		0		0		3

		Complaints Resolved		7										0		0				0				0		0		1		0		0				1				0		0		0		2		0				2				1		0		0		0		0				1				1		0		1		1		0		0		3

		Helpline (Transfers from Vendor)		3633										131		149				280				179		154		127		131		151				742				193		186		163		132		90				764				199		137		206		193		153				888				257		71		158		215		258		0		959

		Short Abandon (under 60 seconds)		428										14		19				33				15		21		8		15		13				72				9		17		27		15		16				84				23		24		32		15		20				114				23		31		23		24		24		0		125

		% of calls answered in under 10 minutes		41.99%										62.40%		47.37%				54.88%				46.76%		40.10%		66.26%		68.23%		50.87%				54.44%				50.36%		58.91%		48.80%		40.33%		38.38%				47.35%				42.59%		46.17%		24.69%		19.10%		31.93%				32.90%				10.89%		24.28%		14.47%		21.26%		30.93%		0.00%		20.36%

		Occupany		28.30%										0.87%		0.87%				0.87%				0.92%		85.80%		0.83%		81.89%		0.86%				34.06%				0.86%		0.92%		0.87%		0.85%		86.51%				18.00%				0.91%		0.84%		89.59%		89.42%		86.64%				53.48%				86.19%		86.35%		0.92%		0.94%		0.93%		0.00%		35.07%

		Max Agents		20.29										16.41		15.95				16.41				14.00		17.69		18.28		16.86		16.26				18.28				17.58		17.58		16.42		16.51		16.93				17.58				17.06		15.19		15.96		15.00		13.44				17.06				12.77		14.86		20.29		19.05		15.66		0.00		20.29





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received (MNsure)		2363										95		65				160				84		100		106		89		78				457				106		85		102		122		83				498				109		106		117		101		110				543				146		143		139		135		142				705

		Calls Handled		2276										92		63				155				83		97		101		84		75				440				103		81		101		118		83				486				101		101		113		99		107				521				142		135		136		125		136				674

		Calls Abandoned		86										3		2				5				1		3		5		5		2				16				3		4		1		4		0				12				8		5		4		2		3				22				4		8		3		10		6				31

		Abandon % (>5%)(Less Short Aban)		3.47%										3.16%		3.08%				3.12%				1.19%		3.00%		4.72%		5.62%		2.56%				3.42%				2.83%		4.71%		0.98%		3.28%		0.00%				2.36%				7.34%		4.72%		3.42%		1.98%		2.73%				4.04%				2.74%		5.59%		2.16%		7.41%		4.23%				4.43%

		Avg Time to Abandon		0:02:26										0:02:32		0:01:12				0:01:52				0:04:02		0:02:02		0:03:13		0:01:00		0:05:49				0:03:13				0:03:02		0:02:53		0:02:40		0:01:08		0:00:00				0:01:56				0:01:58		0:02:20		0:01:02		0:00:44		0:02:38				0:01:44				0:03:24		0:03:47		0:01:33		0:03:38		0:04:56				0:03:27

		Average Wait Time (>5 min)		0:01:47										0:01:46		0:01:08				0:01:27				0:01:22		0:01:27		0:01:44		0:01:10		0:01:16				0:01:23				0:02:12		0:00:40		0:01:50		0:02:52		0:00:37				0:01:38				0:01:26		0:01:29		0:02:20		0:01:05		0:01:20				0:01:32				0:03:06		0:02:31		0:02:22		0:03:15		0:03:39				0:02:58

		Max Wait Time		0:18:43										0:10:53		0:10:28				0:10:53				0:12:01		0:10:58		0:13:47		0:11:15		0:13:09				0:13:47				0:11:35		0:08:37		0:12:02		0:11:26		0:06:37				0:12:02				0:11:25		0:11:59		0:10:55		0:11:32		0:10:27				0:11:59				0:18:43		0:12:08		0:10:30		0:14:46		0:17:17				0:18:43

		Service Level (<95% calls under 5 min)		62.23%										67.37%		73.85%				70.61%				66.67%		66.00%		56.60%		73.03%		71.79%				66.82%				56.60%		76.47%		62.75%		42.62%		78.31%				63.35%				66.06%		67.92%		54.70%		71.29%		65.45%				65.08%				40.41%		49.65%		47.48%		44.44%		44.37%				45.27%

		Talk Time (Avg)		0:10:04										0:11:39		0:11:29				0:11:34				0:09:58		0:08:57		0:09:48		0:09:32		0:10:18				0:09:42				0:09:55		0:09:24		0:08:47		0:10:15		0:10:05				0:09:41				0:10:27		0:08:14		0:10:39		0:09:07		0:08:41				0:09:25				0:09:05		0:07:52		0:11:44		0:10:34		0:10:28				0:09:56

		Call Handle Time (Avg)		0:13:54										0:15:12		0:15:05				0:15:08				0:14:09		0:13:08		0:14:01		0:12:50		0:14:07				0:13:39				0:14:16		0:13:42		0:12:25		0:14:32		0:14:08				0:13:48				0:14:04		0:11:41		0:14:34		0:13:04		0:12:33				0:13:11				0:12:31		0:11:42		0:16:05		0:14:25		0:14:05				0:13:45

		Max Agents		4.86										3.11		2.11				3.11				2.90		2.83		3.14		2.40		2.35				3.14				3.26		2.47		2.79		3.81		2.61				3.81				3.16		2.62		3.66		2.87		2.98				3.66				3.95		4		4.86		4.01		4.62				4.86





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received (MNsure)		5066										267		209				476				267		237		214		229		210				1157				243		200		214		230		223				1110				233		218		225		239		196				1111				240		250		278		237		207				1212

		Calls Handled		4319										226		197				423				223		199		198		197		197				1014				197		158		183		187		197				922				196		190		201		219		164				970				194		208		207		198		183				990

		Calls Abandoned		739										41		12				53				44		38		15		32		13				142				46		41		31		43		26				187				37		27		24		20		32				140				46		42		66		39		24				217

		Abandon % (>5%)(Less Short Aban)		13.92%										15.36%		5.74%				10.55%				16.48%		16.03%		7.01%		13.97%		6.19%				11.94%				18.93%		20.50%		14.49%		18.70%		11.66%				16.86%				15.88%		12.39%		10.67%		8.37%		16.33%				12.73%				19.17%		16.80%		23.74%		16.46%		11.59%				17.55%

		Avg Time to Abandon		0:04:08										0:04:12		0:02:17				0:03:14				0:06:21		0:05:29		0:01:20		0:04:44		0:02:16				0:04:02				0:06:32		0:04:21		0:02:51		0:06:03		0:04:06				0:04:46				0:03:10		0:03:58		0:05:01		0:02:22		0:06:11				0:04:08				0:06:23		0:05:09		0:02:11		0:04:00		0:04:48				0:04:30

		Average Wait Time (>5 min)		0:06:09										0:09:05		0:01:39				0:05:22				0:07:45		0:07:26		0:01:38		0:05:31		0:03:52				0:05:14				0:09:36		0:09:32		0:07:27		0:08:54		0:03:34				0:07:48				0:07:20		0:06:04		0:04:50		0:02:45		0:05:55				0:05:22				0:09:29		0:08:16		0:05:48		0:06:52		0:04:31				0:06:59

		Max Wait Time		0:31:41										0:23:40		0:09:43				0:23:40				0:31:41		0:27:28		0:09:07		0:23:17		0:18:46				0:31:41				0:28:52		0:24:27		0:21:33		0:27:14		0:13:42				0:28:52				0:22:44		0:23:47		0:21:39		0:13:47		0:21:42				0:23:47				0:28:38		0:23:14		0:26:24		0:21:36		0:22:11				0:28:38

		Service Level (<95% calls under 5 min)		25.99%										15.36%		51.20%				33.28%				14.23%		25.74%		54.21%		25.76%		38.10%				31.61%				16.05%		9.50%		22.43%		10.87%		29.15%				17.60%				22.32%		24.88%		27.56%		35.98%		26.02%				27.35%				9.58%		15.60%		35.97%		14.77%		24.64%				20.11%

		Talk Time (Avg)		0:04:31										0:04:21		0:03:55				0:04:08				0:04:02		0:05:36		0:04:43		0:04:39		0:04:25				0:04:41				0:04:48		0:04:07		0:04:27		0:05:00		0:03:57				0:04:27				0:05:03		0:04:30		0:04:20		0:04:07		0:04:55				0:04:35				0:04:52		0:04:11		0:04:35		0:05:00		0:05:20				0:04:47

		Call Handle Time (Avg)		0:07:12										0:07:07		0:06:17				0:06:42				0:07:07		0:08:32		0:07:41		0:07:24		0:07:44				0:07:41				0:07:56		0:07:57		0:07:02		0:07:59		0:06:11				0:07:25				0:07:37		0:06:49		0:06:53		0:06:22		0:07:56				0:07:07				0:07:12		0:06:17		0:06:47		0:07:26		0:07:43				0:07:05

		Max Agents		3.04										1.91		1.67				1.91				3.04		2.49		2.32		2.30		2.48				3.04				2.45		2.33		1.70		1.99		1.19				2.45				2.51		1.64		1.84		1.59		1.90				2.51				1.97		2		1.83		1.77		2.31				2.31





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received		3633										131		149				280				179		154		127		131		151				742				193		186		163		132		90				764				199		137		206		193		153				888				257		71		158		215		258				959

		Calls Handled		2189										88		96				183.9857480603				116.8122065728		90.1114551084		77.4023668639		96.1694117647		96				476				114		107		42		21		15				299				112.5656565657		50		152		152		107				573				181.9396825397		40		99.6940726577		143.3333333333		191.1856474259				655.9669720678

		Calls Abandoned		953										38		47				84.3729574678				59.1064162754		56.9752321981		45.3392504931		32.0564705882		53				246				75		73		8		4		4				164				78.1426767677		18		14		35		41				186				70.980952381		28		52.8680688337		60.4796747967		60.3744149766				272.5607498768

		Abandon %		25.42%										28.88%		31.23%				30.06%				33.02%		37.00%		35.70%		24.47%		34.98%				33.03%				38.65%		39.17%		4.68%		3.38%		4.66%				18.11%				22.49%		3.72%		6.55%		17.94%		26.98%				15.54%				27.62%		39.24%		33.46%		28.13%		23.40%				30.37%

		Avg Time to Abandon		0:17:10										0:16:06		0:17:20				0:16:43				0:22:33		0:18:52		0:15:27		0:14:39		0:18:26				0:17:59				0:21:26		0:18:34		0:07:15		0:08:08		0:15:40				0:14:12				0:20:42		0:14:13		0:13:52		0:11:05		0:15:55				0:15:09				0:18:26		0:27:36		0:19:08		0:23:21		0:20:31				0:21:48

		Average Wait Time (>5 min)		0:32:15										0:30:17		0:34:07				0:32:12				0:30:49		0:38:44		0:38:07		0:29:31		0:36:37				0:34:45				0:39:07		0:40:00		0:05:10		0:14:50		0:26:02				0:25:01				0:37:46		0:15:21		0:14:19		0:27:43		0:27:22				0:24:30				0:36:10		0:58:27		0:43:12		0:46:00		0:40:17				0:44:49

		Max Wait Time		1:51:38										1:12:09		1:10:21				1:12:09				1:45:50		1:11:39		1:14:23		1:02:14		1:16:13				1:45:50				1:32:54		1:23:37		1:23:43		1:08:52		1:38:18				1:38:18				1:32:42		1:29:30		0:58:32		0:55:42		1:16:20				1:32:42				1:33:37		1:51:38		1:23:13		1:36:59		1:20:49				1:51:38

		Service Level (<95% calls under 5 min)		9.98%										11.86%		9.62%				10.74%				7.32%		6.97%		9.35%		6.73%		5.88%				7.25%				6.26%		8.54%		29.85%		10.62%		4.88%				12.03%				8.03%		10.29%		12.58%		16.85%		10.39%				11.63%				10.95%		9.11%		7.13%		8.75%		5.43%				8.27%

		Talk Time (Avg)		0:12:23										0:12:31		0:13:04				0:12:47				0:12:39		0:12:39		0:13:24		0:12:22		0:12:53				0:12:47				0:11:34		0:11:32		0:10:34		0:11:37		0:11:56				0:11:26				0:11:58		0:11:58		0:11:52		0:11:50		0:13:10				0:12:09				0:12:53		0:12:15		0:13:15		0:13:15		0:12:22				0:12:48

		Call Handle Time (Avg)		0:20:11										0:20:25		0:20:57				0:20:41				0:20:13		0:20:31		0:21:37		0:20:07		0:21:32				0:20:48				0:19:07		0:19:01		0:17:47		0:19:15		0:20:05				0:19:03				0:20:10		0:19:36		0:19:21		0:19:25		0:21:10				0:19:56				0:21:03		0:19:43		0:21:17		0:20:26		0:19:47				0:20:27

		Percent. calls transferred by vendor		15.40%										3:21:45		4:16:20				15.91%				3:49:31		3:05:25		3:09:30		3:34:51		4:08:30				3:33:33				3:59:22		3:48:43		3:21:28		2:59:09		2:16:16				3:17:00				3:29:56		2:59:01		4:41:10		4:53:47		4:03:59				4:01:34				4:46:13		1:23:03		3:13:18		4:12:56		5:21:23				15.79%

		Max Agents		20.85										15.51		12.38				15.51				18.47		17.22		14.83		13.95		14.16				18.47				16.40		17.12		16.95		18.00		14.16				18.00				20.07		14.41		13.02		12.89		12.08				20.07				20.85		3:39:16		15.60		18.61		20.50				20.85





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Busy		9										2		0				2				0		0		1		1		1				3				0		0		0		0		0				0				0		2		0		0		1				3				0		0		0		0		1				1

		Caller canceled		52										6		2				8				1		0		2		0		1				4				2		4		6		3		1				16				2		1		0		4		1				8				1		4		2		5		4				16

		Connected		4764										224		142				366				201		265		201		162		199				1028				265		291		248		264		166				1234				282		215		126		129		125				877				247		251		246		241		274				1259

		Error		22										0		0				0				0		0		0		2		0				2				0		1		0		0		0				1				2		0		13		1		0				16				0		0		2		1		0				3

		Invalid Number		2										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1		1		0				2

		No Answer		468										10		20				30				12		28		22		7		11				80				16		23		27		16		11				93				26		10		10		14		15				75				18		41		54		49		28				190

		No Response		728										32		26				58				22		30		20		19		14				105				26		33		42		32		10				143				44		25		28		31		32				160				46		66		35		67		48				262

		Total Requests		6045										274		190				464				236		323		246		191		226				1222				309		352		323		315		188				1487				356		253		177		179		174				1139				312		362		340		364		355				1733

		% Connected 		78.95%										82%		75%				78.24%				85%		82%		82%		85%		88%				84%				86%		83%		77%		84%		88%				83%				79%		85%		71%		72%		72%				76%				79%		69%		72%		66%		77%				72.85%





		Top Call Drivers		Total		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		CC

		1095A Questions		0																0																0																0																0																0												0

		Address Change/Correction		124																0																0								31								31						23		25								48						18		27								45												45

		Caller Hung Up without Speaking		169										26						26						28										28								41								41				40				34								74																0												0

		Checking on Status of Reported Change		71																0				24				22								46				25												25																0																0												0

		Disable Account Request		869										50						50				47		47		55		61		33				243				58		48		45		43		58				252				43		48		43		28						162				40		31		32		28		31				162												162

		Determination Result		139												57				57																0																0				35						21						56				26												26												26

		Duplicate 1095-A Request^		0																0																0																0																0																0												0

		Enrollment Status Check		427																0				31		32		24		21		19				127				27		27						31				85				32		22		24								78				43		23		41		30						137												137

		Full Term		80												22				22																0																0																0										26		32				58												58

		How Do I Apply?		543										44						44				45		36		41		27		27				176				40		41		34				30				145				37						25						62						44		32				40				116												116

		How Do I Update My Application?		771										37		31				68				28		27		28		39		45				167				29		33		43		41		43				189				41		42		44		43						170				36		45		29		35		32				177												177

		How To Enroll In a Plan?		960										45		22				67				50		33		50		43		50				226				55		44		44		46		27				216				45		59		50		45						199				53		40		54		50		55				252												252

		Income Change		888										36		39				75				38		41		48		38		29				194				41		42		53		44		42				222				42		40		36		40						158				52		39		52		46		50				239												239

		Loss/Gain of ESI^		186										24		42				66																0						27						23				50																0								23				47				70												70

		Loss/Gain of MEC^		102										31						31																0												22				22						24		25								49																0												0

		Loss of ESI		140																0																0																0										23						23				36						44		37				117												117

		Loss of Public Program		45												21				21																0																0																0				24												24												24

		MCRE/Counties		2351										120						120				131		123		124		118		97				593				131		127		124		144		133				659				159		119		105		108						491				88		95		85		107		113				488												488

		Multiple changes		110												110				110																0																0																0																0												0

		Notice V19		340																0								64		68		52				184				75		54		27								156																0																0												0

		Password Reset/Account Unlock		1939										109						109				100		130		114		108		93				545				114		109		105		110		95				533				93		98		80		73						344				77		76		95		78		82				408												408

		PO box initiave Ph 1		88												88				88																0																0																0																0												0

		PO box initiave Ph 2		0																0																0																0																0																0												0

		Request to Close Application^		153																0				23		26				25		23				97																0										24						24										32						32												32

		System Issues-Advised Consumer to Call Back Later		33																0																0																																0						33										33												33

		Total		203				0		0		0		10		9				19				10		10		10		10		10				50				10		10		10		6		10				46				10		9		10		10		0				39				10		9		10		10		10				 



		Broker																																																																																		0

		APTC/CSR Questions		19																0																0																0																0				19												19

		Caller Hung up without speaking		0																0																0						`2										0

		CSR-Determination Result		128												11				11				7				8		13						28				6		8						7				21				9		8		7		8						32						8		11		9		8				36

		CSR-Status of Enrollment		149												7				7				10		7		12		10		8				47				12		`2				6		11				29				10		9				6						25				11		8		13		9						41

		CSR-Status of Reported Change		0																0								 								0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		4																0																0												4				4																0																0

		How Do I Apply?		37																0				6												6				9												9						7		8								15												7				7

		How Do I Update My Application?		20																0						7										7																0						7				6						13																0

		How To Enroll In a Plan?		15										6						6								9								9																0																0																0

		Loss of ESI		172										8						8								10				7				17				8		12				10		10				40				11		10		10		7						38				8				16		14		31				69

		Loss of COBRA		0																0																																																																0

		Loss of Public Program		126										9		3				12										5		6				11						7				8						15																0				15		8		13		21		31				88

		Loss/Gain of MEC^		118										15						15				14		8				10		9				41						8				13						21				10				12		9						31								10								10

		Online Application Issues																																																																								11

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		115												3				3						11		7		9						27						7						4				11				9				10								19				9		11				16		19				55

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		39										8		7				15						6						7				13				6		5										11																0																0

		Status of Submitted AOR Form		8																0																0										8						8																0





		ARC																																																																																		0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		338										23		19				42				20		14		15		12		16				77				19		9				11		11				50				15		17		19		22						73				17		16		20		28		15				96

		CSR-Determination Result		311										13		14				27				32		13		23		23		17				108				22		31				22		21				96				14				22								36				18		11		15								44

		CSR-Newborn Status		107																0										13						13										12						12				10		14		11		15						50				9				16				7				32

		CSR-Pending Case		127										21		11				32						11		13				9				33				12		17						21				50										11						11										1						1

		CSR-Public Program Status		949										52		73				125				57		45		56		56		48				262				46		28				28		41				143				52		60		47		43						202				36		36		58		39		48				217

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues																																																																								14

		Password Reset/Account Unlock		580										41		30								54		40		28		42		30								28		26				22		26								30		32		30		35										28		34		30		40		25

		Prospect/Pending case		42																				11																		8																8																				8		7





		PP																																																																						21		20										41

		MCRE		708										37		25				62		 		32		25		31		28		24				140				31		29		23		47		23				153				35		36		29		30						130				67		75		27		30		24				223

		Counties		1702										83		85				168		 		99		98		93		90		73				453				100		88		101		97		110				496				124		83		76		78						361								58		77		89







		Top Call Drivers		Total

		CC

		MCRE/Counties		2351										22%

		Password Reset/Account Unlock		1939										18%

		How To Enroll In a Plan?		960										9%

		Income Change		888										8%

		Disable Account Request		869										8%

		How Do I Update My Application?		771										7%

		How Do I Apply?		543										5%

		Enrollment Status Check		427										4%

		Notice V19		340										3%

		Loss/Gain of ESI^		186										2%

		Caller Hung Up without Speaking		169										2%

		Request to Close Application^		153										1%

		Loss of ESI		140										1%

		Determination Result		139										1%

		Address Change/Correction		124										1%

		Multiple changes		110										1%

		Loss/Gain of MEC^		102										1%

		PO box initiave Ph 1		88										1%

		Full Term		80										1%

		Checking on Status of Reported Change		71										1%

		Loss of Public Program		45										0%

		System Issues-Advised Consumer to Call Back Later		33										0%

				10528

		Broker

		APTC/CSR Questions		19										2%

		Loss of ESI		172										18%

		CSR-Status of Enrollment		149										16%

		CSR-Determination Result		128										13%

		Loss of Public Program		126										13%

		Loss/Gain of MEC^		118										12%

		Password Reset/Account Unlock		115										12%

		Status of My SEP Request		39										4%

		How Do I Apply?		37										4%

		How Do I Update My Application?		20										2%

		How To Enroll In a Plan?		15										2%

		Status of Submitted AOR Form		8										1%

		Full Term		4										0%

				950



		ARC

		CSR-Public Program Status		949										39%

		Password Reset/Account Unlock		580										24%

		CSR- QHP Status		338										14%

		CSR-Determination Result		311										13%

		CSR-Pending Case		127										5%

		CSR-Newborn Status		107										4%

		Prospect/Pending case		42										2%

				2454





Jul 2019 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg						Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28												Week Jul 28

		Calls Received (MNsure)		22634				1427		1119		816				739		0		4101				1232		1120		932		921		884				5089				1213		1043		860		805		850				4771				1128		1089		966		841		883				4907				1363		1214		1189								3766

		Calls Handled		17926				1090		902		695				616		0		3303				956		906		774		768		683				4087				896		857		728		708		696				3886				846		790		792		694		684				3805				1029		922		893								2844

		Calls Abandoned		3085				222		130		63				70		0		486				171		141		95		99		148				655				203		121		91		56		98				569				192		210		129		99		129				759				211		199		206								616

		Abandon % (>5%)(Less Short Aban)		12.47%				15.04%		10.65%		7.41%				8.51%		0.00%		10.40%				13.82%		11.71%		9.36%		9.55%		14.65%				11.82%				16.39%		11.21%		9.47%		6.69%		10.24%				10.80%				16.01%		18.40%		12.08%		10.23%		12.60%				13.86%				14.89%		14.46%		17.06%								15.47%

		Avg Time to Abandon		0:14:22				0:14:29		0:15:55		0:09:45				0:14:01		0:00:00		0:13:33				0:13:19		0:13:33		0:11:52		0:14:57		0:12:15				0:13:11				0:16:50		0:12:39		0:12:19		0:10:26		0:13:01				0:13:03				0:12:46		0:16:00		0:11:42		0:15:27		0:16:43				0:14:32				0:15:48		0:22:02		0:14:46								0:17:32

		Average Wait Time (>5 min)		0:13:11				0:18:23		0:11:39		0:08:02				0:09:36		0:00:00		0:11:55				0:13:40		0:12:46		0:09:17		0:11:28		0:13:03				0:12:03				0:18:31		0:12:19		0:10:20		0:07:41		0:11:25				0:12:03				0:13:10		0:17:11		0:13:01		0:11:07		0:12:39				0:13:26				0:14:45		0:17:07		0:17:39								0:16:30

		Max Wait Time		1:31:00				1:20:53		1:14:55		0:46:57				0:46:33		0:00:00		1:20:53				1:24:04		1:05:36		0:51:37		1:02:01		0:51:58				1:24:04				1:31:00		0:59:31		0:47:20		0:44:46		0:54:24				1:31:00				1:00:21		1:07:57		1:02:47		0:54:12		1:04:47				1:07:57				1:19:19		1:24:07		1:23:38								1:24:07

		Service Level (<95% calls under 5 min)		45.12%				29.52%		44.86%		50.43%				43.44%		0.00%		42.06%				36.54%		37.97%		49.50%		57.27%		46.58%				45.57%				38.43%		56.93%		55.49%		55.44%		43.97%				50.05%				21.51%		33.77%		63.15%		53.54%		48.98%				44.19%				43.22%		56.88%		31.14%								43.75%

		Talk Time (Avg)		0:09:42				0:09:49		0:09:58		0:09:41				0:09:20		0:00:00		0:09:42				0:09:26		0:08:47		0:09:04		0:09:55		0:09:40				0:09:23				0:09:47		0:10:04		0:09:42		0:10:36		0:09:35				0:09:57				0:08:17		0:10:11		0:10:06		0:10:37		0:10:19				0:09:54				0:09:01		0:09:44		0:09:52								0:09:33

		Call Handle Time (Avg)		0:13:13				0:13:18		0:13:14		0:13:15				0:12:15		0:00:00		0:13:01				0:12:49		0:11:54		0:12:12		0:13:40		0:13:14				0:12:46				0:13:58		0:14:10		0:13:02		0:14:01		0:12:45				0:13:35				0:11:08		0:13:57		0:14:11		0:14:05		0:13:49				0:13:26				0:12:52		0:13:27		0:13:28								0:13:16

		Transfer Out		na				na		na		na				na		0		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		79.33%				78.06%		79.63%		78.78%				83.21%		0.00%		79.92%				81.86%		80.17%		75.87%		78.48%		79.27%				79.13%				80.90%		81.09%		81.32%		79.96%		82.20%				81.10%				79.69%		80.00%		80.83%		79.65%		76.57%				79.35%				80.58%		77.70%		73.20%								77.16%

		Complaints Received		12				1		0		1				0		0		2				1		1		0		0		0				2				0		0		1		0		1				2				1		1		0		1		0				3				1		0		2								3

		Complaints Resolved		14				2		0		1				0		0		3				0		1		1		0		0				2				1		1		0		0		1				3				1		1		0		1		0				3				1		0		2								3

		Helpline (Transfers from Vendor)		3721				275		191		149				161		0		776				241		243		215		133		157				989				175		121		152		123		138				709				278		157		103		138		122				798				144		112		193								449

		Short Abandon (under 60 seconds)		362				24		19		10				10		0		63				24		16		17		11		14				82				22		6		6		13		11				58				13		20		13		5		12				63				42		37		17								96

		% of calls answered in under 10 minutes		61.70%				45.94%		66.41%		71.51%				65.59%		0.00%		62.36%				52.57%		56.84%		63.04%		70.48%		58.44%				60.27%				51.70%		68.97%		68.39%		75.99%		65.16%				66.04%				46.49%		50.71%		72.86%		69.91%		67.36%				61.46%				58.25%		65.80%		51.06%								58.37%

		Occupany		36.79%				0.89%		0.87%		81.69%				81.69%		0.00%		41.28%				0.89%		0.86%		81.67%		0.87%		0.79%				17.02%				0.87%		0.78%		81.48%		0.87%		83.90%				33.58%				0.89%		88.87%		80.99%		0.84%		0.85%				34.49%				89.63%		82.31%		0.87%								57.60%

		Max Agents		21.79				21.79		20.82		15.67				15.67		0.00		21.79				19.68		18.46		18.65		16.95		14.45				19.68				15.44		18.26		18.03		19.13		16.99				19.13				14.42		14.70		17.27		18.53		16.07				18.53				16.70		18.02		17.03								18.02





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg				Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28												Week Jul 28

		Calls Received (MNsure)		2402				107		107		86				23		0		323				101		125		109		122		87				544				126		142		122		107		81				578				107		115		101		79		108				510				143		137		167								447

		Calls Handled		2289				100		104		81				23		0		308				99		120		101		115		81				516				121		130		116		104		77				548				104		113		96		76		104				493				133		129		162								424

		Calls Abandoned		108				7		3		5				0		0		15				2		4		8		7		6				27				4		11		6		2		4				27				3		2		4		3		4				16				10		8		5								23

		Abandon % (>5%)(Less Short Aban)		4.36%				6.54%		2.80%		5.81%				0.00%		0.00%		3.79%				1.98%		3.20%		7.34%		5.74%		6.90%				5.03%				3.17%		7.75%		4.92%		1.87%		4.94%				4.53%				2.80%		1.74%		3.96%		3.80%		3.70%				3.20%				6.99%		5.84%		2.99%								5.27%

		Avg Time to Abandon		0:03:18				0:03:10		0:01:53		0:01:56				0:00:00		0:00:00		0:01:44				0:03:34		0:03:12		0:03:29		0:03:57		0:01:56				0:03:13				0:06:52		0:02:24		0:03:45		0:07:28		0:07:40				0:05:37				0:03:22		0:01:06		0:02:30		0:01:17		0:03:48				0:02:24				0:05:08		0:02:42		0:02:49								0:03:33

		Average Wait Time (>5 min)		0:02:10				0:03:42		0:02:30		0:02:30				0:00:32		0:00:00		0:02:18				0:01:42		0:02:38		0:03:46		0:02:25		0:01:47				0:02:27				0:02:45		0:03:09		0:01:38		0:01:39		0:01:16				0:02:05				0:02:12		0:00:55		0:02:18		0:00:42		0:01:08				0:01:27				0:03:38		0:02:33		0:01:31								0:02:34

		Max Wait Time		0:20:05				0:13:09		0:14:01		0:13:41				0:06:07		0:00:00		0:14:01				0:13:02		0:13:49		0:18:42		0:12:36		0:13:39				0:18:42				0:15:54		0:12:28		0:10:10		0:10:25		0:10:48				0:15:54				0:12:00		0:10:12		0:10:48		0:08:07		0:12:54				0:12:54				0:20:05		0:11:55		0:13:04								0:20:05

		Service Level (<95% calls under 5 min)		55.31%				33.64%		50.47%		50.00%				91.30%		0.00%		56.35%				65.35%		51.20%		38.53%		43.44%		63.22%				52.35%				47.62%		38.30%		59.84%		62.62%		62.96%				54.27%				54.21%		69.57%		47.00%		77.22%		69.44%				63.49%				44.76%		40.88%		64.67%								50.10%

		Talk Time (Avg)		0:09:21				0:08:42		0:08:26		0:07:52				0:08:41		0:00:00		0:08:25				0:10:53		0:08:56		0:10:20		0:09:35		0:10:57				0:10:08				0:10:08		0:09:34		0:09:45		0:10:19		0:09:54				0:09:56				0:09:08		0:07:38		0:09:28		0:06:24		0:07:42				0:08:04				0:11:02		0:09:57		0:09:44								0:10:14

		Call Handle Time (Avg)		0:13:15				0:13:14		0:12:24		0:11:46				0:13:32		0:00:00		0:12:44				0:15:37		0:13:02		0:14:01		0:12:55		0:15:00				0:14:07				0:14:03		0:13:32		0:13:41		0:15:06		0:13:23				0:13:57				0:13:12		0:10:53		0:14:03		0:09:30		0:10:53				0:11:42				0:14:56		0:13:19		0:13:07								0:13:47

		Max Agents		4.72				2.94		2.86		2.12				0.69		0.00		2.94				4.01		3.48		3.15		3.30		2.90				4.01				3.78		3.91		3.53		3.49		2.29				3.91				3.05		3.37		3.03		1.60		2.52				3.37				4.41		4		4.72								4.72





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg				Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28												Week Jul 28

		Calls Received (MNsure)		5459				295		266		253				165		0		979				250		264		297		276		265				1352				264		255		256		240		211				1226				267		239		219		232		210				1167				243		259		233								735

		Calls Handled		4634				230		215		188				155		0		788				205		197		226		233		216				1077				234		221		218		215		189				1077				233		209		209		217		180				1048				222		220		202								644

		Calls Abandoned		812				65		51		65				10		0		191				45		67		71		42		48				273				30		32		38		25		22				147				29		29		9		13		30				110				21		39		31								91

		Abandon % (>5%)(Less Short Aban)		14.40%				22.03%		19.17%		25.69%				6.06%		0.00%		18.24%				18.00%		25.38%		23.91%		15.22%		18.11%				20.12%				11.36%		12.55%		14.84%		10.42%		10.43%				11.92%				10.86%		12.13%		4.11%		5.60%		14.29%				9.40%				8.64%		15.06%		13.30%								12.33%

		Avg Time to Abandon		0:04:28				0:05:26		0:04:26		0:07:03				0:04:49		0:00:00		0:05:26				0:03:51		0:06:25		0:06:06		0:04:40		0:05:28				0:05:18				0:03:38		0:04:07		0:03:25		0:03:28		0:02:15				0:03:22				0:06:52		0:03:52		0:02:24		0:04:25		0:04:23				0:04:23				0:03:03		0:04:49		0:03:40								0:03:50

		Average Wait Time (>5 min)		0:06:24				0:08:17		0:10:23		0:11:12				0:02:40		0:00:00		0:08:08				0:06:54		0:12:59		0:13:00		0:06:58		0:08:34				0:09:41				0:04:28		0:05:46		0:03:10		0:04:17		0:02:16				0:03:59				0:06:43		0:04:32		0:02:00		0:02:03		0:04:36				0:03:58				0:04:03		0:09:32		0:05:16								0:06:17

		Max Wait Time		0:30:44				0:22:48		0:25:04		0:30:44				0:17:46		0:00:00		0:30:44				0:22:41		0:27:40		0:26:27		0:18:49		0:25:26				0:27:40				0:15:54		0:22:49		0:17:30		0:16:41		0:12:01				0:22:49				0:25:49		0:21:34		0:10:19		0:19:23		0:18:32				0:25:49				0:12:53		0:27:42		0:21:03								0:27:42

		Service Level (<95% calls under 5 min)		26.82%				13.90%		10.15%		17.39%				50.91%		0.00%		23.09%				18.80%		11.36%		7.07%		21.38%		13.58%				14.44%				34.85%		28.24%		40.23%		30.83%		36.02%				34.03%				24.81%		36.55%		50.23%		56.28%		39.52%				41.48%				20.16%		18.15%		24.89%								21.07%

		Talk Time (Avg)		0:04:30				0:04:29		0:04:50		0:04:18				0:04:23		0:00:00		0:04:30				0:04:59		0:05:04		0:04:57		0:04:30		0:04:12				0:04:44				0:04:19		0:04:42		0:04:41		0:05:05		0:04:24				0:04:38				0:04:36		0:04:25		0:04:14		0:04:32		0:04:51				0:04:31				0:04:04		0:04:14		0:04:13								0:04:10

		Call Handle Time (Avg)		0:07:35				0:07:27		0:08:06		0:07:44				0:07:32		0:00:00		0:07:42				0:08:25		0:08:22		0:08:49		0:07:59		0:07:58				0:08:18				0:07:42		0:07:23		0:07:24		0:08:30		0:07:03				0:07:36				0:07:46		0:07:01		0:06:46		0:07:11		0:07:46				0:07:18				0:06:47		0:07:07		0:07:07								0:07:00

		Max Agents		3.82				2.92		3.15		2.45				2.03		0.00		3.15				3.05		2.91		3.81		3.82		3.13				3.82				3.16		2.37		2.46		2.90		1.91				3.16				3.01		2.21		2.01		2.38		2.43				3.01				1.86		2		1.79								2.16





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg				Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28												Week Jul 28

		Calls Received		3721				275		191		149				161		0		776				241		243		215		133		157				989				175		121		152		123		138				709				278		157		103		138		122				798				144		112		193								449

		Calls Handled		2639				192.0468948035		133.5367521368		118.932735426				115		0		559.8785870907				183.114599686		172.5652173913		156.0617760618		97.5505836576		101				711				123		94		112		102		96				526				181.2305343511		103		74		94		77				530				101.1474530831		73		138.936746988								312.7508667377

		Calls Abandoned		976				72.845373891		48.6478632479		25.7242152466				43		0		189.8972424117				49.9403453689		65.7391304348		52.7123552124		32.3443579767		52				252				45		24		37		20		40				166				91.6763358779		49		26		39		38				244				38.6058981233		36		49.4126506024								123.8518820591

		Abandon %		26.16%				26.49%		25.47%		17.26%				26.51%		0.00%		23.93%				20.72%		27.05%		24.52%		24.32%		32.85%				25.89%				25.63%		19.77%		24.63%		16.35%		28.74%				23.02%				32.98%		31.15%		25.41%		28.11%		31.52%				29.83%				26.81%		31.99%		25.60%								28.13%

		Avg Time to Abandon		0:15:01				0:16:35		0:16:54		0:08:34				0:13:51		0:00:00		0:13:58				0:15:30		0:14:11		0:11:25		0:14:26		0:12:14				0:13:33				0:19:11		0:12:32		0:11:57		0:10:02		0:12:36				0:13:15				0:13:23		0:17:26		0:11:41		0:16:01		0:17:33				0:15:12				0:16:51		0:22:56		0:17:37								0:19:08

		Average Wait Time (>5 min)		0:28:17				0:40:12		0:27:28		0:15:21				0:25:08		0:00:00		0:27:02				0:28:17		0:29:39		0:22:49		0:25:03		0:26:57				0:26:33				0:34:14		0:22:29		0:24:49		0:17:51		0:27:35				0:25:23				0:26:45		0:31:30		0:27:33		0:29:59		0:32:02				0:29:33				0:26:52		0:37:55		0:34:01								0:32:56

		Max Wait Time		1:31:00				1:20:53		1:14:55		0:46:57				0:46:33		0:00:00		1:20:53				1:24:04		1:05:36		0:51:37		1:02:01		0:51:58				1:24:04				1:31:00		0:59:31		0:47:20		0:44:46		0:54:24				1:31:00				1:00:21		1:07:57		1:02:47		0:54:12		1:04:47				1:07:57				1:19:19		1:24:07		1:23:38								1:24:07

		Service Level (<95% calls under 5 min)		8.67%				7.63%		11.65%		14.52%				4.55%		0.00%		9.59%				10.23%		7.39%		11.93%		8.15%		6.67%				8.87%				7.78%		10.83%		8.50%		7.42%		7.36%				8.38%				12.75%		7.87%		12.71%		3.60%		7.55%				8.90%				6.35%		9.52%		6.94%								7.60%

		Talk Time (Avg)		0:12:17				0:13:05		0:12:46		0:11:47				0:11:26		0:00:00		0:12:16				0:12:14		0:11:58		0:11:29		0:11:30		0:12:29				0:11:56				0:12:20		0:11:41		0:11:48		0:13:39		0:11:54				0:12:16				0:12:41		0:12:18		0:11:43		0:13:17		0:12:54				0:12:34				0:11:55		0:12:45		0:12:32								0:12:24

		Call Handle Time (Avg)		0:19:41				0:20:41		0:19:58		0:19:23				0:18:34		0:00:00		0:19:39				0:19:33		0:19:13		0:18:34		0:18:59		0:19:15				0:19:06				0:20:11		0:19:08		0:18:56		0:21:41		0:19:04				0:19:48				0:19:38		0:19:31		0:19:23		0:21:11		0:20:55				0:20:07				0:19:21		0:20:09		0:19:46								0:19:45

		Percent. calls transferred by vendor		16.29%				4:37:30		4:05:47		4:22:56				5:13:43		0:00:00		19.10%				4:41:41		5:12:25		5:32:11		3:27:56		4:15:44				4:38:00				3:27:44		2:47:03		4:14:30		3:40:01		3:53:47				3:36:37				5:54:53		3:27:36		2:33:32		3:56:17		3:18:57				3:50:15				2:32:08		2:12:51		3:53:44								12.01%

		Max Agents		25.32				25.32		18.14		15.37				11.26		0.00		25.32				20.44		18.82		15.51		15.89		15.12				20.44				22.33		20.01		14.47		14.59		12.66				22.33				18.67		17.67		17.27		13.97		13.48				18.67				22.52		12:12:24		20.99								22.52





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg				Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Busy		8				0		1		0				0		0		1				0		0		0		0		1				1				0		2		0		0		0				2				0		0		0		1		1				2				2		0		0								2												2

		Caller canceled		43				6		5		0				1		0		12				2		1		3		2		1				9				5		1		1		0		0				7				1		1		1		1		2				6				5		1		3								9												9

		Connected		4475				286		248		103				105		0		742				225		245		164		185		199				1018				285		144		163		104		142				838				215		263		194		170		188				1030				296		299		252								847												847

		Error		13				0		0		0				0		0		0				0		0		1		0		0				1				0		8		0		0		1				9				0		0		1		0		0				1				1		1		0								2												2

		Invalid Number		1				0		0		0				0		0		0				0		0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		0				0				0		0		0								0												0

		No Answer		326				30		22		7				4		0		63				15		19		14		9		10				67				23		17		7		9		8				64				12		14		12		16		16				70				15		25		22								62												62

		No Response		442				30		31		7				5		0		73				20		12		15		21		21				89				41		29		20		3		5				98				20		29		14		14		22				99				30		22		31								83												83

		Total Requests		5308				352		307		117				115		0		891				262		277		197		217		232				1185				354		202		191		116		156				1019				248		307		222		202		229				1208				349		348		308								1005												1005

		% Connected 		84.33%				1		1		88.03%				91%		0%		85.34%				86%		88%		83%		85%		86%				86%				81%		71%		85%		90%		91%				84%				87%		86%		87%		84%		82%				85%				85%		86%		82%								81.82%												ERROR:#DIV/0!





		Top Call Drivers		Total		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28												 

		CC

		1095A Questions		0																0																0																0																0																0												0

		Address Change/Correction		192		41														41				34		25										59				27				20				22				69						23										23																0												0

		Caller Hung Up without Speaking		270																0										26						26				29		25										54																0				105		85										190												190

		Checking on Status of Reported Change		99																0				28								19				47				28												28				24												24																0												0

		Disable Account Request		1407		83		64		61		61				37				306				77		58		67		50		39				291				55		61		62		63		58				299				57		65		49		57		38				266				52		63		73				57				245												245

		Determination Result		257				27		29		29				19				104				29				21				20				70												21				21																0				32		30										62												62

		Duplicate 1095-A Request^		0																0																0																0																0																0												0

		Enrollment Status Check		466				29		36		36				18				119						28		43		31		22				124						34		33		27		28				122				24				31				24				79												22				22												22

		Full Term		46						23		23								46																0																0																0																0												0

		How Do I Apply?		932		49		39		26		26				29				169				49		44		32		47		34				206				37		49		35		31		34				186				43		34		69		25		44				215				36		46		43				31				156												156

		How Do I Update My Application?		884		56		48		39		39				33				215				49		37		37		39		25				187				35		37		43		41		36				192				32		32		38		36		28				166				43		29		30				22				124												124

		How To Enroll In a Plan?		1213		53		60		52		52				41				258				43		60		43		46		44				236				41		46		43		44		42				216				66		51		50		48		58				273				53		65		73				39				230												230

		Income Change		1029		68		56		54		54				26				258				43		39		48		34		32				196				47		47		33		31		27				185				49		37		38		31		42				197				59		47		45				42				193												193

		Loss/Gain of ESI^		86		30														30																0																0												23				23								33								33												33

		Loss/Gain of MEC^		110				28												28								22								22								22		18						40										20						20																0												0

		Loss of ESI		222		38										21				59																0																0				21						22						43				32		31		36				21				120												120

		Loss of Public Program		83																0																0																0										22		20				42								41								41												41

		MCRE/Counties		3333		189		152		127		127				102				697				165		144		124		127		130				690				174		153		158		135		134				754				133		119		147		128		100				627				173		142		140				110				565												565

		Multiple changes		21																0																0																0						21										21																0												0

		Password Reset/Account Unlock		2494		128		125		106		106				90				555				142		132		121		121		88				604				111		105		89		105		96				506				84		126		6		97		88				401				119		111		110				88				428												428

		PO box initiave Ph 1		0																0																0																0																0																0												0

		PO box initiave Ph 2		0																0																0																0																0																0												0

		Request to Close Application^		121																0						26				23						49						27				22						49																0												23				23												23

				 



		Total				10		10		10		10		0		10								10		10		10		10		10								10		10		10		10		10								10		9		8		10		10								10		10		10		0		10



		Broker

		APTC/CSR Questions		23				10												10																0						9						4				13																0																0												0

		CSR-Determination Result		64																0								8								8				8												8				7		11				9						27								10				11				21												21

		CSR-Status of Enrollment		254		13		8		12		12				2				47				11		20		12		13		9				65				16		10		19		11		5				61				14		10		10		5		9				48				13		13						7				33												33

		CSR-Status of Reported Change		0																0																0																0																0																0												0

		CSR-Status of Verifications		9																0				9												9																0																0																0												0

		Directed to Complete Caspio Form		0																0																0																0																0																0												0

		Enrollment Status Check		0																0																0																0																0																0												0

		Full Term		0																0																0																0																0																0												0

		How Do I Apply?		23		7										2				9												4				4								10								10																0																0												0

		How Do I Update My Application?		57		8		7												15						7										7										5						5				10				10								20				10												10												10

		How To Enroll In a Plan?		0																0																0																0																0																0												0

		Loss of ESI		186						7		7				2				16						11		13		12		6				42				8		11		8		9		4				40						8		14				12				34				19		16		19								54												54

		Loss of COBRA		0																0																0																0																0																0												0

		Loss of Public Program		111												3				3										6						6								11		9		7				27						9				6		5				20				16		20		16				3				55												55

		Loss/Gain of MEC^		133		13		8												21				10		17		11		7		6				51				9				8		9						26				9				7								16						9		10								19												19

		Paper form via FileNet		2												2				2																0																0																0																0												0

		Password Reset/Account Unlock		121						5		5								10				9				7		11		5				32						13						7				20						9		9		4		13				35						10		11				3				24												24

		PO box initiave Ph 1		0																0																0																0																0																0												0

		PO box initiave Ph 2		0																0																0																0																0																0												0

		Status of My SEP Request		82		6		9												15				8		9										17				7		11										18				8						5		5				18				7								7				14												14

		Status of Submitted AOR Form		8						4		4								8																0																0																0																0												0





		ARC

		Assister Policy Question		7																0																0																0																0								7								7

		CSR- QHP Status		450		31		32		7		7				9				86				18		20		22		28		11				99				26		16		16		17		13				88				18		17		16		20		17				88				22		20		28				19				89												89

		CSR-Determination Result		358		16		10								11				37				14		30		26		22		16				108				20		22		17		10		10				79				22		20		14		9		16				81				12		17		10				14				53												53

		CSR-Newborn Status		67						9		9				8				26						12										12								11				9				20						9										9																0												0

		CSR-Pending Case		153		10				15		15								40								18		18		9				45				9						9						18				16				5								21						18						11				29												29

		CSR-Public Program Status		1423		59		58		62		62				44				285				72		48		56		63		60				299				76		60		72		62		57				327				55		52		60		57		45				269				68		55		47				73				243												243

		CSR-Status of Enrollment		0																0																0																0																0																0												0

		CSR-Status of reported Change		9																																0																0																0				9												9

		How Do I Apply?		0																0																0																0																0																0												0

		Loss of ESI		0																0																0																0																0																0												0

		Password Reset/Account Unlock		806		44		44		36		36				31				191				30		31		38		37		31				167				44		30		26		34		23				157				62		29		31		37		25				184				23		32		22				30				107												107

		Prospect/Pending case		33				8												8				9												9																0										10		6				16																0												0





		PP																										34

		MCRE		942		46		38		39		39				26				142		 		45		37		90		36		25				233				40		33		39		30		29				171				28		33		36		33		27				157				34		142		38				25				239												239

		Counties		2278		143		114		88		88				76				366		 		119		107				91		105				422				134		120		119		105		105				583				105		86		111		95		73				470				139		111		102				85				437												437

		Top Call Drivers

		CC				17926

		MCRE/Counties		2540		14.2%

		Password Reset/Account Unlock		1881		10.5%

		Disable Account Request		1067		6.0%

		How To Enroll In a Plan?		877		4.9%

		Income Change		763		4.3%

		How Do I Apply?		707		3.9%

		How Do I Update My Application?		696

		Enrollment Status Check		420

		Determination Result		195

		Address Change/Correction		192

		Checking on Status of Reported Change		99

		Request to Close Application^		98

		Loss/Gain of MEC^		90

		Caller Hung Up without Speaking		80

		Loss of ESI		80

		Full Term		46

		Loss/Gain of ESI^		30

		Multiple changes		21

		Duplicate 1095-A Request^		0

		Loss of Public Program		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

				 



		Total



		Broker				2289

		CSR-Status of Enrollment		207		9.0%

		Loss of ESI		120		5.2%

		Loss/Gain of MEC^		114		5.0%

		Password Reset/Account Unlock		80		3.5%

		Status of My SEP Request		58		2.5%

		How Do I Update My Application?		47		2.1%

		Loss of Public Program		45

		CSR-Determination Result		34

		How Do I Apply?		23

		CSR-Status of Verifications		9

		Status of Submitted AOR Form		8

		Paper form via FileNet		2

		CSR-Status of Reported Change		0

		Directed to Complete Caspio Form		0

		Enrollment Status Check		0

		Full Term		0

		How To Enroll In a Plan?		0

		Loss of COBRA		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0





		ARC				4634

		CSR-Public Program Status		1078		23.3%

		Password Reset/Account Unlock		637		13.7%

		CSR- QHP Status		324		7.0%

		CSR-Determination Result		280		6.0%

		CSR-Pending Case		124		2.7%

		CSR-Newborn Status		67		1.4%

		Prospect/Pending case		17		0.4%

		CSR-Status of Enrollment		0		0.0%

		How Do I Apply?		0		0.0%

		Loss of ESI		0		0.0%





Jun 2019 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg										CCIIO

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23																								1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		21277																				1335		1079		985		902		869				5170				1086		1060		959		953		931				4989				1052		1168		1188		1016		924				5348				1274		1129		1206		1052		1109				5770												1034				4921								0:00:00		0:00:00		0:00:00		10:46:52		19:38:15		17:59:55		22:39:49		8:37:12		0:00:00		23:41:12		2:56:01		23:20:14		9:39:34		8275		0:10:09

		Calls Handled		17170																				1081		924		830		779		824				4438				891		877		814		765		820				4168				850		914		840		835		750				4189				920		919		840		875		821				4376

		Calls Abandoned		2809																				163		95		107		88		22				474				128		118		104		131		77				558				134		166		243		114		139				796				253		135		260		123		210				982

		Abandon % (>5%)(Less Short Aban)		11.65%																				11.83%		7.87%		9.45%		8.94%		2.39%				8.10%				11.19%		10.38%		9.74%		11.76%		7.74%				10.16%				11.91%		12.38%		18.05%		10.34%		12.56%				13.05%				18.98%		10.79%		20.90%		10.26%		15.59%				15.30%

		Avg Time to Abandon		0:14:27																				0:12:15		0:12:45		0:14:27		0:08:55		0:07:36				0:11:12				0:15:14		0:14:40		0:16:49		0:15:59		0:10:49				0:14:42				0:12:29		0:13:36		0:16:43		0:13:49		0:17:42				0:14:52				0:14:43		0:20:13		0:16:16		0:15:35		0:18:36				0:17:04

		Average Wait Time (>5 min)		0:12:08																				0:12:20		0:09:05		0:11:19		0:07:53		0:02:15				0:08:35				0:13:14		0:12:23		0:10:28		0:10:16		0:07:33				0:10:47				0:09:45		0:13:39		0:20:16		0:11:18		0:13:32				0:13:42				0:17:13		0:13:20		0:17:18		0:12:59		0:16:33				0:15:29																0:08:45

		Max Wait Time		1:34:22																				0:55:17		0:46:30		1:13:30		0:46:14		0:23:59				1:13:30				1:24:42		1:08:10		1:05:11		1:05:45		0:44:05				1:24:42				0:48:32		1:15:26		1:24:10		1:03:00		1:12:41				1:24:10				0:59:42		1:34:22		1:13:19		1:14:55		1:26:12				1:34:22

		Service Level (<95% calls under 5 min)		54.45%																				47.90%		63.07%		67.20%		56.26%		83.03%				63.49%				57.73%		59.26%		64.39%		61.24%		61.19%				60.76%				52.49%		47.72%		40.62%		53.64%		60.68%				51.03%				35.10%		55.39%		32.83%		58.26%		31.02%				42.52%

		Talk Time (Avg)		0:09:48																				0:08:53		0:08:39		0:08:58		0:09:16		0:08:35				0:08:52				0:10:28		0:10:22		0:10:10		0:10:35		0:09:23				0:10:11				0:09:45		0:09:02		0:10:20		0:09:52		0:10:16				0:09:51				0:10:31		0:10:16		0:09:54		0:10:29		0:10:19				0:10:18

		Call Handle Time (Avg)		0:13:21																				0:12:06		0:12:02		0:11:56		0:12:33		0:11:20				0:11:59				0:14:37		0:14:25		0:13:54		0:14:19		0:12:51				0:14:01				0:13:24		0:12:37		0:14:16		0:13:33		0:14:00				0:13:34				0:14:14		0:13:52		0:13:38		0:13:57		0:13:30				0:13:50

		Transfer Out		na																				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		80.66%																				81.87%		83.03%		85.28%		81.57%		78.01%				81.95%				81.94%		79.20%		78.53%		82.17%		80.50%				80.47%				81.71%		83.46%		80.84%		80.74%		78.85%				81.12%				78.72%		81.00%		80.19%		79.87%		75.78%				79.11%														Date Range		Calls

		Complaints Received		7																				0		0		1		0		0				1				1		0		0		0		0				1				0		0		1		0		1				2				1		0		1		1		0				3														Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		8																				1		0		1		0		0				2				0		0		0		1		0				1				0		0		1		0		1				2				3		0		0		0		0				3														Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		3141																				217		144		131		146		152				790				79		128		126		136		181				650				144		166		136		181		135				762				167		161		211		171		229				939														Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		267																				20		8		9		9		9				55				19		8		7		20		8				62				10		11		15		14		8				58				23		18		24		14		13				92														Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		67.05%																				63.91%		74.91%		72.91%		72.38%		89.85%				74.79%				70.40%		75.07%		76.92%		70.27%		72.89%				73.11%				65.38%		62.74%		56.24%		68.70%		69.83%				64.58%				45.07%		72.53%		43.14%		67.79%		49.99%				55.71%

		Occupany		21.84%																				0.86%		0.84%		0.77%		79.18%		0.68%				16.47%				88.55%		82.61%		0.78%		0.81%		0.79%				34.71%				0.89%		84.28%		0.90%		0.82%		0.78%				17.53%				0.91%		0.85%		89.79%		0.82%		0.87%				18.65%

		Max Agents		23.41																				19.81		18.87		19.63		20.29		23.41				23.41				20.90		21.97		21.79		21.05		20.18				21.97				19.15		18.15		17.64		20.26		19.73				20.26				19.18		21.33		18.16		23.25		20.27				23.25





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received (MNsure)		2472																				131		137		130		96		107				601				118		143		141		108		103				613				112		92		110		88		106				508				159		132		120		162		177				750

		Calls Handled		2337																				127		133		125		90		106				581				114		130		128		102		100				574				104		88		102		86		102				482				145		127		111		149		168				700

		Calls Abandoned		132																				4		4		5		6		1				20				4		13		12		6		3				38				8		4		8		2		4				26				14		5		8		13		8				48

		Abandon % (>5%)(Less Short Aban)		5.15%																				3.05%		2.92%		3.85%		6.25%		0.93%				3.40%				3.39%		9.09%		8.51%		5.56%		2.91%				5.89%				7.14%		4.35%		7.27%		2.27%		3.77%				4.96%				8.81%		3.79%		6.67%		8.02%		4.52%				6.36%

		Avg Time to Abandon		0:03:18																				0:03:17		0:02:15		0:03:00		0:04:08		0:00:32				0:02:38				0:04:00		0:03:11		0:02:32		0:03:03		0:01:35				0:02:52				0:03:48		0:03:19		0:07:20		0:02:32		0:03:10				0:04:01				0:03:22		0:01:34		0:07:20		0:04:38		0:01:32				0:03:41

		Average Wait Time (>5 min)		0:02:38																				0:03:32		0:01:24		0:01:49		0:03:36		0:01:28				0:02:21				0:01:18		0:03:03		0:02:43		0:02:22		0:01:13				0:02:07				0:03:43		0:02:10		0:03:37		0:01:15		0:03:43				0:02:53				0:03:43		0:02:40		0:02:41		0:04:20		0:02:21				0:03:09

		Max Wait Time		0:19:47																				0:13:57		0:12:38		0:13:16		0:18:08		0:13:43				0:18:08				0:13:00		0:15:26		0:14:10		0:14:31		0:08:25				0:15:26				0:13:51		0:12:03		0:13:57		0:13:21		0:12:06				0:13:57				0:16:03		0:17:03		0:12:33		0:19:47		0:15:15				0:19:47

		Service Level (<95% calls under 5 min)		49.42%																				38.93%		67.15%		56.15%		50.00%		69.16%				56.28%				66.95%		47.55%		43.97%		54.63%		60.19%				54.66%				30.36%		55.43%		36.36%		64.77%		28.30%				43.04%				40.88%		47.73%		45.38%		33.95%		50.57%				43.70%

		Talk Time (Avg)		0:09:19																				0:09:36		0:09:33		0:08:56		0:09:20		0:09:40				0:09:25				0:08:58		0:10:07		0:08:57		0:09:55		0:08:21				0:09:15				0:09:44		0:08:06		0:08:35		0:08:44		0:08:55				0:08:48				0:08:32		0:09:41		0:09:46		0:11:25		0:09:33				0:09:47

		Call Handle Time (Avg)		0:13:31																				0:13:20		0:12:49		0:12:06		0:12:53		0:13:58				0:13:01				0:14:12		0:14:58		0:13:47		0:14:34		0:12:41				0:14:02				0:14:07		0:13:19		0:12:30		0:13:29		0:12:44				0:13:13				0:12:58		0:13:15		0:14:18		0:15:38		0:12:46				0:13:47

		Max Agents		5.53																				3.76		3.79		3.36		2.58		3.29				3.79				3.60		4.32		3.92		3.30		2.82				4.32				3.26		2.60		2.83		2.58		2.89				3.26				4.18		4		3.56		5.53		4.79				5.53





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received (MNsure)		5115																				284		256		259		272		281				1352				282		248		234		269		217				1250				258		263		261		279		198				1259				279		247		265		271		192				1254

		Calls Handled		4552																				254		229		230		237		252				1202				233		221		216		235		186				1091				235		235		226		255		188				1139				243		221		240		236		180				1120

		Calls Abandoned		554																				30		26		29		34		29				148				47		26		18		34		30				155				23		28		35		24		9				119				36		25		25		35		11				132

		Abandon % (>5%)(Less Short Aban)		10.66%																				10.56%		10.16%		11.20%		12.50%		10.32%				10.95%				16.67%		10.48%		7.69%		12.64%		13.82%				12.26%				8.91%		10.65%		13.41%		8.60%		4.55%				9.22%				12.90%		10.12%		9.43%		12.92%		5.73%				10.22%

		Avg Time to Abandon		0:03:54																				0:05:08		0:02:21		0:02:36		0:05:25		0:02:54				0:03:40				0:04:34		0:05:11		0:03:37		0:06:12		0:03:39				0:04:38				0:04:12		0:05:19		0:04:08		0:03:46		0:01:54				0:03:51				0:03:38		0:02:54		0:04:16		0:03:33		0:02:55				0:03:27

		Average Wait Time (>5 min)		0:04:58																				0:06:14		0:04:54		0:05:25		0:07:11		0:03:18				0:05:24				0:08:09		0:05:54		0:03:17		0:04:34		0:06:26				0:05:40				0:04:36		0:05:10		0:05:26		0:04:47		0:01:25				0:04:16				0:05:54		0:03:49		0:04:48		0:04:21		0:03:43				0:04:31

		Max Wait Time		0:29:38																				0:22:57		0:15:06		0:21:08		0:23:51		0:14:31				0:23:51				0:29:38		0:28:13		0:16:11		0:21:41		0:20:54				0:29:38				0:24:10		0:18:50		0:15:38		0:19:30		0:10:57				0:24:10				0:19:02		0:14:46		0:17:06		0:20:40		0:20:12				0:20:40

		Service Level (<95% calls under 5 min)		30.64%																				21.13%		20.78%		25.10%		18.45%		32.74%				23.64%				12.14%		21.77%		38.89%		42.38%		28.11%				28.66%				41.86%		28.90%		23.37%		33.69%		56.57%				36.88%				27.24%		31.17%		36.60%		31.37%		40.62%				33.40%

		Talk Time (Avg)		0:04:17																				0:04:05		0:03:46		0:04:20		0:03:56		0:04:33				0:04:08				0:04:08		0:04:37		0:04:23		0:04:12		0:04:44				0:04:24				0:04:23		0:04:04		0:04:36		0:04:14		0:03:59				0:04:15				0:04:36		0:04:15		0:04:05		0:04:29		0:04:29				0:04:22

		Call Handle Time (Avg)		0:07:12																				0:06:59		0:06:41		0:06:56		0:06:45		0:07:19				0:06:56				0:07:25		0:07:39		0:07:20		0:07:09		0:07:30				0:07:24				0:07:33		0:07:06		0:07:36		0:07:13		0:06:50				0:07:15				0:07:57		0:07:01		0:07:04		0:07:19		0:06:55				0:07:15

		Max Agents		2.97																				2.66		2.17		2.33		2.15		2.97				2.97				2.63		2.70		2.17		2.58		1.82				2.70				2.71		2.52		2.44		2.81		1.98				2.81				2.85		3		2.37		2.76		1.69				2.85





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received		3141																				217		144		131		146		152				790				79		128		126		136		181				650				144		166		136		181		135				762				167		161		211		171		229				939

		Calls Handled		2213																				165		109		92		112		137				615				59		96		94		90		146				484				104		108		80		131		88				511				108.3439767779		115		133.2148040639		119.5513043478		126.8252730109				602.4880324307

		Calls Abandoned		832																				45		30		32		32		13				153				18		27		30		43		33				151				36.2666666667		51		50		43		42				222				54.0507982583		42		69.5166908563		45.5008695652		94.3151326053				305.1338964716

		Abandon %		26.06%																				20.91%		20.96%		24.75%		21.90%		8.78%				19.46%				22.33%		21.21%		23.65%		31.63%		18.43%				23.45%				25.19%		30.50%		36.93%		23.80%		31.16%				29.52%				32.37%		25.93%		32.95%		26.61%		41.19%				31.81%

		Avg Time to Abandon		0:14:50																				0:12:15		0:12:04		0:14:49		0:08:20		0:06:01				0:10:41				0:16:32		0:15:14		0:17:17		0:16:10		0:10:09				0:15:04				0:12:39		0:13:18		0:17:24		0:14:04		0:18:35				0:15:12				0:16:31		0:21:04		0:18:09		0:16:05		0:20:07				0:18:23

		Average Wait Time (>5 min)		0:27:43																				0:24:18		0:21:25		0:31:13		0:16:30		0:05:52				0:19:51				0:28:27		0:27:03		0:24:40		0:26:05		0:17:34				0:24:45				0:20:23		0:31:44		0:43:36		0:27:25		0:34:38				0:31:33				0:33:31		0:31:21		0:31:59		0:33:34		0:43:21				0:34:45

		Max Wait Time		1:34:22																				0:55:17		0:46:30		1:13:30		0:46:14		0:23:59				1:13:30				1:24:42		1:08:10		1:05:11		1:05:45		0:44:05				1:24:42				0:48:32		1:15:26		1:24:10		1:03:00		1:12:41				1:24:10				0:59:42		1:34:22		1:13:19		1:14:55		1:26:12				1:34:22

		Service Level (<95% calls under 5 min)		10.47%																				12.64%		7.00%		5.87%		9.85%		33.51%				13.77%				14.14%		10.43%		9.22%		11.02%		4.46%				9.85%				10.65%		11.35%		8.37%		11.42%		7.57%				9.87%				7.16%		6.83%		16.01%		6.13%		5.80%				8.39%

		Talk Time (Avg)		0:11:52																				0:11:07		0:10:26		0:11:20		0:10:57		0:10:29				0:10:51				0:12:30		0:11:37		0:11:36		0:12:30		0:10:55				0:11:49				0:12:01		0:11:42		0:12:33		0:11:53		0:12:03				0:12:02				0:12:33		0:11:42		0:12:05		0:12:55		0:14:32				0:12:45

		Call Handle Time (Avg)		0:19:18																				0:17:49		0:17:51		0:18:11		0:18:03		0:17:26				0:17:52				0:20:50		0:19:12		0:18:50		0:20:23		0:18:00				0:19:27				0:19:40		0:19:16		0:20:16		0:19:41		0:19:42				0:19:43				0:19:57		0:19:04		0:19:34		0:20:26		0:22:04				0:20:13

		Percent. calls transferred by vendor		14.82%																				3:54:04		3:12:10		3:11:30		3:53:04		4:11:52				3:40:32				1:44:45		2:53:53		3:09:11		3:25:29		4:39:57				3:10:39				3:17:06		3:24:39		2:44:50		4:16:32		3:30:23				3:26:42				3:08:45		3:25:20		4:11:56		3:54:04		4:57:20				16.35%

		Max Agents		22.59																				22.59		16.86		14.30		14.88		13.09				22.59				17.81		18.46		16.14		15.35		16.79				18.46				17.04		17.68		18.14		17.88		15.23				18.14				19.81		14:12:55		18.91		17.90		17.40				19.81





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Busy		5																				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				2		0		1		0		1				4

		Caller canceled		58																				5		2		7		4		0				18				5		4		4		1		1				15				2		1		7		5		6				21				0		1		1		1		1				4

		Connected		4013																				214		218		194		113		41				780				105		227		227		185		150				894				166		151		265		234		226				1042				289		246		264		236		262				1297

		Error		11																				0		0		0		1		1				2				1		0		0		0		1				2				0		0		1		0		0				1				4		0		1		0		1				6

		Invalid Number		3																				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1				0		0		2		0		0				2

		No Answer		328																				16		17		11		14		9				67				8		30		30		12		14				94				9		4		21		19		19				72				12		20		28		17		18				95

		No Response		399																				21		20		17		12		3				73				12		23		23		23		10				91				15		17		31		24		22				109				26		27		16		29		28				126

		Total Requests		4817																				257		257		229		144		54				941				131		284		284		221		176				1096				192		174		325		282		273				1246				333		294		313		283		311				1534

		% Connected 		82.96%																				83%		85%		85%		78%		76%				81%				80%		80%		80%		84%		85%				82%				86%		87%		82%		83%		83%				84%				87%		84%		84%		83%		84%				84.49%





		Top Call Drivers		Total		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		MCRE/Counties		2823																0				182		175		155		123		102				737				119		144		153		152		141				709				173		126		173		133		117				722				156		156		117		117		109				655

		Password Reset/Account Unlock		2270																0				146		142		117		113		87				605				127		115		104		95		117				558				121		120		131		133		89				594				122		99		80		123		89				513

		How To Enroll In a Plan?		1102																0				56		62		54		48		50				270				64		64		66		47		47				288				63		48		53		47		50				261				51		53		62		64		53				283

		Income Change		813																0				54		34		39		35		30				192				31		39		41		33		35				179				40		52		41		40		36				209				50		49		53		39		42				233

		How Do I Update My Application?		791																0				52		40		39		32		31				194				31		41		33		46		37				188				46		27		40		37		37				187				40		62		44		36		40				222

		How Do I Apply?		752																0				42		37		39		38		25				181				56		36		35		38		32				197				50		40		40				25				155				51		41		39		48		40				219

		Disable Account Request		721																												33				33				49		52		47		51		44								46		48		47		54		43								50		63		47		47

		Enrollment Status Check		689																0				56		43		40		35		38				212				45		40		37		39		36				197				32		29		35		34		29				159				27		33		23		38						121

		Checking on Status of Reported Change		267																0				33		44		25								102				29		30		26		26		25				136																0				29												29

		Determination Result		220																0								28		28		22				78				35				22		29						86								21		35						56																0

		Loss of ESI		146																0				31						24						55																0												23				23								23				45				68

		Address Change/Correction		138																0				29		21										50																0																0				23				35		30						88

		Caller Hung Up without Speaking		124																0								24								24						28						47				75						25										25																0

		Loss/Gain of ESI^		79																0												24				24																0										27						27												28				28

		Loss/Gain of MEC^		79																						21										21																										29												29

		Request to Close Application^		71																0										27						27																0						23		21								44																0

		Duplicate 1095-A Request^		41																0																0																0																0												41				41

		Full Term		26																0																0																0																0												26				26

		Loss of Public Program		26																0																0																0																0										26						26

		1095A Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		CC

				 																0																0																0																0																0

																				0																0																0																0																0

		Total						0		0		0		0		0								9		9		9		9		9								9		9		9		9		9				 				7		9		9		9		8								9		8		9		9		9



		Broker

		CSR-Status of Enrollment		268																0				17		10		12		17		13				69				14		11		20		12		13				70				12		12		11		6		8				49				16		20		14		17		13				80

		Loss of ESI		214																0				7		11				8		10				36				8				11		9		12				40				11		10		10		5		10				46				17		15		14		22		24				92

		Password Reset/Account Unlock		166																0				7		11				8						26						19		8		7		9				43				8		13		11								32				14		12		10		10		19				65

		Loss/Gain of MEC^		131																0				26		19		7				8				60				9		10										19				6		11				7		7				31				15				6								21

		Loss of Public Program		90																0										11						11								7		9		7				23												7				7						13				14		22				49

		Status of My SEP Request		78																0						10		7		7		5				29				11		8										19								10		9						19				11												11

		CSR-Determination Result		61																0				12								7				19				9												9						8										8										16		9				25

		How Do I Update My Application?		31																0								11								11								8				6				14				6												6																0

		Paper form via FileNet		24																0								13								13																0																0						11										11

		APTC/CSR Questions		16																0																0						9										9								7								7																0

		How Do I Apply?		6																0																0																0																0								6								6

		Loss of COBRA		6																0																										6

		Full Term		5																0																0																0												5				5																0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0





		ARC

		CSR-Public Program Status		1194																0				63		79		68		53		50				313				44		62		39		61		45				251				79		53		53		67		55				307				73		60		67		66		57				323

		Password Reset/Account Unlock		726																0				43		28		30		47		28				176				33		39		44		35		27				178				30		44		43		42		33				192				42		41		36		34		27				180

		CSR- QHP Status		379																0				18		13		17		21		11				80				18		21		23		19		22				103				21		14		14		24		28				101				22		13		20		25		15				95

		CSR-Determination Result		293																0				24		15		26		16		26				107				19		13		16		12						60				12		17		12		11		16				68						13		17		15		13				58

		CSR-Pending Case		179																0				14		24				17						55				13		11				12		11				47						16		9		11		13				49				14				14								28

		CSR-Newborn Status		59																0																0								9				11				20				8												8				8		10				13						31

		Prospect/Pending case		16																0								8				8				16																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0





		PP

		MCRE		793																0		 		52		39		43		33		20				187				23		35		37		43		40				178				43		25		47		32		117				264				42		39		16		35		32				164

		Counties		2120																0		 		130		137		112		90		82				551				96		109		116		109		101				531				130		101		126		101		89				547				114		117		101		82		77				491

		Top Call Drivers		Total		43611		43612		43613		43614		43615		43616		43617		Week May 26		21277

		MCRE/Counties		2823																0		13%

		Password Reset/Account Unlock		2270																0		11%

		How To Enroll In a Plan?		1102																0		5%

		Income Change		813																0		4%

		How Do I Update My Application?		791																0		4%

		How Do I Apply?		752																0		4%

		Disable Account Request		721																		3%

		Enrollment Status Check		689																0		3%

		Checking on Status of Reported Change		267																0		1%

		Determination Result		220																0		1%

		Loss of ESI		146																0		1%

		Address Change/Correction		138																0		1%

		Caller Hung Up without Speaking		124																0		1%

		Loss/Gain of ESI^		79																0		0%

		Loss/Gain of MEC^		79																		0%

		Request to Close Application^		71																0		0%

		Duplicate 1095-A Request^		41																0		0%

		Full Term		26																0		0%

		Loss of Public Program		26																0		0%

		1095A Questions		0																0		0%

		PO box initiave Ph 1		0																0		0%

		PO box initiave Ph 2		0																0		0%

		CC

				 																0

																				0

		Total						0		0		0		0		0

		Broker																				2472

		CSR-Status of Enrollment		268																0		11%

		Loss of ESI		214																0		9%

		Password Reset/Account Unlock		166																0		7%

		Loss/Gain of MEC^		131																0		5%

		Loss of Public Program		90																0		4%

		Status of My SEP Request		78																0		3%

		CSR-Determination Result		61																0		2%

		How Do I Update My Application?		31																0		1%

		Paper form via FileNet		24																0		1%

		APTC/CSR Questions		16																0		1%

		How Do I Apply?		6																0		0%

		Loss of COBRA		6																0		0%

		Full Term		5																0		0%

		CSR-Status of Reported Change		0																0		0%

		CSR-Status of Verifications		0																0		0%

		Directed to Complete Caspio Form		0																0		0%

		Enrollment Status Check		0																0		0%

		How To Enroll In a Plan?		0																0		0%

		PO box initiave Ph 1		0																0		0%

		PO box initiave Ph 2		0																0		0%

		Status of Submitted AOR Form		0																0		0%

		ARC																				5115

		CSR-Public Program Status		1194																0		23%

		Password Reset/Account Unlock		726																0		14%

		CSR- QHP Status		379																0		7%

		CSR-Determination Result		293																0		6%

		CSR-Pending Case		179																0		3%

		CSR-Newborn Status		59																0		1%

		Prospect/Pending case		16																0		0%

		CSR-Status of Enrollment		0																0		0%

		How Do I Apply?		0																0		0%

		Loss of ESI		0																0		0%





May 2019 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg										CCIIO

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26																								1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		24685								1241		1142		1048				3431				1319		1164		1049		985		936				5453				1318		1163		1115		869		899				5364				1263		1148		1122		1004		869				5406						1421		1303		1139		1168				5031												1111				5452								3:54:21		20:23:53		0:00:00		1:19:44		0:12:49		15:13:38		1:48:35		23:37:13		0:00:00		12:06:48		10:50:00		18:16:27		11:43:32		11239		0:09:01

		Calls Handled		21171								1038		968		871				2877				1056		1003		845		818		802				4525				1096		1042		1008		824		825				4795				1126		1041		1015		821		824				4826						1200		1086		948		914				4147

		Calls Abandoned		2148								113		82		121				316				168		103		138		123		96				627				180		93		49		22		30				373				75		40		61		108		22				306						133		106		121		166				527

		Abandon % (>5%)(Less Short Aban)		7.87%								8.58%		6.38%		10.34%				8.43%				11.62%		8.44%		11.14%		10.58%		8.94%				10.14%				11.19%		6.86%		4.17%		2.39%		3.23%				5.57%				5.37%		3.51%		4.94%		10.47%		2.39%				5.34%						8.81%		8.17%		10.15%		12.38%				9.88%

		Avg Time to Abandon		0:12:19								0:13:11		0:14:56		0:13:50				0:13:59				0:13:26		0:10:36		0:16:26		0:15:21		0:14:40				0:14:06				0:13:25		0:12:24		0:10:00		0:07:36		0:10:03				0:10:41				0:13:56		0:11:04		0:10:46		0:10:49		0:07:36				0:10:50						0:12:00		0:10:36		0:11:37		0:13:36				0:11:57

		Average Wait Time (>5 min)		0:08:02								0:08:59		0:07:46		0:10:47				0:09:10				0:10:58		0:08:40		0:13:13		0:10:20		0:09:12				0:10:29				0:09:17		0:05:30		0:04:51		0:02:15		0:04:10				0:05:13				0:06:40		0:04:13		0:04:43		0:08:20		0:02:15				0:05:14						0:08:10		0:07:47		0:10:36		0:13:39				0:10:03																0:10:08

		Max Wait Time		1:23:19								1:06:58		1:10:00		1:07:13				1:10:00				1:23:19		1:05:29		1:01:58		1:02:00		1:01:43				1:23:19				0:54:22		0:56:28		0:31:50		0:23:59		0:35:08				0:56:28				0:58:52		0:30:13		0:59:48		0:47:17		0:23:59				0:59:48						1:03:11		0:42:35		1:05:25		1:15:26				1:15:26

		Service Level (<95% calls under 5 min)		54.90%								39.79%		41.43%		37.52%				39.58%				38.21%		55.28%		60.04%		67.98%		68.06%				57.91%				66.46%		81.01%		70.87%		83.03%		62.23%				72.72%				64.97%		61.81%		60.63%		32.60%		83.03%				60.61%						46.16%		31.96%		48.88%		47.72%				43.68%

		Talk Time (Avg)		0:08:47								0:08:01		0:07:19		0:08:47				0:08:03				0:08:25		0:09:07		0:09:21		0:09:43		0:09:37				0:09:15				0:09:46		0:09:33		0:09:10		0:08:35		0:08:28				0:09:06				0:08:50		0:08:44		0:08:34		0:08:07		0:08:35				0:08:34						0:08:36		0:08:20		0:09:42		0:09:02				0:08:55

		Call Handle Time (Avg)		0:11:23								0:10:08		0:09:18		0:11:25				0:10:17				0:10:50		0:11:52		0:12:22		0:12:43		0:12:43				0:12:06				0:12:58		0:12:41		0:12:04		0:11:20		0:10:33				0:11:55				0:11:37		0:10:49		0:10:41		0:10:15		0:11:20				0:10:56						0:10:58		0:10:37		0:12:37		0:12:37				0:11:42

		Transfer Out		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na

		First Call Resolution %		81.94%								81.45%		82.08%		82.19%				81.91%				80.84%		80.22%		83.27%		83.56%		81.32%				81.84%				81.32%		82.72%		83.32%		84.33%		82.99%				82.94%				82.86%		81.82%		81.90%		81.62%		81.62%				81.96%						82.51%		80.04%		78.17%		83.46%				81.05%														Date Range		Calls

		Complaints Received		13								0		4		0				4				0		1		0		0		0				1				0		1		0		2		0				3				0		1		0		0		3				4						0		0		1		0				1														Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		12								0		2		0				2				0		3		0		0		0				3				0		0		0		2		0				2				0		1		0		0		1				2						0		0		3		0				3														Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		4728								296		324		221				841				316		223		122		102		120				883				179		164		166		152		218				879				215		226		257		264		152				1114						325		281		239		166				1011														Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		289								20		26		10				56				19		12		14		8		8				61				2		7		18		9		12				48				12		11		15		17		9				64						12		23		14		11				60														Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		71.05%								61.34%		65.84%		65.29%				64.16%				56.57%		73.84%		71.59%		75.51%		76.26%				70.75%				74.55%		83.85%		83.11%		89.85%		79.46%				82.16%				77.55%		81.36%		77.25%		52.85%		89.85%				75.77%						61.42%		61.43%		64.01%		62.74%				62.40%

		Occupany		10.77%								87.37%		0.89%		0.85%				29.70%				0.91%		0.89%		0.83%		0.72%		0.72%				0.81%				0.83%		0.72%		0.84%		0.68%		0.76%				0.77%				0.86%		0.90%		0.87%		0.86%		0.68%				0.84%						0.88%		0.92%		0.93%		84.28%				21.75%

		Max Agents		27.23								24.86		20.50		20.66				24.86				22.19		22.03		19.46		20.89		20.89				22.19				25.68		24.93		23.11		23.41		23.60				25.68				27		26		26		17		23				27						27.23		23.85		20.24		18.15				27.23





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26

		Calls Received (MNsure)		2554								125		90		109				324				142		108		104		91		88				533				109		113		112		107		105				546				126		123		141		137		107				634						132		132		161		92				517

		Calls Handled		2450								121		86		107				314				136		99		98		89		83				505				105		111		107		106		96				525				122		118		137		131		106				614						127		126		151		88				492

		Calls Abandoned		98								3		3		2				8				6		9		6		2		5				28				4		2		5		1		8				20				4		5		4		5		1				19						5		6		8		4				23

		Abandon % (>5%)(Less Short Aban)		3.76%								2.40%		3.33%		1.83%				2.52%				4.23%		8.33%		5.77%		2.20%		5.68%				5.24%				3.67%		1.77%		4.46%		0.93%		7.62%				3.69%				3.17%		4.07%		2.84%		3.65%		0.93%				2.93%						3.79%		4.55%		4.97%		4.35%				4.42%

		Avg Time to Abandon		0:03:10								0:02:56		0:04:43		0:03:47				0:03:48				0:02:12		0:03:38		0:03:28		0:01:27		0:04:01				0:02:57				0:03:42		0:00:56		0:05:55		0:00:32		0:04:44				0:03:09				0:05:04		0:00:26		0:04:17		0:02:12		0:00:32				0:02:30						0:03:00		0:03:23		0:04:06		0:03:19				0:03:27

		Average Wait Time (>5 min)		0:01:47								0:01:20		0:01:43		0:02:01				0:01:41				0:01:30		0:00:47		0:02:37		0:00:35		0:00:51				0:01:16				0:01:21		0:01:56		0:02:43		0:01:28		0:02:00				0:01:53				0:02:26		0:02:47		0:01:29		0:02:05		0:01:28				0:02:03						0:01:16		0:00:38		0:04:07		0:02:10				0:02:02

		Max Wait Time		0:17:21								0:12:02		0:12:33		0:12:42				0:12:42				0:10:09		0:10:51		0:12:34		0:04:52		0:13:36				0:13:36				0:12:44		0:12:53		0:14:57		0:13:43		0:11:56				0:14:57				0:17:21		0:13:09		0:13:28		0:12:28		0:13:43				0:17:21						0:09:29		0:10:46		0:14:34		0:12:03				0:14:34

		Service Level (<95% calls under 5 min)		61.77%								70.16%		69.66%		53.21%				64.34%				60.56%		74.07%		54.81%		75.82%		73.86%				67.82%				61.47%		64.60%		45.54%		69.16%		51.92%				58.54%				59.52%		52.85%		64.54%		61.31%		69.16%				61.48%						66.67%		76.52%		28.12%		55.43%				56.69%

		Talk Time (Avg)		0:09:06								0:09:06		0:08:55		0:10:04				0:09:21				0:08:00		0:09:50		0:09:37		0:08:26		0:11:10				0:09:24				0:09:37		0:08:14		0:08:50		0:09:40		0:09:09				0:09:06				0:08:48		0:08:31		0:08:40		0:08:05		0:09:40				0:08:44						0:08:46		0:09:04		0:09:48		0:08:06				0:08:56

		Call Handle Time (Avg)		0:12:48								0:12:47		0:12:53		0:13:44				0:13:08				0:11:12		0:13:22		0:13:11		0:12:08		0:15:20				0:13:02				0:12:26		0:12:30		0:12:38		0:13:58		0:11:46				0:12:39				0:12:28		0:12:11		0:11:49		0:11:12		0:13:58				0:12:19						0:12:03		0:12:15		0:14:03		0:13:19				0:12:55

		Max Agents		4.71								3.46		2.49		3.26				3.46				3.38		2.94		2.87		2.40		2.83				3.38				2.90		3.08		3.00		3.29		2.54				3.29				3.38		3.20		3.60		3.26		3.29				3.60						3		3.43		4.71		2.60				4.71





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26

		Calls Received (MNsure)		5737								279		252		216				747				271		272		264		267		203				1277				276		257		284		281		253				1351				237		249		277		273		281				1317						270		216		296		263				1045

		Calls Handled		5292								245		243		207				695				257		252		236		246		195				1186				264		236		277		252		231				1260				224		235		258		258		252				1227						240		188		261		235				924

		Calls Abandoned		440								32		9		9				50				14		20		28		21		8				91				10		21		7		29		22				89				13		14		18		15		29				89						30		28		35		28				121

		Abandon % (>5%)(Less Short Aban)		7.67%								11.47%		3.57%		4.17%				6.40%				5.17%		7.35%		10.61%		7.87%		3.94%				6.99%				3.62%		8.17%		2.46%		10.32%		8.70%				6.65%				5.49%		5.62%		6.50%		5.49%		10.32%				6.68%						11.11%		12.96%		11.82%		10.65%				11.64%

		Avg Time to Abandon		0:03:00								0:02:45		0:02:21		0:02:22				0:02:29				0:02:18		0:02:16		0:04:03		0:02:52		0:03:22				0:02:58				0:01:24		0:02:56		0:02:44		0:02:54		0:02:59				0:02:35				0:00:51		0:04:09		0:02:38		0:02:47		0:02:54				0:02:39						0:03:04		0:05:06		0:03:50		0:05:19				0:04:19

		Average Wait Time (>5 min)		0:03:09								0:04:26		0:01:33		0:02:06				0:02:41				0:00:57		0:03:52		0:05:15		0:02:54		0:01:35				0:02:54				0:01:49		0:02:50		0:01:16		0:03:18		0:02:36				0:02:21				0:02:27		0:03:08		0:01:29		0:02:35		0:03:18				0:02:35						0:03:34		0:07:35		0:04:42		0:05:10				0:05:15

		Max Wait Time		0:23:27								0:16:27		0:10:39		0:13:11				0:16:27				0:09:14		0:15:44		0:20:00		0:10:25		0:09:25				0:20:00				0:11:46		0:14:20		0:10:50		0:14:31		0:13:43				0:14:31				0:13:15		0:14:52		0:10:03		0:13:04		0:14:31				0:14:52						0:15:44		0:23:27		0:18:28		0:18:50				0:23:27

		Service Level (<95% calls under 5 min)		42.26%								20.58%		62.70%		58.80%				47.36%				66.42%		36.40%		23.86%		38.20%		54.68%				43.91%				58.70%		37.74%		64.44%		32.74%		42.69%				47.26%				50.63%		33.33%		55.07%		39.93%		32.74%				42.34%						37.41%		27.78%		27.70%		28.90%				30.45%

		Talk Time (Avg)		0:04:17								0:04:12		0:03:52		0:04:11				0:04:05				0:04:14		0:04:21		0:04:08		0:04:35		0:04:56				0:04:26				0:04:14		0:04:43		0:04:26		0:04:33		0:04:22				0:04:27				0:04:16		0:04:16		0:04:06		0:04:02		0:04:33				0:04:14						0:04:05		0:04:31		0:04:21		0:04:04				0:04:15

		Call Handle Time (Avg)		0:07:01								0:07:03		0:06:21		0:06:39				0:06:41				0:06:21		0:07:03		0:07:08		0:07:37		0:07:30				0:07:07				0:07:13		0:07:38		0:07:33		0:07:19		0:06:45				0:07:17				0:06:56		0:06:58		0:06:46		0:06:28		0:07:19				0:06:53						0:06:29		0:07:47		0:07:16		0:07:06				0:07:09

		Max Agents		4.17								2.99		2.55		2.23				2.99				2.48		2.94		3.41		4.17		2.47				4.17				3.16		3.18		3.67		2.97		2.52				3.67				2.59		2.47		2.63		2.35		2.97				2.97						2		2.37		2.61		2.52				2.61





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26

		Calls Received		4728								296		324		221				841				316		223		122		102		120				883				179		164		166		152		218				879				215		226		257		264		152				1114						325		281		239		166				1011

		Calls Handled		3612								212.0515653775		228		153				592.853323938				210.6666666667		177.5197368421		81.7614035088		70.5708884688		88				629				119		126		141		137		192				715				170.2557319224		205		199		199		137				911						241		234		181		108				765

		Calls Abandoned		1002								73.591160221		88		60				221.8638562379				90.0936170213		41.4457236842		35.3157894737		27.9584120983		28				223				56		35		22		13		23				150				39.4356261023		20		55		61		13				188						77		43		48		51				218

		Abandon %		21.48%								24.86%		27.17%		27.26%				26.43%				28.51%		18.59%		28.95%		27.41%		23.69%				25.43%				31.50%		21.27%		13.21%		8.78%		10.71%				17.09%				18.34%		8.75%		21.35%		23.12%		8.78%				16.07%						23.55%		15.16%		20.22%		30.50%				22.36%

		Avg Time to Abandon		0:11:50								0:15:03		0:14:41		0:15:07				0:14:57				0:14:29		0:10:27		0:16:14		0:15:20		0:14:35				0:14:13				0:13:31		0:12:09		0:08:04		0:06:01		0:06:49				0:09:18				0:13:19		0:06:31		0:10:36		0:09:38		0:06:01				0:09:13						0:11:57		0:09:02		0:11:54		0:13:18				0:11:32

		Average Wait Time (>5 min)		0:20:36								0:31:24		0:26:03		0:28:44				0:28:43				0:27:38		0:20:24		0:31:26		0:24:29		0:22:04				0:25:12				0:25:10		0:16:20		0:11:21		0:05:52		0:09:36				0:13:39				0:19:27		0:07:11		0:16:50		0:16:16		0:05:52				0:13:07						0:20:09		0:13:25		0:23:59		0:31:44				0:22:19

		Max Wait Time		1:23:19								1:06:58		1:10:00		1:07:13				1:10:00				1:23:19		1:05:29		1:01:58		1:02:00		1:01:43				1:23:19				0:54:22		0:56:28		0:31:50		0:23:59		0:35:08				0:56:28				0:58:52		0:30:13		0:59:48		0:47:17		0:23:59				0:59:48						1:03:11		0:42:35		1:05:25		1:15:26				1:15:26

		Service Level (<95% calls under 5 min)		14.65%								7.06%		11.93%		5.16%				8.05%				10.95%		10.89%		9.14%		12.33%		7.42%				10.15%				7.66%		13.70%		12.22%		33.51%		35.31%				20.48%				14.83%		36.58%		16.11%		16.22%		33.51%				23.45%						7.72%		15.17%		10.18%		11.35%				11.11%

		Talk Time (Avg)		0:11:48								0:12:48		0:11:55		0:11:46				0:12:09				0:12:04		0:11:38		0:11:32		0:11:37		0:11:26				0:11:39				0:11:48		0:13:04		0:11:09		0:10:29		0:11:25				0:11:35				0:10:43		0:12:23		0:12:59		0:12:16		0:10:29				0:11:46						0:11:46		0:11:30		0:12:25		0:11:42				0:11:50

		Call Handle Time (Avg)		0:18:29								0:19:50		0:18:31		0:18:41				0:19:00				0:18:26		0:17:46		0:17:50		0:17:28		0:17:46				0:17:51				0:19:00		0:19:58		0:17:50		0:17:26		0:17:38				0:18:22				0:17:57		0:18:59		0:20:08		0:18:28		0:17:26				0:18:35						0:18:23		0:17:47		0:19:05		0:19:16				0:18:37

		Percent. calls transferred by vendor		19.49%								5:43:27		6:48:32		5:03:39				24.44%				5:44:59		4:35:52		2:47:28		2:29:07		3:04:36				3:44:24				3:15:34		3:23:03		3:34:23		4:11:52		5:49:11				4:02:48				4:05:07		4:43:29		5:29:50		6:18:38		4:11:52				4:57:47						5:29:20		5:10:32		5:02:09		3:24:39				19.91%

		Max Agents		20.86								17.14		15.67		15.56				17.14				19.25		19.10		15.17		14.20		14.49				19.25				19.87		20.27		17.07		13.09		13.55				20.27				17.91		16.19		15.91		15.26		13.09				17.91						20:37:05		18.92		20.00		17.68				20.86





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26

		Busy		10								0		0		8				8				0		0		0		0		0				0				0		0		1		0		0				1				0		0		0		0		0				0						1		0		0		0				1

		Caller canceled		31								4		1		4				9				2		0		0		2		2				6				0		4		1		0		0				5				2		1		1		1		0				5						1		0		4		1				6

		Connected		3150								179		159		194				532				205		155		208		174		174				916				253		134		85		41		42				555				184		56		98		103		41				482						189		117		208		151				665

		Error		24								0		1		5				6				3		3		1		0		0				7				0		0		0		1		0				1				0		1		1		0		1				3						0		0		7		0				7

		Invalid Number		6								0		0		1				1				0		1		0		0		0				1				1		0		0		0		0				1				2		0		0		0		0				2						0		0		0		1				1

		No Answer		293								14		18		26				58				29		23		11		28		16				107				20		17		2		9		7				55				20		5		5		4		9				43						6		10		10		4				30

		No Response		466								21		12		48				81				88		40		15		35		23				201				15		17		7		3		10				52				41		10		4		9		3				67						15		7		26		17				65

		Total Requests		3980								218		191		286				695				327		222		235		239		215				1238				289		172		96		54		59				670				249		73		109		117		54				602						212		134		255		174				775

		% Connected 		80.00%								82.11%		83%		68%				77.73%				63%		70%		89%		73%		81%				75%				88%		78%		89%		76%		71%				80%				74%		77%		90%		88%		76%				81%						89%		87%		82%		87%				86.20%





		Top Call Drivers		Total		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Total		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Total		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Total		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Total		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Total

		CC

		1095A Questions		0																0																0																0																0																0

		Address Change/Correction		158												22				22				28												28								29				23				52						30				26						56																0

		Caller Hung Up without Speaking		79										27		22				49								23								23																0																0								7								7

		Checking on Status of Reported Change		719								43		28		26				97				33		46		35		27		29				170				43		31		33		22		29				158				43		39		30		36		34				182								33		39		40				112

		Determination Result		139								27												29		37										66				23						20						43												30				30																0

		Duplicate 1095-A Request^		214																0						34		23		25						82				26		32						25				83								23		26						49																0

		Enrollment Status Check		837								52		44		37				133				40		35		35		37		36				183				35		40		36		38		31				180				46		45		42		27		31				191								69		39		42				150

		Full Term		50								28								28										22						22																0																0																0

		How Do I Apply?		985								45		47		49				141				45		42		43		34		51				215				60		60		45		34		46				245				57		57		63		31		45				253								50		40		41				131

		How Do I Update My Application?		955								42		48		54				144				45		34		31		34		36				180				63		51		57		37		47				255				47		56		47		43		35				228								64		42		42				148

		How To Enroll In a Plan?		1330								65		56		59				180				58		52		59		60		60				289				61		44		56		54		56				271				81		59		82		58		68				348								88		70		84				242

		Income Change		1011								57		45		38				140				67		59		45		43		38				252				53		63		44		43		46				249				55		50		52		41		34				232								52		48		38				138

		Loss/Gain of ESI^		0																0																0																0																0																0

		Loss of ESI		181																0												23				23								27								27				28								30				58										33		40				73

		Loss of Public Program		128																0												21				21																0																0								29		46		32				107

		MCRE/Counties		3451								196		150		137				483				172		154		119		153		116				714				231		205		230		159		165				990				218		192		178		125		144				857								149		135		123				407

		Password Reset/Account Unlock		2695								125		123		121				369				155		152		155		134		128				724				144		141		129		128		72				614				144		156		133		105		91				629								124		123		112				359

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Request to Close Application^		81																0																0																0				26		26										52								29								29

				 																0																0																0																0																0

																				0																0																0																0																0

		Total						0		0		10		9		10								10		10		10		10		10								10		9		10		9		10				 				10		10		9		10		10								0		0		11		10		10



		Broker

		APTC/CSR Questions		14																0																0																0												14				14																0

		CSR-Determination Result		84												9				9						11		10				5				26				14				8		8						30								12								12								7								7

		CSR-Status of Enrollment		257								16		9		18				43				17		14		9		7		9				56				14		9		21		16		9				69				25		13		11		10		10				69								11		9						20

		CSR-Status of Reported Change		14																0						6						8				14																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		12																0																0																0																0												12				12

		How Do I Apply?		27										5						5				8						7						15						7										7																0																0

		How Do I Update My Application?		35																0																0																0				7				10								17								9				9				18

		How To Enroll In a Plan?		19								7		4						11										8						8																0																0																0

		Loss of ESI		151								11		10		6				27																0						10				11		6				27				9		8		13		16		10				56								10		16		15				41

		Loss of COBRA		6																0				6

		Loss of Public Program		154								5		7		7				19								5		6		6				17				7		7		9				6				29				10		7				10		11				38								13		18		20				51

		Loss/Gain of MEC^		103								14								14				6		8		7				5				26						12		15				6				33						10		8		12						30																0

		Paper form via FileNet		14																0																0				8						6						14																0																0

		Password Reset/Account Unlock		106												7				7				7		6										13								8		11		7				26				11		13						13				37										11		12				23

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		28																0								10		9						19				9												9																0																0

		Status of Submitted AOR Form		16																0																0																0										7						7										9						9





		ARC

		CSR- QHP Status		419								15		17		24				56				17		13		22		19		14				85				23		20		22		22		19				106				19		22		19		32		17				109								14		27		22				63

		CSR-Determination Result		264								21		17		12				50				18		10						7				35				16		11		13		11		13				64				20		18		16		12		9				75										22		18				40

		CSR-Newborn Status		66										13						13								20		13						33				 												0				11												11												9				9

		CSR-Pending Case		200								18								18				15		9		21		12		8				65				8		11		15				8				42						10		16		14		11				51								13		11						24

		CSR-Public Program Status		1494								76		74		60				210				67		81		93		84		59				384				82		75		74		71		80				382				73		52		83		79		58				345								48		67		58				173

		CSR-Status of Enrollment		0																0																0				 												0																0																0

		How Do I Apply?		0																0																0				 												0																0																0

		Loss of ESI		0																0																0																0																0																0

		Password Reset/Account Unlock		848								34		31		28				93				36		44		41		41		25				187				48		40		50		47		45				230				39		47		42		40		37				205								32		52		49				133

		Prospect/Pending case		0																0																0																0																0																0





		PP

		MCRE		835								43		37		39				119				47		27		30		31		27				162				46		45		68		41		36		 		236				55		48		46		28		37				214								40		33		31				104

		Counties		2616								153		113		98				364				125		127		89		122		89				552				185		160		162		118		129		 		754				163		144		132		97		107				643								109		102		92				303

		Top Call Drivers		Total

		CC												21147

		MCRE/Counties		3451										16%

		Password Reset/Account Unlock		2695										13%

		How To Enroll In a Plan?		1330										6%

		Income Change		1011										5%

		How Do I Apply?		985										5%

		How Do I Update My Application?		955

		Enrollment Status Check		837

		Checking on Status of Reported Change		719

		Duplicate 1095-A Request^		214

		Loss of ESI		181

		Address Change/Correction		158

		Determination Result		139

		Loss of Public Program		128

		Request to Close Application^		81

		Caller Hung Up without Speaking		79

		Full Term		50

		Loss/Gain of ESI^		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

				 



		Total



		Broker												2580

		CSR-Status of Enrollment		257										10%

		Loss of Public Program		154										6%

		Loss of ESI		151										6%

		Password Reset/Account Unlock		106										4%

		Loss/Gain of MEC^		103										4%

		CSR-Determination Result		84

		How Do I Update My Application?		35

		Status of My SEP Request		28

		How Do I Apply?		27

		How To Enroll In a Plan?		19

		Status of Submitted AOR Form		16

		APTC/CSR Questions		14

		CSR-Status of Reported Change		14

		Paper form via FileNet		14

		Full Term		12

		Loss of COBRA		6

		CSR-Status of Verifications		0

		Directed to Complete Caspio Form		0

		Enrollment Status Check		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0





		ARC												5756

		CSR-Public Program Status		1494										26%

		Password Reset/Account Unlock		848										15%

		CSR- QHP Status		419										7%

		CSR-Determination Result		264										5%

		CSR-Pending Case		200										3%

		CSR-Newborn Status		66

		CSR-Status of Enrollment		0

		How Do I Apply?		0

		Loss of ESI		0

		Prospect/Pending case		0





		PP

		MCRE		835

		Counties		2616





OE Wrap



		Date/Stat		HL		CCB Req		% callers req CCB		CCB Con		% Connect		CCB Can		% Cancel

		OE5		66,325		18,981		28.81%		15,458		83.16%		432		1.76%

		OE6		47,601		15,631		32.84%		12,298		78.68%		103		0.66%







		OE5						OE6

		Date		Volume				Date		Volume

		12/20/17		7,910				12/14/18		5,389

		12/19/17		5,263				12/13/18		4,029

		12/15/17		4,465				12/11/18		3,845

		12/12/17		4,426				1/11/19		3,801

		12/18/17		4,404				12/10/18		3,766

		Total		26,468				Total		20,830





		Call Center		OE6		OE7		OE8		OE9

		Calls Received (MNsure)		120,429		80,745		64,763		62,108

		Average Wait Time (>5 min)		0:03:02		0:03:38		0:00:53		0:04:52

		Average Calls Per Day		2,409		1,878		1,506		1,109

		% answered < 10 min		77.64%		87.33%		95.93%		83.39%



		Call Center		Total/ Average		Nov '18		Dec '18		Jan '19						Contact Center		OE6		SEP (4/1-6/30)

		Calls Received (MNsure)		127,321		39,287		60,370		27,664						Call Volume		127,321		52,080

		Calls Handled		117,762		38,746		54,428		24,588						Service Level (5 min. goal)		79.77%		57.48

		Abandon % (<5%)		3.06%		0.72%		3.06%		5.40%						Average Speed of Answer		0:03:05		0:06:43

		Average Wait Time (< 5 minutes)		0:03:04		0:00:20		0:03:55		0:04:57						Abandonment %		3.06%		6.59%

		Service Level (<95%)		79.77%		97.62%		76.35%		65.33%

		Talk Time (Avg)		0:07:43		0:07:50		0:07:15		0:08:04

		Call Handle Time (Avg)		0:09:22		0:09:42		0:08:46		0:09:37

		Max Agents		115		115		105		105

												0.8288675056		0.8001428827

		Broker		**OE2		***OE3		****OE4		^OE5		^^OE6		^^^OE7				Broker		OE4		OE5		OE6		OE7		OE8		OE9

		Calls Received 		12,155		25,107		34,792		20,265		16,797		13,440				Calls Received 		34,792		20,265		16,797		13,440		11,182		12,624

		Average Wait Time 		0:06:21		0:08:55		0:27:42		0:13:17		0:04:20		0:05:50				Calls Handled		14,952		19,637		15,056		12,001		10,303		11,448

		CPD								338		285		313				Average Wait Time 		0:27:42		0:13:17		0:04:20		0:05:50		0:02:29		0:03:56

												1.0533253842		0.7917112131

		ARC		**OE2		***OE3		****OE4		^OE5		^^OE6		^^^OE7				ARC		OE4		OE5		OE6		OE7		OE8		OE9

		Calls Received 		12,041		17,811		23,938		15,096		15,901		12,589				Calls Received 		23,938		15,096		15,901		12,589		9,457		10,366

		Average Wait Time 		0:02:52		0:03:13		0:13:22		0:13:08		0:06:52		0:03:34				Calls Handled		17,309		10,660		12,919		11,201		8,627		10,068

										252		270		293				Average Wait Time 		0:13:22		0:13:08		0:06:52		0:03:34		0:03:30		0:01:02



		**Nov 15, 2014-Feb 15, 2015 (90 working/open days)(93 calendar days)								OE2

		***Nov 1, 2015-Jan 31, 2016  (87 working/open days)(92 calendar days)								OE3

		****Nov 1, 2016-Jan31, 2017 (78 working/open days)(92 calendar days)								OE4

		^Nov 1, 2017-Jan 14, 2018 (60 working/open days)(75 calendar days)								OE5

		^^Nov 1, 2018-Jan 13, 2019 (59 working/open days)(74 calendar days)								OE6

		^^^Nov 1, 2019-Dec 23, 2019 (43 working/open days)(53 calendar days)								OE7

		^^^Nov 1, 2020-Dec 23, 2019 (43 working/open days)(53 calendar days)								OE8

		Nov 1, 2021 - Jan 15, 2022 (55 working/open days(76 calendar days) 								OE9





Fan perform

		Date		Cold Transfer requests		# of call cold transferred		# of allocation changes with details		FTE scheduled (based on Faneuil daily staffing update)		FTE actual (based on hours logged)		FTE sched/FTE actual		FTE (Avg) needed based on forecast		Occupancy		Calls Forecasted		Calls sent to Faneuil via the IVR		Act to FC accuracy

		16-Sep		7		75				32.0		19.0		59%		32.0		94%		760		904		119%

		17-Sep		0		0				37.0		37.0		100%		25.0		78%		577		902		156%

		18-Sep		0		0		na		36.0		32.0		89%		26.0		88%		598		777		130%

		19-Sep		0		0		na		36.0		37.0		103%		26.0		71%		597		778		130%

		20-Sep		0		0		na		36.0		34.0		94%		23.0		68%		572		693		121%

		23-Sep		0		0		na		37.0		36.0		97%		33.0		86%		899		954		106%

		24-Sep		0		0				36.0		30.0		83%		26.0		87%		682		872		128%

		25-Sep		0		0		na		35.0		35.0		100%		27.0		88%		708		897		127%

		26-Sep		0		0		na		35.0		31.0		89%		27.0		86%		742		751		101%

		27-Sep		0		0				35.0		36.0		103%		24.0		81%		676		888		131%

		30-Sep		0		0				44.0		36.0		82%		29.0		91%		1169		1159		99%

		1-Oct		0		0				41.0		33.0		80%		30.0		90%		1360		1185		87%

		2-Oct		0		0		na		42.0		35.0		83%		29.0		85%		1150		1091		95%

		3-Oct		0		0		na		38.0		29.0		76%		29.0		83%		1073		924		86%

		4-Oct		0		0		na		35.0		28.0		80%		25.0		82%		1049		862		82%

		7-Oct		3		50		na		49.0		32.0		65%		33.0		93%		1237		1261		102%

		8-Oct		0		15		na		42.0		28.0		67%		26.0		95%		1167		1121		96%

		9-Oct		0		0		na		42.0		26.0		62%		27.0		91%		1167		1049		90%

		10-Oct		0		0		na		41.0		27.0		66%		27.0		92%		1365		1033		76%

		11-Oct		0		0		na		39.0		32.0		82%		24.0		85%		1520		1054		69%

		14-Oct		0		0		na		30.0		36.0		120%		32.0		89%		2345		1331		57%

		15-Oct		0		0		na		48.0		35.0		73%		25.0		81%		1789		1285		72%

		16-Oct		0		0		na		55.0		33.0		60%		26.0		92%		1735		1831		106%

		17-Oct		0		0		na		48.0		29.0		60%		26.0		92%		1806		1417		78%

		18-Oct		0		0		na		67.0		35.0		52%		23.0		79%		1783		1260		71%

		21-Oct		0		0		na		48.0		31.0		65%		33.0		94%		2194		1596		73%

		22-Oct		2		0		na		77.0		31.0		40%		26.0		86%		1627		1481		91%

		23-Oct		0		0		8:58AM 25% of the call to the vendor       75% of the calls to the Helpline          9:56AM 0% of the call to the vendor       100% of the calls to the Helpline		59.0		29.0		49%		27.0		86%		1405		936		67%

		24-Oct		2		0		100% of calls going to vendor		61.0		53.0		87%		27.0		82%		1422		937		66%

		25-Oct		0		0		na		60.0		54.0		90%		24.0		89%		1406		1398		99%

		28-Oct		0		0		na		66.0		53.0		80%		23.0		81%		1782		1879		105%

		29-Oct		0		0		na		53.0		55.0		104%		30.0		92%		1666		1556		93%

		30-Oct		0		0		na		46.0		52.0		113%		29.0		83%		1722		1389		81%

		31-Oct		0		0		na		63.0		55.0		87%		29.0		74%		1515		1366		90%

		1-Nov		0		15		na		88.0		94.0		107%		57.0		85%		2540		2316		91%

		2-Nov		0		0		na		35.0		25.0		71%		14.0		44%		315		303		96%

		4-Nov		0		0		na		91.0		80.0		88%		60.0		95%		2361		2322		98%

		5-Nov		0		0		na		84.0		75.0		89%		43.0		53%		1712		1903		111%

		6-Nov		0		0		na		87.0		71.0		82%		45.5		81%		1841		1718		93%

		7-Nov		0		0		na		90.0		89.0		99%		25.0		67%		1879		1750		93%

		8-Nov		0		0		na		82.0		83.0		101%		25.0		60%		1516		1427		94%

		9-Nov		0		0		na		28.0		21.0		75%		8.0		47%		194		147		76%

		11-Nov		0		0		na		107.0		96.0		90%		61.5		64%		1444		1309		91%

		12-Nov		0		0		na		102.0		93.0		91%		43.0		76%		2038		1741		85%

		13-Nov		0		0		na		77.0		100.0		130%		43.0		70%		1860		1716		92%

		14-Nov		0		0		na		84.0		84.0		100%		38.5		73%		1860		1670		90%

		15-Nov		0		0		na		84.0		73.0		87%		41.5		78%		1622		1475		91%

		16-Nov		0		0		na		14.0		10.0		71%		13.0		57%		227		146		64%

		18-Nov		0		0		na		78.0		88.0		113%		51.5		66%		2021		1956		97%

		19-Nov		0		0		na		65.0		81.0		125%		45.5		72%		1788		1704		95%

		20-Nov		0		0		na		84.0		82.0		98%		43.0		62%		1694		1523		90%

		21-Nov		0		0		na		82.0		77.0		94%		43.0		53%		2094		1532		73%

		22-Nov		0		0		na		85.0		84.0		99%		58.5		48%		2323		1477		64%

		23-Nov		0		0		na		13.0		7.0		54%		11.5		52%		183		141		77%

		25-Nov		0		0		na		108.0		85.0		79%		75.5		54%		3002		1695		56%

		26-Nov		0		0		na		109.0		77.0		71%		63.0		51%		2523		1456		58%

		27-Nov		0		0		na		107.0		81.0		76%		71.6		50%		2820		1338		47%

		30-Nov		0		0		na		8.0		8.0		100%		11.5		67%		177		184		104%

		2-Dec		1		40		na		98.0		78.0		80%		77		97%		3105		2991		96%

		3-Dec		0		0		na		97.0		78.0		80%		68.5		73%		2745		2796		102%

		4-Dec		0		0		na		102.0		77.0		75%		67		88%		2658		2208		83%

		5-Dec		1		0		na		98.0		72.0		73%		60		90%		2910		2383		82%

		6-Dec		0		0		na		102.0		75.0		74%		64.5		75%		2552		1941		76%

		7-Dec		0		0		na		20.0		13.0		65%		21.5		43%		366		199		54%

		9-Dec		1		25		na		100.0		70.0		70%		80.0		87%		3167		2407		76%

		10-Dec		0		0		na		92.0		69.0		75%		70.0		92%		2800		2413		86%

		11-Dec		1		20		na		94.0		77.0		82%		68.5		92%		2711		2098		77%

		12-Dec		5		135		na		93.0		83.0		89%		61.5		97%		2702		2437		90%

		13-Dec		5		105		
11:20AM 
50% of RAC to the vendor            
50% of RAC to the Helpline     
3:35 PM 
100% of all calls going to vendor		92.0		74.0		80%		60.0		95%		2203		2250		102%

		14-Dec		0		12		na		22.0		11.0		50%		19.0		91%		297		418		141%

		16-Dec		5		95		9:15
Report a change- 100% St Paul  
Status check- 50%  St Paul  50%  Faneuil
9:44
Report a change- 100% St Paul  
Status check- 100%  Faneuil
11:01
Report a change- 100% St Paul  
Status check- 80%  Faneuil  20% St Paul		48.0		72.0		150%		82.5		97%		3013		2670		89%

		17-Dec		4		85		9:48
Report a change- 50 % Faneuil 50% St Paul  
Status check- 100%  Faneuil  0% St Paul
11:36
Report a change- 0 % Faneuil 100% St Paul  
Status check- 75%  Faneuil  25% St Paul
5:57
Report a change- 0 % Faneuil 100% St Paul  
Status check- 25%  Faneuil  75% St Paul		92.0		75.0		82%		85.0		97%		3103		2104		68%

		18-Dec		3		75		8:41
Report a change- 100 % Faneuil 0% St Paul  
Status check- 100%  Faneuil  0% St Paul
1:45
Report a change- 100 % Faneuil 0% St Paul  
Status check- 100%  Faneuil  0% St Paul
1:59 
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul		91.0		78.0		86%		79.0		94%		2854		2104		74%

		19-Dec		2		35		9:00
Report a change- 0 % Faneuil 100% St Paul  
Status check- 50%  Faneuil  50% St Paul
10:08
Report a change- 50 % Faneuil 50% St Paul  
Status check- 100%  Faneuil  0% St Paul		89.0		87.0		98%		67.5		97%		2992		2405		80%

		20-Dec		6		155		9:37
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul
5:00
Report a change- 100 % Faneuil 0% St Paul  
Status check- 100%  Faneuil  0% St Paul		90.0		88.0		98%		113.5		96%		4145		3078		74%

		21-Dec		0		0		na		88.0		79.0		90%		59.0		48%		1894		1069		56%

		22-Dec		0		0		na		82.0		74.0		90%		38.0		61%		1501				0%

		23-Dec						8:42
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul
10:06
Report a change- 0 % Faneuil 100% St Paul  
Status check- 50%  Faneuil  50% St Paul
3:30
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul
Midnight
Report a change- 100 % Faneuil 0% St Paul  
Status check- 100%  Faneuil  0% St Paul		88.0		90.0		102%		90.0		97%		5816		5358		92%

		24-Dec		0		0		na		61.0		38.0		62%		20.0		26%		643		501		78%

		26-Dec		0		0		na		86.0		34.0		40%		51.5		70%		1644		1353		82%

		27-Dec		1		15		na		85.0		38.0		45%		57.7		89%		1842		1618		88%

		30-Dec		4		85		na		82.0		67.0		82%		75.0		93%		2444		2281		93%

		31-Dec		4		60		na		89.0		38.0		43%		70.0		93%		2253		1788		79%

		2-Jan		6		180		na		89.0		63.0		71%		55		96%		1772		2037		115%

		3-Jan		4		100		na		77.0		38.0		49%		52.5		91%		1688		1731		103%

		6-Jan		9		195		9:34
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul
12:38
Report a change- 0 % Faneuil 100% St Paul  
Status check- 75%  Faneuil  25% St Paul		78.0		58.0		74%		57.5		97%		1859		1887		102%

		7-Jan		2		40		na		76.0		51.0		67%		54		91%		1749		1361		78%

		8-Jan		1		0		na		80.0		58.0		73%		50		90%		1632		1345		82%

		9-Jan		0		0		na		76.0		53.0		70%		47.5		85%		1518		1154		76%

		10-Jan		0		0		na		72.0		54.0		75%		45		79%		1444		1095		76%

		13-Jan		4		15		na		75.0		52.0		69%		52.5		92%		1677		1242		74%

		14-Jan		0		0		na		78.0		52.0		67%		49		87%		1579		1196		76%

		15-Jan		0		0		na		69.0		53.0		77%		46.5		87%		1474		1167		79%

		16-Jan		0		0		na		67.0		49.0		73%		42.5		79%		1370		1079		79%

		17-Jan		0		0		1:07
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul		66.0		53.0		80%		37.5		72%		1304		969		74%

		21-Jan		6		120		9:05 AM
Report a change- 0 % Faneuil 100% St Paul  
Status check- 0%  Faneuil  100% St Paul
9:24 AM
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul		56.0		53.0		95%		55		92%		1792		1720		96%

		22-Jan		8		150		na		55.0		43.0		78%		45		97%		1456		1507		103%

		23-Jan		4		60		12:13
Report a change- 0 % Faneuil 100% St Paul  
Status check- 70%  Faneuil  30% St Paul		53.0		42.0		79%		46.5		96%		1481		1378		93%

		24-Jan		0		0		10:39
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul		45.0		51.0		113%		42.5		82%		1370		1188		87%

		27-Jan		3		30		na		60.0		48.0		80%		46.5		95%		1501		1432		95%

		28-Jan		5		49		na		53.0		47.0		89%		42.5		94%		1383		1340		97%

		29-Jan		5		75		na		55.0		44.0		80%		37.5		96%		1194		1290		108%

		30-Jan		3		30		na		54.0		49.0		91%		41.5		91%		1343		1246		93%

		31-Jan		2		30		na		54.0		51.0		94%		46.5		87%		1492		1247		84%

		3-Feb		4		45		na		53.0		45.0		85%		41.5		91%		1305		1294		99%

		4-Feb		4		35		na		54.0		44.0		81%		35		91%		1115		1238		111%

		5-Feb		0		0		8:17AM
Report a change- 0 % Faneuil 100% St Paul  
Status check- 0%  Faneuil  100% St Paul  2:06PM
Report a change- 0 % Faneuil 100% St Paul  
Status check- 50%  Faneuil  50% St Paul		55.0		48.0		87%		31.5		55%		988		694		70%

		6-Feb		2		10		8:00AM
Report a change- 0 % Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul		55.0		45.0		82%		27.5		90%		880		1037		118%

		7-Feb		0		0		na		51.0		46.0		90%		29		77%		980		972		99%

		10-Feb		4		20		na		51.0		47.0		92%		37.5		90%		1210		1241		103%

		11-Feb		2		10		0		51.0		44.0		86%		32.5		94%		1023		1184		116%

		12-Feb		0		0		9:44AM
Report a change- 0% Faneuil 100% St Paul  
Status check- 50%  Faneuil  50% St Paul		52.0		42.0		81%		29		76%		914		869		95%

		13-Feb		1		0		8:55AM
Report a change- 0% Faneuil 100% St Paul  
Status check- 100%  Faneuil  0% St Paul		52.0		44.0		85%		29		87%		909		948		104%

		14-Feb		0		0		na		55.0		44.0		80%		29		93%		933		866		93%

		18-Feb		5		55		na		48.0		51.0		106%		46.5		92%		1496		1400		94%

		19-Feb		7		40		na		48.0		42.0		88%		39		95%		1225		1187		97%

		20-Feb		2		20		11:19AM
25% Status to Faneuil  75 % status to St Paul
100% Report a Change to St Paul

1:16 PM
75% Status to Faneuil  25 % status to St Paul
100% Report a Change to St Paul		50.0		33.0		66%		32.5		90%		1035		919		89%

		21-Feb		0		0		na		50.0		47.0		94%		30		78%		973		873		90%

		24-Feb		1		0		4:13PM
100% Status to Faneuil 
100% Report a Change to St Paul		47.0		48.0		102%		46.5		85%		1252		1102		88%

		25-Feb		0		0		na		48.0		46.0		96%		39		85%		1078		998		93%

		26-Feb		1		0		na		50.0		47.0		94%		32.5		87%		970		1018		105%

		27-Feb		1		0		na		48.0		42.5		89%		30		na		1042		1029		99%

		28-Feb		2		15		na		53.0		48.0		91%		29		84%		1158		1060		92%

		2-Mar		1		10		na		52.0		47.0		90%		37.5		94%		1191		1258		106%

		3-Mar		0		6		na		43.0		43.0		100%		35		87%		1138		1051		92%

		4-Mar		2		10		na		49.0		36.0		73%		31.5		89%		1008		936		93%

		5-Mar		1		0		na		52.0		33.0		63%		30		85%		938		831		89%

		6-Mar		0		0		na		46.0		36.0		78%		25		81%		820		880		107%

		9-Mar		2		15		na		50.0		43.0		86%		27.5		84%		874		985		113%

		10-Mar		1		10				44.0		41.0		93%		32.5		84%		1036		938		91%

		11-Mar		1		10		For All Staff Meeting at MNsure:
8:00 AM
100% status to Faneuil
100% report a  change to Faneuil
9:36 AM
100% status to Faneuil
100% report a  change to St Paul		45.0		41.0		91%		27.5		81%		887		915		103%

		12-Mar		1		0		na		46.0		40.0		87%		27.5		78%		862		869		101%

		13-Mar		1		0		na		33.0		39.0		118%		27.5		82%		876		839		96%

		16-Mar		7		75		na		41		35		85%		30		88%		952		982		103%

		17-Mar		0		0		na		40		35		88%		35		82%		1117		824		74%

		18-Mar		1		10		na		43		35		81%		29		86%		926		767		83%

		19-Mar		0		0		na		41		37		90%		26.5		76%		842		772		92%

		20-Mar		2		10		na		39		37		95%		27.5		80%		882		908		103%

		23-Mar		4		70		8:55AM (Vendor failure)
All Calls  100% to MNsure
11:30AM
100% Status to Faneuil 
100% Report a Change to St Paul		39		33		85%		34		94%		1163		1428		123%

		24-Mar		6		84		10:04AM
50% Status to Faneuil 
50% Status to St Paul
11:08AM
25% Status to Faneuil 
75% Status to St Paul
5:18PM
100% Status to Faneuil 
100% Report a Change to St Paul		42		40		95%		31.5		95%		1003		1529		152%

		25-Mar		6		95		10:57AM  Status 50% Faneuil / 50% St Paul
11:42AM  Status 25% Faneuil / 75% St Paul		43		40		93%		25		91%		824		1317		160%

		26-Mar		0		0		8:53AM  Status 0% Faneuil / 100% St Paul		41		29		71%		26.5		91%		839		870		104%

		27-Mar		0		0		8:54AM  Status 50% Faneuil / 50% St Paul		41		32		78%		27.5		85%		1672		891		53%				5501		6035		110%

		30-Mar		1		20		10:23AM  Status 0% Faneuil / 100% St Paul
11:28AM  Status 35% Faneuil / 65% St Paul		45		36		80%		31.5		89%		1701		1207		71%						534		0.1030149813

		31-Mar		4		85		10:11 AM Status Faneuil 50% / MNsure 50%
10:13 AM Status Faneuil 65% / MNsure 35%
1:30 PM Status Faneuil 25% / MNsure 75%		44		29		66%		32.5		90%		1759		1266		72%

		1-Apr		5		60		8:51 AM Status Faneuil 100% / MNsure 0%
9:51 AM Status Faneuil 50% / MNsure 50%		45		27		60%		44.5		90%		1914		1078		56%

		2-Apr		2		10		8:57 AM Status Faneuil 80% / MNsure 20%
10:37 AM Status Faneuil 50% / MNsure 50%		45		29		64%		38.5		89%		1577		1012		64%

		3-Apr		0		0		8:30 AM Status Faneuil 100% / MNsure 0%
11:34 AM Status Faneuil 50% / MNsure 50%		45		34		76%		34		82%		1245		922		74%				8196		5485		67%

		6-Apr		4		20		1:34 PM Status Faneuil 100% / MNsure 0%
2:22 PM Status Faneuil 50% / MNsure 50%		42		34		81%		46		88%		1198		1040		87%						-2711		-33%

		7-Apr		3		10		na		43		31		72%		44.5		83%		1086		821		76%

		8-Apr		4		25		8:52 AM Status Faneuil 100% / MNsure 0%		43		32		74%		37		88%		840		1071		128%

		9-Apr		4		30		11:50 AM Status Faneuil 50% / MNsure 50%
3:19 PM Status Faneuil 100% / MNsure 0%		43		32		74%		38.5		88%		940		861		92%

		10-Apr		6		38		na		43		35		81%		40		89%		1060		1038		98%

		13-Apr		6		88		na		44		37		84%		54		93%		1407		1362		97%				5578		6232		112%

		14-Apr		3		25		na		38		36		95%		46		92%		1104		1181		107%

		15-Apr		5		30		na		41		37		90%		46		89%		1103		1250		113%

		16-Apr		8		115		na		35		33		94%		40		92%		935		1342		144%

		17-Apr		4		28		8:46 AM Status Faneuil 50% / MNsure 50%		39		33		85%		32.5		93%		1029		1097		107%

		20-Apr		5		90		8:37 AM Status Faneuil 20% / MNsure 80%
11:10 AM Status Faneuil 50% / MNsure 50%		37		38		103%		44.5		91%		1210		1731		143%				4947		6771		137%

		21-Apr		1		25		8:49 AM Status Faneuil 25% / MNsure 75%		38		41		108%		44.5		93%		1285		2444		190%						1824		37%

		22-Apr		0		0		8:23 AM Status Faneuil 100% / MNsure 0%		37		35		95%		40		81%		881		918		104%

		23-Apr		0		0		na		37		32		86%		35.5		85%		754		847		112%

		24-Apr		0		0		8:55 AM RAC Faneuil 25% / MNsure 75%		36		37		103%		38.5		66%		817		831		102%

		27-Apr		0		0		na		33		31		94%		52.5		66%		1186		1084		91%				5428		4850		89%

		28-Apr		3		20		na		33		27		82%		49.0		85%		1118		1055		94%						-578		-11%

		29-Apr		0		6		na		33		32		97%		49.0		82%		1094		978		89%

		30-Apr		0		14		na		33		31		94%		55.6		81%		1233		943		76%

		1-May		0		0		na		33		32		97%		27.5		69%		796		790		99%

		4-May		0		0		na		32		30		94%		31.5		81%		1000		994		99%				4109		4257		104%

		5-May		0		0		na		32		35		109%		27.5		62%		884		771		87%						148		3.60%

		6-May		0		0		8:55 AM RAC Faneuil 100% / MNsure 0%		32		35		109%		25.0		77%		799		857		107%

		7-May		0		0		na		31		31		100%		24.0		77%		746		798		107%

		8-May		0		0		na		27		30		111%		21.5		77%		680		837		123%

		11-May		0		0		na		37		34		92%		35.0		80%		1002		1070		107%				4334		4470		103%

		12-May		0		0		na		37		34		92%		27.5		79%		886		877		99%						136		3.14%

		13-May		0		0		na		38		29		76%		26.5		79%		848		856		101%

		14-May		0		0		na		31		29		94%		26.5		83%		839		834		99%

		15-May		0		0		na		31		29		94%		24.0		78%		759		833		110%

		18-May		2		8		na		37		30		81%		32.5		89%		911		1071		118%				3981		4130		104%

		19-May		0		0		na		32		30		94%		27.5		81%		829		815		98%						149		3.73%

		20-May		0		0		na		31		29		94%		27.5		87%		815		818		100%

		21-May		0		0		na		31		26		84%		24.0		88%		726		781		108%

		22-May		0		0		na		30		30		100%		23.0		67%		700		645		92%

		26-May		0		0		na		36		29		81%		na		78%		1029		1205		117%				3622		3610		100%

		27-May		0		0		na		38		31		82%		na		77%		948		893		94%						-12		-0.35%

		28-May		0		0		na		37		34		92%		na		51%		822		781		95%

		29-May		0		0		na		38		33		87%		na		51%		824		731		89%

		1-Jun		0		0		na		40		32		80%		25.0		52%		806		637		79%				3148		2823		90%

		2-Jun		0		0		na		38		32		84%		21.5		47%		652		546		84%						-325		-10.31%

		3-Jun		0		0		na		38		36		95%		19.0		46%		598		595		100%

		4-Jun		0		0		na		38		32		84%		19.0		40%		588		527		90%

		5-Jun		0		0		na		38		33		87%		16.5		42%		504		518		103%

		8-Jun		0		0		na		34		32		94%		25.0		69%		794		839		106%				3740		3496		93%

		9-Jun		0		0		na		33		29		88%		25.0		67%		793		766		97%						-244		-6.53%

		10-Jun		0		0		na		33		31		94%		21.5		60%		793		758		96%

		11-Jun		0		0		na		33		28		85%		21.5		63%		689		640		93%

		12-Jun		0		0		na		32		29		91%		21.5		47%		670		493		74%

		15-Jun		0		0		na		29		26		90%		26.5		72%		846		789		93%				3872		3299		85%

		16-Jun		0		0		na		31		30		97%		27.5		63%		860		701		82%						-573		-14.80%

		17-Jun		0		0		na		33		31		94%		24.0		61%		762		605		79%

		18-Jun		0		0		na		29		28		97%		24.0		63%		737		571		78%

		19-Jun		0		0		na		29		27		93%		21.5		66%		667		633		95%

		22-Jun		2		20		na		33		30		91%		29.0		78%		928		896		97%				4188		3552		85%

		23-Jun		0		0		na		33		30		91%		25.0		69%		819		698		85%						-636		-15.19%

		24-Jun		0		0		na		34		27		79%		27.5		67%		873		666		76%

		25-Jun		1		0		na		33		25		76%		25.0		77%		763		635		83%

		26-Jun		0		0		na		31		25		81%		25.0		79%		804		657		82%

		29-Jun		0		0		na		32		30		94%		30.0		82%		967		976		101%				3241		3061		94%

		30-Jun		3		32		na		29		27		93%		26.5		87%		854		885		104%						-180		-5.56%

		1-Jul		1		0		na		33		30		91%		34.0		89%		799		680		85%

		2-Jul		0		0		na		34		36		106%		26.0		40%		622		520		84%

		6-Jul		0		0		na		34		34		100%		31.0		60%		744		746		100%				3075		3262		106%

		7-Jul		0		0		na		34		27		79%		29.0		71%		679		693		102%						187		6.08%

		8-Jul		0		0		na		34		25		74%		24.5		67%		562		623		111%

		9-Jul		0		0		na		33		27		82%		24.5		65%		557		647		116%

		10-Jul		0		0		na		30		30		100%		23.0		58%		533		553		104%

		13-Jul		0		0		na		33		30		91%		31.0		85%		732		880		120%				3159		3457		109%

		14-Jul		0		0		na		34		27		79%		29.0		81%		683		716		105%						298		9.45%

		15-Jul		0		0		na		30		27		90%		26.0		74%		610		718		118%

		16-Jul		0		0		na		31		26		84%		24.5		67%		575		551		96%

		17-Jul		0		0		na		32		26		81%		24.5		65%		560		592		106%														July

		20-Jul		1		10		11:20 AM Status Faneuil 0% / MNsure 100%
5:53 PM Status Faneuil 100% / MNsure 0%		30		29		97%		32.5		84%		773		810		105%				3374		3658		108%						7655		7919		1.0345413216

		21-Jul		1		8		na		27		25		93%		29.0		83%		683		790		116%						284		8.43%

		22-Jul		0		0		na		27		29		107%		27.5		77%		667		749		112%

		23-Jul		0		0		na		28		26		93%		26.0		69%		636		657		103%

		24-Jul		0		0		na		23		23		100%		29.0		70%		614		652		106%

		27-Jul		1		15		na		27		27		100%		29.0		86%		709		909		128%				3516		3889		111%

		28-Jul		2		19		na		29		28		97%		31.0		81%		683		832		122%						373		10.60%

		29-Jul		2		20		na		26		27		104%		21.0		81%		744		770		103%

		30-Jul		0		0		na		30		27		90%		32.5		75%		725		691		95%

		31-Jul		0		0		na		28		26		93%		29.0		76%		656		687		105%

		3-Aug		2		47		na		na		26		na		37.0		82%		779		826		106%				4142		3509		85%						Aug

		4-Aug		1		10		na		na		26		na		38.5		78%		710		736		104%						-633		-15.29%						19123		14898		0.7790700107

		5-Aug		0		0		na		29		25		86%		32.5		71%		912		622		68%

		6-Aug		2		27		na		29		27		93%		38.5		75%		962		746		78%

		7-Aug		0		0		na		29		24		83%		38.5		74%		779		579		74%

		10-Aug		0		0		na		30		29		97%		38.5		86%		944		865		92%				4456		3420		77%

		11-Aug		0		0		na		29		25		86%		38.5		78%		950		690		73%						-1036		-23.25%

		12-Aug		0		0		na		30		26		87%		38.5		79%		942		675		72%

		13-Aug		0		0		na		30		25		83%		35.5		69%		857		631		74%

		14-Aug		0		0		na		28		24		86%		32.5		71%		763		559		73%

		17-Aug		3		50		na		30		25		83%		43.0		80%		1098		779		71%				4350		3486		80%

		18-Aug		0		0		na		29		27		93%		37.0		78%		894		702		78%						-864		-19.87%

		19-Aug		0		0		na		29		28		97%		35.5		70%		872		690		79%

		20-Aug		0		15		na		28		28		100%		32.5		72%		763		688		90%

		21-Aug		0		0		na		27		24		89%		31.0		71%		723		627		87%

		24-Aug		0		20		na		29		29		100%		41.5		86%		1053		896		85%				4990		3793		76%

		25-Aug		2		12		na		28		26		93%		40.0		85%		1013		794		78%						-1197		-23.98%

		26-Aug		0		17		na		27		27		100%		40.0		78%		976		698		72%

		27-Aug		2		9		na		26		22		85%		40.0		80%		1002		654		65%

		28-Aug		0		0		na		26		26		100%		38.5		83%		946		751		79%

		31-Aug		0		0		9:05 AM
Status 50% Faneuil/50% St Paul
Report a Change 100% St Paul
4:10 PM
Status 100% Faneuil
Report a Change 100% Faneuil		26		24		92%		46.0		82%		1184		690		58%				4781		3488		73%

		1-Sep		0		0		na		27		28		104%		40.0		87%		1006		824		82%						-1293		-27.04%						Sep

		2-Sep		1		15		na		28		26		93%		40.0		74%		983		699		71%														18496		13957		0.754599668

		3-Sep		0		0		na		25		23		92%		35.5		86%		857		703		82%

		4-Sep		0		0		na		26		26		100%		31.0		63%		750		572		76%

		8-Sep		0		0		na		25		27		108%		46.0		84%		1150		803		70%				4914		3529		72%

		9-Sep		1		0		na		27		25		93%		41.5		87%		1049		719		69%						-1385		-28.19%

		10-Sep		1		15		na		28		27		96%		37.0		69%		914		674		74%

		11-Sep		0		0		na		28		27		96%		34.0		62%		800		592		74%

		14-Sep		1		15		na		25		25		100%		40.0		79%		1002		741		74%

		15-Sep		0		0		na		25		24		96%		38.5		79%		962		650		68%				3241		2379		73%

		16-Sep		0		0		na		26		23		88%		34.0		76%		811		594		73%						-862		-26.59%

		17-Sep		0		0		na		25		23		92%		31.0		76%		740		582		79%

		18-Sep		0		0		na		26		24		92%		31.0		73%		727		553		76%

		21-Sep		1		15		na		25		25		100%		38.5		90%		942		723		77%

		22-Sep		0		0		na		25		24		96%		37.0		84%		916		720		79%				3134		2246		72%

		23-Sep		0		0		na		27		24		89%		32.5		81%		780		621		80%						-888		-28.33%

		24-Sep		0		0		8:13 AM
Status 25% Faneuil/75% St Paul
Report a Change 100% St Paul
		27		24		89%		31.0		50%		718		404		56%

		25-Sep		0		0		8:13 PM
Status 100% Faneuil
Report a Change 100% Faneuil		24		22		92%		31.0		65%		719		501		70%

		28-Sep		2		30		9:58 AM
Status 50% Faneuil/50% St Paul
Report a Change 100% St Paul
11:55AM
Status 25% Faneuil/75% St Paul
Report a Change 100% St Paul		25		20		80%		38.5		79%		938		581		62%

		29-Sep		4		45		9:22 AM
Status 100% Faneuil
Report a Change 100% Faneuil		25		25		100%		34.5		91%		840		862		103%				3444		2985		87%

		30-Sep		0		0		na		25		25		100%		37.0		93%		890		839		94%						-459		-13.34%

		1-Oct		0		0		na		26		23		88%		33.0		86%		929		683		74%														Oct

		2-Oct		0		0		na		24		20		83%		33.0		85%		785		601		77%														23402		19572		0.8363386749

		5-Oct		0		0		na		25		24		96%		38.5		90%		841		763		91%														8900		8559		0.9616461943

		6-Oct		1		10		na		25		23		92%		34.5		88%		748		745		100%				2840		3147		111%

		7-Oct		0		0		na		25		23		92%		31.5		90%		700		720		103%						307		10.83%

		8-Oct		6		59		na		22		25		114%		31.5		93%		689		829		120%

		9-Oct		2		18		na		23		31		135%		31.5		91%		703		853		121%

		12-Oct		1		20		10:30 AM
Report a Change 25% Faneuil/75% St Paul
12:48PM
Report a Change 75% Faneuil/25% St Paul
1:25PM
Report a Change 100% Faneuil		53		42		79%		40.0		96%		1131		1286		114%

		13-Oct		1		0		na		45		42		93%		38.5		91%		1092		1063		97%				5781		5292		92%

		14-Oct		0		0		na		47		41		87%		45.5		89%		1282		1016		79%						-489		-8.45%

		15-Oct		0		0		na		41		39		95%		43.0		77%		1204		935		78%

		16-Oct		1		0		na		34		36		106%		38.5		83%		1071		992		93%

		19-Oct		0		0		na		53		39		74%		48.5		88%		1357		1111		82%

		20-Oct		0		0		na		50		39		78%		44.5		77%		1259		967		77%				5843		4722		81%

		21-Oct		0		0		na		47		35		74%		35.5		75%		1010		946		94%						-1121		-19.18%

		22-Oct		0		0		na		48		35		73%		37.0		74%		1029		898		87%

		23-Oct		0		0		na		47		38		81%		43.0		65%		1188		800		67%

		26-Oct		1		0		na		48		43		90%		57.0		83%		1597		1244		78%

		27-Oct		0		0		na		44		42		95%		47.0		84%		1323		1083		82%				6383		5241		82%

		28-Oct		0		0		na		48		46		96%		43.0		71%		1181		1060		90%						-1142		-17.90%

		29-Oct		0		0		na		54		54		100%		41.5		56%		1162		977		84%

		30-Oct		0		0		na		79		46		58%		43.0		58%		1121		877		78%

		1-Nov		0		0		na		47		31		66%		34.0		37%		863		348		40%

		2-Nov		1		25		9:53 AM Report a Change 0% Faneuil/100% St Paul
10:38 AM Report a Change 75% Faneuil/25% St Paul
11:15 AM Report a Change 25% Faneuil/75% St Paul
1:13 PM Report a Change 100% Faneuil/0% St Paul		80		63		79%		72.5		93%		2136		1849		87%

		3-Nov		0		0		na		78		60		77%		54.0		74%		1835		1335		73%				9326		6950		75%

		4-Nov		0		0		na		73		57		78%		54.0		68%		1590		1145		72%						-2376		-25.48%

		5-Nov		0		0		na		68		58		85%		44.5		69%		1520		1144		75%

		6-Nov		0		0		na		74		60		81%		41.5		58%		1233		1019		83%												OE8		0.9145731353

		7-Nov		0		0		na		13		6.42		49%		12.5		50%		149		110		74%												42119		38521

		9-Nov		0		0		na		73		62		85%		51.0		86%		1518		1623		107%				6826		7054		103%

		10-Nov		0		0		na		73		58		79%		43.0		83%		1485		1437		97%						228		3.34%

		11-Nov		0		0		na		72		51		71%		38.5		72%		1120		1157		103%

		12-Nov		0		0		na		71		60		85%		40.0		85%		1376		1394		101%

		13-Nov		0		0		na		47		63		134%		41.5		71%		1206		1308		108%

		14-Nov		0		0		na		11		6		55%		11.0		56%		121		135		112%

		16-Nov		0		0		na		69		73		106%		55.5		76%		1622		1705		105%				6982		6982		100%

		17-Nov		0		0		na		95		65		68%		44.5		78%		1529		1516		99%						0		0.00%

		18-Nov		0		0		na		96		67		70%		43.0		64%		1254		1312		105%

		19-Nov		0		0		na		90		67		74%		37.0		55%		1246		1175		94%

		20-Nov		0		0		na		68		75		110%		41.5		50%		1204		1127		94%

		21-Nov		0		0		na		20		9		45%		11.0		42%		115		147		128%

		23-Nov		0		0		na		84		73		87%		47.5		65%		1424		1645		116%		4134		9029		8721		97%

		24-Nov		0		0		na		83		69		83%		38.5		65%		1326		1488		112%		4358				-308		-3.41%

		25-Nov		0		0		na		79		68		86%		41.5		51%		1207		1081		90%		1.0542399818

		28-Nov		0		0		na		10		7		70%		15.5		57%		177		144		81%

		30-Nov		0		0		na		97		89		92%		84.5		86%		2494		2514		101%		10810		10810		9287		86%

		1-Dec		0		0		na		103		79		77%		69.0		74%		2402		1849		77%		9287				-1523		-14.09%

		2-Dec		0		0		na		107		91		85%		61.5		57%		1817		1635		90%		0.8591188713

		3-Dec		0		0		na		110		90		82%		67.5		57%		2337		1653		71%

		4-Dec		0		0		na		112		100		89%		54.0		46%		1600		1442		90%

		5-Dec		0		0		na		15		9		60%		14.0		56%		161		194		120%

		7-Dec		0		0		na		114		104		91%		67.5		60%		1981		2106		106%		10045		10045		8851		88%

		8-Dec		0		0		na		111		87		78%		60.0		62%		2072		1784		86%		8851				-1194		-11.88%

		9-Dec		0		0		na		102		93		91%		58.5		60%		1714		1622		95%		0.8811694511

		10-Dec		0		0		na		95		85		89%		57.0		58%		1982		1557		79%

		11-Dec		0		0		na		81		89		110%		66.0		56%		1952		1548		79%

		12-Dec		0		0		na		33		13		39%		26.0		49%		343		234		68%

		14-Dec		0		0		na		92		97		105%		91.0		91%		2659		2953		111%		13201		13201		11751		89%

		15-Dec		0		0		na		94		97		103%		75.5		90%		2575		2830		110%		11751				-1450		-10.98%

		16-Dec		0		0		na		98		91		93%		71.0		61%		2061		1732		84%		0.8901618829

		17-Dec		0		0		na		89		97		109%		64.5		56%		2257		1798		80%

		18-Dec		0		0		na		96		93		97%		94.0		66%		2768		1993		72%

		19-Dec		0		0		na		65		38		58%		34.0		35%		882		445		50%

		20-Dec		0		0		na		65		38		58%		31.0		30%		818		385		47%		13243		11858		10318		87%

		21-Dec		0		0		10:04 AM Report a Change 50% Faneuil/50% St Paul
12:22 PM Report a Change 100% Faneuil/0% St Paul
		92		83		90%		77.0		87%		3284		3910		119%		10318				-1540		-12.99%

		22-Dec		1		45		12:12 PM Report a Change 50% Faneuil/50% St Paul
 6:31 PM Report a Change 100% Faneuil/0% St Paul
		98		84		86%		109.0		89%		5784		4919		85%		0.7791293301

		23-Dec		0		0		na		76		48		63%		55.5		47%		1545		828		54%

		24-Dec		0		0		na		51		26		51%		15.5		30%		426		276		65%

		28-Dec		0		0		na		74		56		76%		50.0		76%		1385		1497		108%				6109		5081		83%

		29-Dec		0		0		na		62		49		79%		41.5		84%		1165		1320		113%						-1028		-16.83%

		30-Dec		0		0		na		62		55		89%		68.5		70%		1951		1256		64%

		31-Dec		0		0		na		60		43		72%		57.0		65%		1609		1008		63%

		4-Jan		0		0		na		53		45		85%		60.0		85%		1719		1449		84%				7259		5521		76%

		5-Jan		0		0		na		53		40		75%		55.5		91%		1591		1191		75%						-1738		-23.95%

		6-Jan		0		0		12:08 PM Report a Change 0% Faneuil/100% St Paul		54		50		93%		45.5		52%		1362		945		69%

		7-Jan		0		0		na		56		46		82%		41.5		62%		1279		1030		81%

		8-Jan		0		0		na		45		41		91%		41.5		56%		1308		906		69%

		11-Jan		0		0		na		49		41		84%		48.5		66%		1167		880		75%				4807		3916		81%

		12-Jan		0		12		na		49		34		69%		44.5		71%		1053		856		81%						-891		-18.53%

		13-Jan		0		0		na		52		34		65%		40.0		65%		971		740		76%

		14-Jan		0		0		na		50		29		58%		35.5		71%		847		721		85%

		15-Jan		0		0		na		50		28		56%		33.0		71%		769		719		93%

		19-Jan		0		0		na		36		39		108%		57.0		88%		1388		1230		89%				4423		3887		88%

		20-Jan		0		0		na		32		31		97%		47.0		81%		1122		1014		90%						-536		-12.11%

		21-Jan		0		0		na		31		28		90%		41.5		85%		990		824		83%

		22-Jan		0		0		na		27		25		93%		38.5		86%		923		819		89%

		25-Jan		0		0		na		34		32		94%		47.0		83%		1128		927		82%				5234		3961		76%

		26-Jan		0		0		na		32		31		97%		44.5		74%		1066		745		70%						-1273		-24.32%

		27-Jan		0		0		na		31		27		87%		41.5		77%		984		753		77%

		28-Jan		0		0		na		31		26		84%		41.5		77%		997		748		75%

		29-Jan		0		0		na		26		26		100%		44.5		81%		1059		788		74%

		1-Feb		0		0		na		34		28		82%		na		79%		921		806		88%				3840		3371		88%

		2-Feb		0		7		na		30		29		97%		na		78%		843		663		79%						-469		-12.20%

		3-Feb		0		0		na		29		26		90%		na		70%		693		632		91%

		4-Feb		0		0		na		33		23		70%		na		80%		707		621		88%

		5-Feb		0		0		na		27		23		85%		na		81%		675		649		96%

		8-Feb		1		5		na		30		20		67%		na		88%		726		702		97%				3065		2749		90%

		9-Feb		1		10		na		33		23		70%		na		82%		695		645		93%						-316		-10.31%

		10-Feb		0		0		12:05 PM Status Update 50% Faneuil/50% St Paul
(No change - RAC 0% Faneuil/ 100% St Paul)		30		19		63%		na		82%		572		525		92%

		11-Feb		0		0		na		25		19		76%		na		73%		558		488		87%

		12-Feb		0		0		na		19		19		100%		na		62%		514		389		76%

		16-Feb		0		0		Multiple Changes		30		25		83%		na		89%		1004		820		82%				3309		2451		74%

		17-Feb		0		0		Multiple Changes		23		22		96%		0.0		86%		856		678		79%						-858		-25.93%

		18-Feb		0		0		Multiple Changes		29		25		86%		0.0		71%		746		493		66%

		19-Feb		0		0		Multiple Changes		27		17		63%		0.0		72%		704		460		65%

		22-Feb		1		0		Multiple Changes		26		16		62%		0.0		71%		885		431		49%

		23-Feb		0		0		Multiple Changes		24		14		58%		0.0		47%		765		230		30%

		24-Feb		0		0		na		20		23		115%		0.0		54%		736		226		31%







HL from IVR

		Call Center		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Thu		Fri		Mon		Tue		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Mon		Tue		Wed		Thu		Mon		Tue		Wed		Thu		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Tue		Wed		Thu		Fri		Mon		Tue		Wed		Thu		Fri		Sat		Sun

				1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		29-Apr		30-Apr		1-May		2-May		3-May		6-May		7-May		8-May		9-May		10-May		13-May		14-May		15-May		16-May		17-May		20-May		21-May		22-May		23-May		24-May		28-May		29-May		30-May		31-May		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		1-Jul		2-Jul		3-Jul		5-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		3-Sep		4-Sep		5-Sep		6-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		25-Nov		26-Nov		27-Nov		30-Nov		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		26-Dec		27-Dec		30-Dec		31-Dec		2-Jan		3-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		21-Jan		22-Jan		23-Jan		24-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		18-Feb		19-Feb		20-Feb		21-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		4-May		5-May		6-May		7-May		8-May		11-May		12-May		13-May		14-May		15-May		18-May		19-May		20-May		21-May		22-May		26-May		27-May		28-May		29-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		29-Jun		30-Jun		1-Jul		2-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		8-Sep		9-Sep		10-Sep		11-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		23-Nov		24-Nov		25-Nov		28-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		28-Dec		29-Dec		30-Dec		31-Dec		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		19-Jan		20-Jan		21-Jan		22-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		16-Feb		17-Feb		18-Feb		19-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb

		Total (Faneuil and Helpline - Report a Change)		1720		1403		1197		976		1015		1435		1419		1064		1161		1263		1678		1438		1444		1222		958		1412		1374		1232		1053		1142		1522		1546		1241		1142		1048		1243		1170		1049		988		900		1326		1173		1124		847		856		1269		1155		1122		1012		975		1431		1321		1145		1148		1344		1087		996		904		775		1103		1102		966		957		931		1175		1194		1059		1023		927		1289		1138		1213		1060		1117		1452		1131		873		748		1240		1131		937		929		888		1221		1093		871		821		861		1137		1104		974		841		891		1161		1318		1192		940		842		1140		1204		974		887		886		1180		1188		1177		1071		954		1372		1118		1090		954		841		1317		1266		1220		1252		1183		1437		1312		1143		1047		1252		1203		1014		925		909		1176		1145		975		893		899		1173		1070		989		825		938		1371		1185		1093		924		862		1247		1110		1167		1033		1048		1324		1285		1831		1417		1260		1596		1481		1191		1210		1398		1879		1556		1389		1366		2369		303		2322		1944		1718		1750		1425		148		1309		1741		1716		1670		1475		146		1956		1706		1523		1532		1468		141		1695		1456		1338		184		2991		2796		2208		2383		1941		199		2407		2413		2098		2437		2374		418		3242		2717		2330		2735		3232		1069		1136		6667		501		1353		1618		2281		1772		2037		1731		2118		1720		1702		1478		1420		1602		1527		1501		1366		1193		2042		1760		1617		1448		1659		1568		1524		1437		1442		1520		1397		1165		1176		1124		1483		1399		1162		1124		1033		1643		1390		1521		1166		1467		1244		1204		1202		1252		1487		1226		1104		991		1031		1145		1109		1096		1251		1044		1260		1036		947		974		1207		2362		2355		1772		1634		1550		2006		2065		1633		1450		1304		1523		1253		1384		1226		1311		1777		1583		1648		1829		1725		2648		3498		1096		961		946		1205		996		1077		1058		884		1177		1081		868		798		834		1070		877		856		870		833		1116		925		818		781		805		1205		983		781		731		637		546		595		527		518		839		766		758		640		493		789		701		605		571		633		916		699		666		635		657		976		885		680		520		746		693		623		647		553		880		716		718		551		592		920		790		749		657		652		909		832		770		691		687		826		736		622		746		579		865		690		675		631		559		779		702		690		688		627		896		794		698		654		751		971		824		699		703		572		803		719		674		592		741		650		594		582		553		723		720		621		603		514		827		952		839		683		601		763		745		720		829		853		1405		1063		1016		935		992		1111		967		946		898		800		1244		1083		1060		977		877		394		2026		1335		1145		1144		1144		1144		1623		1437		1157		1394		1308		135		1705		1516		1312		1175		1127		147		1645		1488		1081		144		2514		1849		1635		1653		1442		194		2106		1784		1622		1557		1548		234		2953		2830		1732		1798		1993		445		385		3910		4964		828		276		1497		1320		1256		1008		1449		1191		1021		1010		906		1071		1016		889		880		859		1514		1014		993		993		1152		905		894		911		965		981		817		751		744		758		859		775		702		675		598		1400		1017		809		808		963		702		810		0		0		0		0

		To Faneuil from IVR		1527		1147		935		829		811		1082		1194		901		925		1100		1435		1282		1251		1090		865		1336		1374		1016		857		894		1184		1240		994		925		726		854		785		601		561		522		797		740		781		623		682		917		958		920		783		679		1068		1028		761		697		810		668		626		566		481		667		650		572		584		591		705		645		663		641		526		767		682		735		656		705		938		737		576		528		844		753		634		548		491		686		607		556		577		571		760		619		522		558		553		559		758		721		562		578		680		712		594		593		571		721		672		678		611		658		779		771		884		768		690		943		761		855		852		800		980		796		696		709		852		818		595		607		612		904		902		777		723		693		954		954		897		751		883		1159		1185		1093		924		862		1247		1110		1167		1033		1048		1324		1285		1831		1417		1260		1596		1481		939		937		1398		1879		1556		1389		1366		2369		303		2322		1944		1718		1750		1425		148		1309		1741		1716		1670		1475		146		1956		1706		1523		1532		1468		141		1695		1456		1338		184		2991		2796		2208		2383		1941		199		2407		2413		2098		2437		2250		418		2670		2104		2104		2405		2636		1069		1136		5358		501		1353		1618		2281		1772		2037		1731		1887		1361		1345		1154		1095		1242		1196		1167		1079		969		1720		1507		1378		1188		1432		1353		1290		1246		1247		1294		1238		694		1037		972		1274		1184		869		933		866		1400		1187		1236		883		1130		974		1018		1029		1060		1258		1051		936		831		880		985		938		915		1060		839		982		824		767		760		922		1428		1529		1317		870		985		1207		1266		1078		1012		922		1040		821		1071		861		1038		1482		1265		1365		1452		1234		1756		2478		918		823		835		1070		885		959		953		788		994		956		857		798		834		1070		877		856		870		833		1116		925		818		781		805		1205		983		781		731		637		546		595		527		518		839		766		758		640		493		789		701		605		571		633		896		698		666		635		657		976		885		680		520		746		693		623		647		553		880		716		718		551		592		810		790		749		657		652		909		832		770		691		687		826		736		622		746		579		865		690		675		631		559		779		702		690		688		627		896		794		698		654		751		690		824		699		703		572		803		719		674		592		741		650		594		582		553		723		720		621		404		501		581		862		839		683		601		763		745		720		829		853		1286		1063		1016		935		992		1111		967		946		898		800		1244		1083		1060		977		877		394		1849		1335		1145		1019		1019		110		1623		1437		1157		1394		1308		135		1705		1516		1312		1175		1127		147		1645		1488		1081		144		2514		1849		1635		1653		1442		194		2106		1784		1622		1557		1548		234		2953		2830		1732		1798		1993		445		385		3829		4919		828		276		1497		1320		1256		1008		1449		1191		945		869		758		880		868		740		721		719		1230		784		824		819		927		745		753		748		788		806		663		632		621		649		702		645		525		458		389		820		678		493		460		431		230		236

		Actual Faneuil less cold transfers																																																																																																																																																																																																																										880		714		646		654		802		788		595		557		577		849		902		777		723		693		954		954		897		751		883		1159		1185		1093		924		862		1197		1095		1167		1033		1048		1324		1285		1831		1417		1260		1596		1481		939		937		1383		1879		1556		1389		1366		2354		303		2322		1944		1718		1750		1425		148		1309		1741		1716		1670		1475		146		1956		1706		1523		1532		1468		141		1695		1456		1338		184		2951		2796		2208		2383		1941		199		2382		2413		2078		2302		2145		406		2575		2019		2029		2370		2481		1069		1136		5243		501		1353		1603		2196		1712		1857		1631		1692		1321		1345		1154		1095		1227		1196		1167		1079		969		1600		1357		1318		1188		1402		1304		1215		1216		1217		1249		1203		694		1027		972		1254		1174		869		933		866		1345		1147		1216		883		1130		974		1018		1029		1045		1248		1045		926		831		880		970		928		905		1060		839		907		824		757		760		912		1258		1445		1222		870		985		1187		1181		1018		1002		922		1020		811		1046		831		1000		1394		1240		1335		1337		1206		1666		2453		918		823		835		1070		865		953		939		788		994		956		857		798		834		1070		877		856		870		833		1108		925		818		781		805		1205		983		781		731		637		546		595		527		518		839		766		758		640		493		789		701		605		571		633		896		698		666		635		657		976		885		680		520		746		693		623		647		553		880		716		718		551		592		810		790		749		657		652		894		813		750		691		687		779		726		622		719		579		865		690		675		631		559		729		702		690		673		627		876		782		681		645		751		690		824		684		703		572		803		719		659		592		726		650		594		582		553		713		720		621		404		501		551		817		839		683		601		763		735		720		770		835		1265		1063		1016		935		992		1111		967		946		898		800		1244		1083		1060		977		877		394		1824		1335		1145		1019		1019		110		1623		1437		1157		1394		1308		135		1705		1516		1312		1175		1127		147		1645		1488		1081		144		2514		1849		1635		1653		1442		194		2106		1784		1622		1557		1548		234		2953		2830		1732		1798		1993		445		385		3829		4919		828		276		1497		1320		1256		1008		1449		1191		945		869		758		880		856		740		721		719		1230		784		824		819		927		745		753		748		788		806		656		632		621		649		697		635		525		458		389		820		678		493		460		431		230		236

		FTE scheduled (from Fanueil staffing email)																																																																																																																																																																																																																																												32		37		36		36		36		37		36		35		35		35		44		41		42		38		32		49		42		42		41		39		32		48		55		48		67		48		77		59		61		60		66		53		46		55		88		35		91		84		87		90		82		28		107		102		77		84		73		14		78		65		84		82		85		13		108		109		107		8		98		97		102		98		102		20		100		92		94		93		92		22		48		92		91		89		90		88		82		88		61		86		84		82		89		89		77		78		76		80		76		72		75		78		69		67		66		56		55		53		45		60		53		55		54		54		53		54		55		55		51		51		51		52		52		55		48		48		50		50		47		48		50		48		53		52		43		49		52		46		50		44		45		46		33		41		40		43		41		39		39		42		43		41		41		45		44		45		45		45		42		43		43		43		43		44		38		41		35		39		37		38		37		37		36		33		33		33		33		33		33		32		32		31		27		37		37		38		31		31		37		32		31		31		30		36		38		37		38		40		38		38		38		38		34		33		33		33		32		29		31		33		29		29		33		33		34		33		31		32		29		33		34		34		34		34		33		30		33		34		30		31		32		30		27		27		28		23		27		29		26		30		28		na		na		30		29		29		30		29		30		30		28		30		29		29		28		27		29		28		27		26		26		26		27		28		25		26		25		27		28		29		25		26		26		25		26		25		25		27		27		24		25		25		25		26		24		25		25		25		22		23		53		45		47		41		34		53		50		47		49		47		48		44		48		54		79		47		80		78		73		68		74		13		73		73		72		71		47		11		69		96		96		90		68		20		84		83		79		10		97		103		107		110		112		15		114		112		102		95		81		33		92		94		98		89		96		65		65		92		98		76		51		74		62		62		60		53		53		54		56		45		49		49		52		50		50		36		32		31		29		34		32		31		31		26		34		30		29		32		27		30		33		30		25		19		30		23		29		27		26		24		20

		FTE actual (from Faneuil roll up report)																																																																																																																																																																																																																																												19		37		32		37		34		36		30		35		31		36		36		33		35		29		28		32		28		26		27		30		36		35		33		29		36		31		31		29		53		54		53		55		52		63		94		25		80		75		71		89		83		21		96		93		100		84		84		10		88		81		82		77		84		8		85		77		81		8		78		78		71		72		75		13		70		69		77		83		74		11		72		75		78		87		86		79		74		90		38		38		39		67		38		63		38		58		51		58		53		54		52		52		53		49		53		53		43		42		51		48		47		44		49		51		45		44		48		45		46		47		44		42		44		44		51		42		33		47		48		46		47		42		48		47		43		36		33		36		43		41		41		40		39		35		35		35		37		35		33		40		40		29		32		36		29		27		29		34		34		31		32		32		35		37		36		37		33		33		38		41		35		32		37		31		27		32		31		32		30		35		35		30		30		34		34		29		29		29		30		30		29		26		30		29		31		34		33		32		32		36		32		33		32		29		31		28		29		26		30		30		28		27		30		30		27		25		25		30		27		30		36		34		27		25		27		30		30		27		27		26		26		29		25		29		26		23		27		28		27		27		26		26		26		25		27		24		29		25		26		25		24		25		27		28		28		24		29		26		27		22		26		24		28		26		23		26		27		25		27		28		25		24		23		23		24		25		24		24		22		22		20		25		25		23		20		24		23		23		25		31		42		42		41		39		36		39		39		35		35		38		43		42		46		46		46		31		63		60		57		60		60		6		62		58		51		60		63		6		73		65		67		67		75		9		73		69		68		7		89		79		91		90		100		9		104		87		93		85		89		13		97		97		89		97		93		38		39		83		84		48		26		56		49		55		43		45		40		50		46		42		41		34		34		28		28		39		31		27		25		32		31		27		26		26		28		29		26		23		23		20		23		19		19		19		25		22		25		17		16		14		23

		(From Faneuil - 60 second roll over)																153		79		235		479		403		465		276		190		522		388

		Helpline Total		858		371		283		249		267		642		553		336		351		504		720		656		731		676		500		830		711		526		428		535		851		600		543		541		543		705		608		570		529		498		708		597		507		376		392		567		423		459		495		472		688		574		623		616		751		563		501		484		367		515		580		520		509		521		636		685		540		563		536		689		617		689		575		641		789		585		446		381		637		621		518		504		554		710		564		467		367		428		655		642		555		434		460		746		672		664		509		413		639		646		507		425		466		652		702		662		592		691		792		484		412		379		367		630		576		523		615		641		720		697		566		375		559		508		535		439		381		485		377		333		321		305		457		289		271		202		196		490		286		343		285		284		370		344		309		313		344		410		424		422		471		421		606		535		549		564		516		481		555		514		444		899		103		804		725		645		603		520		56		458		570		538		517		442		44		684		591		555		684		537		41		570		499		513		0		946		650		661		719		565		72		750		735		596		754		626		127		596		531		631		602		1192		242		301		1060		100		333		445		602		424		575		481		715		602		600		571		554		629		558		519		497		428		714		627		565		567		562		534		554		498		535		512		418		618		356		331		502		481		476		404		381		588		506		506		491		591		488		438		434		471		469		396		390		368		370		407		370		352		372		374		502		388		385		404		555		1404		1229		813		955		801		1082		1028		829		692		607		760		640		577		534		546		664		586		578		700		725		1233		1710		389		310		297		335		313		334		326		283		286		253		203		186		227		268		218		212		201		198		303		238		194		159		133		269		217		221		220		199		170		201		172		140		240		204		241		210		149		235		231		204		176		178		253		225		233		204		198		332		341		273		190		246		235		216		221		187		290		217		219		184		173		329		229		197		185		192		316		242		239		230		241		291		236		200		305		209		253		238		214		195		198		269		235		226		232		196		303		242		225		200		256		470		253		191		240		183		226		241		203		158		214		184		164		195		154		122		91		62		62		84		301		382		315		254		216		240		266		245		272		314		547		394		429		362		418		452		402		396		356		311		441		336		370		372		332		115		603		374		366		306		288		0		475		453		312		364		382		0		468		438		357		346		337		0		457		423		289		0		661		520		463		464		354		52		551		470		402		398		417		52		685		715		450		446		593		130		96		1108		1450		224		89		466		409		381		295		438		369		298		322		315		386		329		130		314		280		526		394		340		326		402		337		287		324		358		363		335		265		267		266		315		268		279		297		287		505		459		316		130		106		54		37

		     To Helpline from Faneuil (Fan reporting)		568		257		174		166		191		199		266		125		142		172		183		166		205		149		126		169		295		238		132		186		404		386		216		260		160		235		169		75		59		64		96		76		97		95		144		146		174		189		231		127		265		255		226		151		209		134		120		135		117		140		137		122		132		178		168		140		144		180		134		167		160		205		165		217		268		184		150		158		239		243		212		133		158		258		121		149		122		136		275		158		103		133		121		144		110		191		130		150		180		156		131		129		150		189		185		160		127		89		198		136		203		195		214		253		71		157		215		256		261		182		118		85		160		121		117		118		84		84		128		131		149		98		227		170		178		125		136		258		236		277		199		222		300		254		228		212		248		288		284		212		199		232		297		268		161		277		507		475		533		478		425		878		102		805		710		625		603		525		49		434		549		527		487		439		44		657		582		538		660		514		41		543		476		495		0		926		622		184		688		552		71		730		719		575		733		597		109		573		529		601		na		1192		242		303		1049		98		320		440		593		640		582		477		714		245		242		230		215		208		214		179		208		193		383		371		326		307		326		314		320		300		339		339		259		147		215		191		285		263		182		198		208		339		300		209		203		253		214		246		na		246		242		221		214		199		208		233		143		189		176		184		221		175		204		195		269		305		402		353		191		241		283		292		279		261		224		275		206		262		238		273		355		254		293		327		234		349		492		208		173		184		194		202		216		223		167		173		130		103		186		227		268		218		212		201		198		303		142		193		159		82		na		na		187		222		198		170		199		170		139		241		202		239		209		150		236		232		201		176		178		247		226		234		203		191		321		332		263		188		244		224		214		220		189		287		214		219		182		174		207		223		193		175		186		310		230		231		217		239		296		236		192		294		209		241		229		204		179		194		252		216		217		222		193		na		227		223		188		240		190		250		191		236		184		217		230		195		156		200		172		151		187		138		121		88		58		33		72		50		276		296		232		201		227		255		230		250		283		401		384		406		356		396		447		399		398		347		302		430		321		356		na		322		103		436		369		365		287		na		0		475		447		319		355		376		0		466		431		361		355		343		0		450		419		284		0		653		515		462		455		349		50		536		455		391		383		416		53		678		708		438		438		593		128		94		1029		1303		224		88		457		406		379		295		434		371		215		179		177		230		210		145		167		150		269		183		153		169		184		180		146		166		186		193		182		150		144		159		155		137		81		84		84		234		208		136		176		0		0		0

		     To Helpline from Rep A Change - IVR		193		256		262		147		204		224		225		163		236		163		243		156		193		132		93		76		0		216		196		248		338		306		247		191		186		202		199		165		179		196		223		203		193		175		174		225		197		202		170		197		266		214		200		195		236		200		173		178		128		216		228		183		186		156		213		245		196		180		211		233		240		335		269		269		331		249		196		121		226		235		188		178		179		217		226		193		135		169		223		204		194		172		177		270		255		245		225		165		215		249		175		162		172		217		267		266		247		222		286		247		206		186		151		246		300		265		270		301		292		270		248		196		257		247		218		172		190		221		234		198		170		206		219		116		92		74		55		212		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		252		273		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		124		0		430		434		171		265		531		0		0		817		0		0		0		0		0		0		0		197		203		211		205		202		219		209		212		179		171		299		253		239		213		227		215		234		191		195		226		159		163		139		152		209		215		157		191		167		243		203		207		187		228		179		186		173		192		229		175		168		160		151		160		171		181		191		205		278		212		180		214		285		708		483		364		329		298		413		413		345		265		260		296		253		300		285		273		295		318		283		377		303		458		289		164		138		111		135		111		118		105		96		183		125		11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		12		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		110		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		175		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		92		7		144		61		0		0		0		0		0		0		0		0		119		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		177		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		81		45		0		0		0		0		0		0		0		0		76		141		148		191		148		149		159		140		284		230		169		174		225		160		141		163		177		175		154		119		123		109		157		130		177		217		209		580		339		316		348		532		472		574

		     To Helpline from Status Check - IVR		0		0		0		0		0		129		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		26		136		187		186		283		248		182		306		230		150		49		0		127		0		0		59		99		97		79		184		256		298		219		197		160		166		220		224		211		187		184		257		304		200		202		190		289		216		143		135		143		183		145		101		99		170		143		115		203		218		318		260		122		109		121		154		281		258		111		161		332		305		226		153		99		245		243		205		132		143		242		249		233		213		74		307		100		0		0		0		128		205		100		130		82		165		246		199		142		143		138		201		146		107		51		9		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		142		179		55		65		65		0		0		492		0		0		0		0		0		0		0		34		156		146		119		123		141		122		122		108		53		23		0		0		47		0		0		0		0		0		0		0		308		0		0		0		0		136		0		0		0		0		78		96		109		91		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		226		343		91		435		267		386		386		210		173		122		187		179		13		80		0		0		0		0		0		188		434		731		14		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		106		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		107		6		102		29		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		     To Helpline/Cold Transfer Total		165		40		0		0		20		20		65		0		0		0		0		0		0		0		0		0		113		92		25		68		215		175		85		90		55		105		60		10		0		0		0		0		0		13		55		15		40		60		100		25		0		90		55		15		85		25		12		50		10		30		0		15		10		6805		50		50		43		26		0		35		10		30		33		54		70		55		51		37		85		88		65		45		50		58		0		42		16		24		117		41		0		5		0		30		0		25		38		15		83		50		5		28		47		60		35		47		20		28		55		55		70		65		65		115		10		60		49		60		100		82		50		55		50		30		0		50		35		55		0		0		0		0		0		0		0		0		0		0		0		0		0		0		50		15		0		0		0		0		0		0		0		0		0		0		0		0		15		0		0		0		0		15		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		40		0		0		0		0		0		25		0		20		135		105		12		95		85		75		35		155		0		0		115		0		0		15		85		60		180		100		195		40		0		0		0		15		0		0		0		0		120		150		60		0		30		49		75		30		30		45		35		0		10		0		20		10		0		0		0		55		40		20		0		0		0		0		0		15		10		6		10		0		0		15		10		10		0		0		75		0		10		0		10		170		84		95		0		0		20		85		60		10		0		20		10		25		30		38		88		25		30		115		28		90		25		0		0		0		0		20		6		14		0		0		0		0		0		0		0		0		0		0		0		8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		15		19		20		0		0		47		10		0		27		0		0		0		0		0		0		50		0		0		15		0		20		12		17		9		0		0		0		15		0		0		0		0		15		0		15		0		0		0		0		10		0		0		0		0		30		45		0		0		0		0		10		0		59		18		21		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		25		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		12		0		0		0		0		0		0		0		0		0		0		0		0		0		7		0		0		0		5		10		0		0		0		0		0		0		0		0		0		0		0		0		0		0
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		Actual Faneuil less cold transfers		1362		1107		935		829		791		1062		1129		901		925		1100		1435		1282		1251		1090		865		1336		1261		924		832		826		969		1065		909		835		671		749		725		591		561		522		797		740		781		610		627		902		918		860		683		654		1068		938		706		682		725		643		614		516		471		637		650		557		574		-6214		655		595		620		615		526		732		672		705		623		651		868		682		525		491		759		665		569		503		441		628		607		514		561		547		643		578		522		553		553		529		758		696		524		563		597		662		589		565		524		661		637		631		591		630		724		716		814		703		625		828		751		795		803		740		880		714		646		654		802		788		595		557		577		849		902		777		723		693		954		954		897		751		883		1159		1185		1093		924		862		1197		1095		1167		1033		1048		1324		1285		1831		1417		1260		1596		1481		939		937		1383		1879		1556		1389		1366		2354		303		2322		1944		1718		1750		1425		148		1309		1741		1716		1670		1475		146		1956		1706		1523		1532		1468		141		1695		1456		1338		184		2951		2796		2208		2383		1941		199		2382		2413		2078		2302		2145		406		2575		2019		2029		2370		2481		1069		1136		5243		501		1353		1603		2196		1712		1857		1631		1692		1321		1345		1154		1095		1227		1196		1167		1079		969		1600		1357		1318		1188		1402		1304		1215		1216		1217		1249		1203		694		1027		972		1254		1174		869		933		866		1345		1147		1216		883		1130		974		1018		1029		1045		1248		1045		926		831		880		970		928		905		1060		839		907		824		757		760		912		1258		1445		1222		870		985		1187		1181		1018		1002		922		1020		811		1046		831		1000		1394		1240		1335		1337		1206		1666		2453		918		823		835		1070		865		953		939		788		994		956		857		798		834		1070		877		856		870		833		1108		925		818		781		805		1205		983		781		731		637		546		595		527		518		839		766		758		640		493		789		701		605		571		633		896		698		666		635		657		976		885		680		520		746		693		623		647		553		880		716		718		551		592		810		790		749		657		652		894		813		750		691		687		779		726		622		719		579		865		690		675		631		559		729		702		690		673		627		876		782		681		645		751		690		824		684		703		572		803		719		659		592		726		650		594		582		553		713		720		621		404		501		551		817		839		683		601		763		735		720		770		835		1265		1063		1016		935		992		1111		967		946		898		800		1244		1083		1060		977		877		394		1824		1335		1145		1019		1019		110		1623		1437		1157		1394		1308		135		1705		1516		1312		1175		1127		147		1645		1488		1081		144		2514		1849		1635		1653		1442		194		2106		1784		1622		1557		1548		234		2953		2830		1732		1798		1993		445		385		3829		4919		828		276		1497		1320		1256		1008		1449		1191		945		869		758		880		856		740		721		719		1230		784		824		819		927		745		753		748		788		806		656		632		621		649		697		635		525		458		389		820		678		493		460		431		230		236		0		0		0		0

		To Faneuil		1527		1147		935		829		811		1082		1194		901		925		1100		1435		1282		1251		1090		865		1336		1374		1016		857		894		1184		1240		994		925		726		854		785		601		561		522		797		740		781		623		682		917		958		920		783		679		1068		1028		761		697		810		668		626		566		481		667		650		572		584		591		705		645		663		641		526		767		682		735		656		705		938		737		576		528		844		753		634		548		491		686		607		556		577		571		760		619		522		558		553		559		758		721		562		578		680		712		594		593		571

		     To Helpline/Cold Transfer Total		235		40		0		0		20		20		65		0		0		0		0		0		0		0		0		0		138		92		25		78		260		230		85		110		55		150		90		10		0		0		0		0		0		13		55		15		40		60		140		25		0		105		55		15		110		25		12		50		10		30		0		15		10		25		50		50		43		26		0		35		10		30		33		54		110		55		51		37		85		88		65		45		50		58		0		42		16		24		117		41		0		5		0		30		0		25		38		15		83		50		5		28		47
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		Rac		0.1122093023		0.182466144		0.2188805347		0.1506147541		0.2009852217		0.156097561		0.1585623679		0.1531954887		0.2032730405		0.1290577989		0.1448152563		0.1084840056		0.1336565097		0.1080196399		0.0970772443		0.0538243626		0		0.1753246753		0.1861348528		0.2171628722		0.2220762155		0.1979301423		0.1990330379		0.1672504378		0.177480916		0.1625100563		0.1700854701		0.1572926597		0.1811740891		0.2177777778		0.1681749623		0.1730605286		0.1717081851		0.2066115702		0.203271028		0.1773049645		0.1705627706		0.1800356506		0.1679841897		0.2020512821		0.1858839972		0.161998486		0.1746724891		0.1698606272		0.1755952381		0.1839926403		0.1736947791		0.1969026549		0.1651612903		0.1958295558		0.2068965517		0.1894409938		0.1943573668		0.1675617615		0.1812765957		0.2051926298		0.1850802644		0.1759530792		0.2276159655		0.1807602793		0.2108963093		0.2761747733		0.2537735849		0.2408236347		0.2279614325		0.2201591512		0.224513173		0.1617647059		0.1822580645		0.207780725		0.2006403415		0.1916038751		0.2015765766

		Status		0		0		0		0		0		0.0898954704		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0.0227670753		0.1297709924		0.1504424779		0.158974359		0.2697807436		0.2510121457		0.2022222222		0.2307692308		0.1960784314		0.1334519573		0.0578512397		0		0.1000788022		0		0		0.0583003953		0.1015384615		0.0677847659		0.0598031794		0.16069869		0.2229965157		0.2217261905		0.2014719411		0.1977911647		0.1769911504		0.2141935484		0.199456029		0.2032667877		0.218426501		0.1954022989		0.1976369495		0.2187234043		0.2546063652		0.1888574127		0.1974584555		0.2049622438		0.2242048099		0.1898066784		0.1178895301		0.1273584906		0.1280214861		0.1260330579		0.1282051282		0.1156930126		0.1323529412		0.1370967742		0.1264367816		0.1227321238		0.2185145318		0.2454954955



		RAC and SC as part of total volume																																																																																																																																																																																																																																																																																																																0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		5%		0%		18%		23%		10%		12%		18%		0%		0%		20%		0%		0%		0%		0%		0%		0%		0%		11%		21%		21%









































































     To Helpline/Cold Transfer Total	Actual Faneuil less cold transfers	To Faneuil	











CRM YOY

		Topic		2024						2023						2022						2021						2020

				#		%				#		%				#		%				#		%				#		%

		Call Reason/Calls Handled		64053						185651						127064						151890						223293

		MCRE/Counties		11456		17.89%				26086		14.05%				19511		15.36%				20247		13.33%				29894		13.39%

		How Do I Apply?								14933		8.04%				11996		9.44%				15706		10.34%				29374		13.15%

		How To Enroll In a Plan?								17798		9.59%				7940		6.25%				9146		6.02%				16729		7.49%

		How Do I Update My Application?								11843		6.38%				7822		6.16%				9918		6.53%				17928		8.03%

		Enrollment Status Check								3935		2.12%				5923		4.66%				8481		5.58%				11728		5.25%

		Income Increase								2464		1.33%				1862		1.47%				2334		1.55%				493		0.22%

		Request to Close Application^								3855		2.08%				1439		1.13%				5787		3.81%				6881		3.08%

		Lost or will lose employer health care coverage								97		0.05%				64		0.05%				2075		1.37%				4233		1.90%

		Public Program Status								18		0.01%										1019		0.67%				2715		1.22%

		Caller Hung Up without Speaking										0.00%										226		0.15%				2493		1.12%

		COVID-19 SEP										0.00%										490		0.32%				1867		0.84%

		Income Decrease								3388		1.82%				2938		2.31%				2320		1.53%				4710		2.11%

		Disable Account Request																				616		0.41%				1476		0.66%

		Close in lieu of processing change																										847		0.38%

		Checking on Status of Reported Change								347		0.19%				98		0.08%				677		0.45%				812		0.36%

		Multiple Household IDs																										645		0.29%

		Eligibility Verification Notice																				3142		2.07%

		Passive Enrollment Question														387		0.30%				564		0.37%

		Payment/Billing Questions								1666		0.90%				151		0.12%				246		0.16%

		Returned Mail-Mailing Address Update								90		0.05%										436		0.29%				228		0.10%

		PARN Notice																										528		0.24%

		Multiple changes								5495		2.96%										91		0.06%				1252		0.56%

		A Referral								4248		2.29%				232		0.18%				912		0.60%				997		0.45%

		Gain of ESI/MEC								6886		3.71%				2395		1.88%				2484		1.64%

		Carrier Error Report														374		0.29%

		Duplicate 1095-A Request^								145		0.08%				1365		1.07%

		How Do I Create an Account?								350		0.19%				64		0.05%				152		0.10%				1650		0.74%

		Income Change																										6623		2.97%

		ARP FAQ Clarification																				78		0.05%

		Password Reset/Account Unlock								811		0.44%				2753		2.17%				1706		1.12%

		Same Day Term								1685		0.91%				2719		2.14%				195		0.13%

		Directed to Submit Verifications								5147		2.77%				2674		2.10%				232		0.15%

		Loss of Public Program								949		0.0051117556



		Broker		2024						2023						2022						2021						2020

				#		%				#		%				#		%				#		%				#		%

		Call Reason/Calls Handled								31309						24324						34481						27395

		CSR-Status of Enrollment								2764		8.83%				1782		1.40%				2316		1.52%				3156		11.52%

		Lost or will lose employer health care coverage								2552		8.15%				2851		2.24%				2454		1.62%				4305		15.71%

		CSR-Status of Reported Change								458		1.46%				295		0.23%				328		0.22%				123		0.45%

		CSR QHP  Status								137		0.44%				157		0.12%				651		0.43%				1121		4.09%

		How Do I Update My Application?								1149		3.67%				1632		1.28%				2315		1.52%				2231		8.14%

		How To Enroll In a Plan?								1433		4.58%				1342		1.06%				2029		1.34%				2622		9.57%

		CSR-Determination Result								1209		3.86%				634		0.50%				694		0.46%				1656		6.04%

		ARP FAQ Clarification								0		0.00%										35		0.02%

		How Do I Apply?								677		2.16%				1311		1.03%				1859		1.22%				1499		5.47%

		Status of My SEP Request								661		2.11%				232		0.18%										133		0.49%

		NTR Process Request																				62		0.04%

		Premium amount																				32		0.02%

		Gain of ESI/MEC								826		2.64%				211		0.17%				52		0.03%

		Status of Submitted AOR Form																				51		0.03%				154		0.56%

		Error by MNsure								6		0.02%										9		0.01%

		COVID-19 SEP																				186		0.12%

		Eligibility Verification Notice																				210		0.14%

		System Issues-Advised Consumer to Call Back Later														36		0.03%

		Returned Mail-Mailing Address Update														42		0.03%				418		0.28%

		Request to Close Application								454		1.45%				28		0.02%				298		0.20%

		Password Reset/Account Unlock								99		0.32%				95		0.07%										95		0.35%

		Loss of Public Program																										555		2.03%

		Good Faith																										312		1.14%

		CSR-Status Before Appt														12		0.01%

		CSR-Public Program Status								71		0.23%

		CSR-Public Program Renewal 								185		0.59%

		CSR-Status Before Appt								5567		17.78%



		ARC		2024						2023						2022						2021						2020

				#		%				#		%				#		%				#		%				#		%

		Call Reason/Calls Handled		12677						35763						30780						36056						43538

		CSR-Public Program Status		20994		37.7%				11303		31.61%				10675		8.40%				10589		6.97%				13612		31.26%

		CSR-Determination Result		3126		24.7%				7262		20.31%				4493		3.54%				1514		1.00%				5634		12.94%

		How Do I Apply?		0		0.0%				0		0.00%				1487		1.17%				3601		2.37%				6060		13.92%

		CSR- QHP Status		7271		13.0%				4183		11.70%				3861		3.04%				2855		1.88%				4365		10.03%

		CSR-Newborn Status		2623		4.7%				3559		9.95%				4037		3.18%				2759		1.82%				2194		5.04%

		CSR-Pending Case		2041		3.7%				295		0.82%				493		0.39%				1311		0.86%				1229		2.82%

		Assister Manual Account Request		0		0.0%				0		0.00%										57		0.04%

		Password Reset/Account Unlock		2954		5.3%				2426		6.78%				864		0.68%

		Paper Application		12		0.0%				30		0.08%				24		0.02%

		Status before appt		86		0.2%				153		0.43%				24		0.02%

		How to Enroll in a Plan		0		0.0%				6		0.02%

		How Do I Update My Application?		0		0.0%				1363		3.81%

		CSR-Public Program Renewal		7841		14.1%				1781		4.98%







CRM 2025

		Topic		2025 Total				Jan				Feb				Mar				Apr				May				Jun				Jul				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		27267				27267

		How Do I Apply?		2140		7.85%		2140		7.85%

		MCRE/Counties		4618		16.94%		4618		16.94%

		How To Enroll In a Plan?		2804		10.28%		2804		10.28%

		How Do I Update My Application?		1373		5.04%		1373		5.04%

		Enrollment Status Check		1601		5.87%		1601		5.87%

		Income Increase		0		0.00%

		Request to Close Application^		708		2.60%		708		2.60%

		Lost or will lose employer health care coverage		34		0.12%		34		0.12%

		Public Program Status		0		0.00%

		Caller Hung Up without Speaking		49		0.18%		49		0.18%

		COVID-19 SEP		0		0.00%

		Income Decrease		1216.22		4.46%		1216.22		4.46%

		Loss of Public Program		0		0.00%

		Disable Account Request		0		0.00%

		Close in lieu of processing change		0		0.00%

		Checking on Status of Reported Change		349		1.28%		349		1.28%

		Multiple Household IDs		0		0.00%

		Transfer to Specialist		0		0.00%

		Passive Enrollment Question		0		0.00%

		Payment/Billing Questions		0		0.00%

		Status of My SEP Request		0		0.00%

		Returned Mail-Mailing Address Update		0		0.00%

		PARN Notice		0		0.00%

		1095A Questions		0		0.00%

		Multiple changes		456		1.67%		456		1.67%

		A Referral		684		2.51%		684		2.51%

		Gain of ESI/MEC		845		3.10%		845		3.10%

		Carrier Error Report		0		0.00%

		Duplicate 1095-A Request^		0		0.00%

		1095A Questions		0		0.00%

		How Do I Create an Account?		0		0.00%

		Recon		0		0.00%

		Directed to GI-Term		0		0.00%

		Eligibility Verification Notice		0		0.00%

		ARP FAQ Clarification		0		0.00%

		Password Reset/Account Unlock		646		2.37%		646		0.0236916419

		Same Day Term		314		1.15%		314		0.0115157516

		Directed to Submit Verifications		224		0.82%		224		0.0082150585

		Lost or will lose other health care coverage		353		1.29%		353		0.012946052



		Broker		2025 Total

				#		%

		Call Reason/Calls Handled		5942				5942

		CSR-Status of Enrollment		526		8.85%		526		8.9%

		Lost or will lose employer health care coverage		119		2.00%		119		2.0%

		CSR-Status of Reported Change		261		4.39%		261		4.4%

		CSR QHP  Status		0		0.00%

		How Do I Update My Application?		46		0.77%		46		0.8%

		How To Enroll In a Plan?		59		0.99%		59		1.0%

		CSR-Determination Result		0		0.00%

		ARP FAQ Clarification		0		0.00%

		How Do I Apply?		0		0.00%

		Status of SEP		19		0.32%		19		0.3%

		Paper Application		286		4.81%		286		4.8%

		Premium amount		0		0.00%

		Gain of ESI/MEC		89		1.50%		89		1.5%

		Status of Submitted AOR Form		0		0.00%

		Error by MNsure		0		0.00%

		CSR Public Program renewal		0		0.00%

		CSR Public Program Status		0		0.00%

		System Issues-Advised Consumer to Call Back Later		0		0.00%

		Returned Mail-Mailing Address Update		0		0.00%

		Request to Close Application		191		3.21%		191		0.0321440592

		Password Reset/Account Unlock		0		0.00%

		Directed to Complete Caspio Form		0		0.00%

		APTC/CSR Questions		0		0.00%

		Lost or will lose other health care coverage		179		3.01%		179		0.0301245372

		CSR-Status Before Appt		2737		46.06%		2737		0.4606193201

		SEP Plan Selection		0		0.00%

		Renewal/Unwind Related Loss of PP^		0		0.00%

		Notice V24		0		0.00%

		MNTR Consumer Report		0		0.00%



		ARC		2025 Total

				#		%

		Call Reason/Calls Handled		7408				7408

		CSR-Public Program Status		2748		37.10%		2748		37.10%

		CSR-Determination Result		2756		37.20%		2756		37.20%

		How Do I Apply?		0		0.00%

		CSR- QHP Status		994		13.42%		994		13.42%

		CSR-Newborn Status		235		3.17%		235		3.17%

		CSR-Pending Case		103		1.39%		103		1.39%

		Assister Manual Account Request		0		0.00%

		Password Reset/Account Unlock		700		9.45%		700		9.45%

		Paper Application		0		0.00%

		Status before appt		0		0.00%

		How to Enroll in a Plan		0		0.00%

		How Do I Update My Application?		0		0.00%

		CSR-Public Program Renewal		268		3.62%		268		0.0361771058

		System Issues-Advised Consumer to Call Back Later		0		0.00%





				13249

		ARC		2023 Total

				#		%

		Call Reason/Calls Handled

		CSR-Public Program Status		3746		28.27%

		CSR-Determination Result		2287		17.26%

		CSR-Newborn Status		1734		13.09%

		CSR-QHP Status		1445		10.91%

		Other		1319		9.96%

		Password Reset		1038		7.83%

		CSR-Pending Case		558		4.21%

		CSR-Status Before Appointment		453		3.42%

		CSR-Paper Application		439		3.31%

		Unable to Verify Consumer PII		230		1.74%						13249

		Request to Close Application^		178		1.34%

		Assister Manual Account Request		149		1.12%						13249

		How Do I Apply?		111		0.84%						1319

		CSR-Status of Reported Change		95		0.72%						0.0995546834

		Assister Policy Question		93		0.70%

		Lost or will lose employer health care coverage^		79		0.60%

		Multiple Changes		77		0.58%

		Missing blue bar^		61		0.46%

		Close in Lieu of Processing Change^		54		0.41%

		Checking on Status of Reported Change		54		0.41%

		CSR-Status of Verifications		53		0.40%

		Directed to Complete Caspio Form (Assisters Only)		51		0.38%

		Transfer Caller to MNsure CC		45		0.34%

		Request to Mail Paper FTI Form		44		0.33%

		CSR-Status of SEP		44		0.33%

		How Do I Update My Application?		38		0.29%

		How Do I Create an Account?		32		0.24%

		Transfer to ARC/Broker Line		31		0.23%

		How To Enroll In a Plan?		30		0.23%



2023 ARC Call Drivers





CSR-Public Program Status	CSR-Determination Result	CSR-Newborn Status	CSR-QHP Status	Other	Password Reset	CSR-Pending Case	CSR-Status Before Appointment	CSR-Paper Application	Unable to Verify Consumer PII	0.28273831987319797	0.17261680126802023	0.13087780209827157	0.10906483508189298	9.9554683372329991E-2	7.8345535512114123E-2	4.2116386142350366E-2	3.4191259717714542E-2	3.313457619442977E-2	1.7359800739678466E-2	





CRM 2024

		Topic		2024 Total				Jan				Feb				Mar				Apr				May				Jun				Jul				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		240197				26028				19481				18544				18527				16644				14074				15502				16278				15160				19970				28929				31060

		How Do I Apply?		20799		8.66%		2896		11.13%		1261		6.47%		1285		6.93%		1216		6.56%		1217		7.31%		1073		7.62%		1675		10.8%		1646		10.11%		1698		11.20%		1947		10.17%		2055		8.25%		2830		9.11%

		MCRE/Counties		41988		17.48%		4775		18.35%		3582		18.39%		3099		16.71%		3208		17.32%		2934		17.63%		2525		17.94%		3348		21.6%		2797		17.18%		3047		20.10%		3317		17.33%		3570		14.33%		5786		18.63%

		How To Enroll In a Plan?		25340		10.55%		1682		6.46%		2110		10.83%		2245		12.11%		2135		11.52%		1992		11.97%		1571		11.16%		2095		13.5%		1441		8.85%		1512		9.97%		1912		9.99%		2658		10.67%		3987		12.84%

		How Do I Update My Application?		14092		5.87%		1149		4.41%		897		4.60%						1040		5.61%		1008		6.06%		796		5.66%		1092		7.0%		939		5.77%		1152		7.60%		1512		7.90%		2028		8.14%		2479		7.98%

		Enrollment Status Check		5570		2.32%		980		3.77%		371		1.90%																						321		1.97%		333		2.20%		578		3.02%		1060		4.25%		1927		6.20%

		Income Increase		676		0.28%																																														676		2.18%

		Request to Close Application^		7485		3.12%		660		2.54%						202		1.09%		312		1.68%		355		2.13%		336		2.39%		598		3.9%		495		3.04%		599		3.95%		689		3.60%		1390		5.58%		1849		5.95%

		Lost or will lose employer health care coverage		0		0.00%

		Public Program Status		0		0.00%

		Caller Hung Up without Speaking		0		0.00%

		COVID-19 SEP		0		0.00%

		Income Decrease		6289		2.62%		590		2.27%		313		1.61%		448		2.42%		340		1.84%		381		2%		268		1.90%		386		2.5%		211		1.30%		260		1.72%		637		3.33%		1026		4.12%		1429		4.60%

		Loss of Public Program		0		0.00%

		Disable Account Request		0		0.00%

		Close in lieu of processing change		0		0.00%

		Checking on Status of Reported Change		173		0.07%										173		0.93%

		Multiple Household IDs		0		0.00%

		Transfer to Specialist		0		0.00%

		Passive Enrollment Question		0		0.00%

		Payment/Billing Questions		489		0.20%		489		1.88%

		Status of My SEP Request		0		0.00%

		Returned Mail-Mailing Address Update		0		0.00%

		PARN Notice		0		0.00%

		1095A Questions		0		0.00%

		Multiple changes		3208		1.34%		442		1.70%		541		2.78%		346		2%		413		2.23%		302		2%		425		3.02%		532		3.4%		207		1.27%

		A Referral		7733		3.22%		657		2.52%		688		3.53%		789		4%		757		4.09%		605		4%		418		3.0%		898		5.8%		394		2.42%		440		2.90%		711		3.72%		1376		5.52%

		Gain of ESI/MEC		9223		3.84%		696		2.67%		666		3.42%		663		4%		551		2.97%		691		4%		692		4.9%						741		4.55%		1107		7.30%		1256		6.56%		982		3.94%		1178		3.79%

		Carrier Error Report		0		0.00%

		Duplicate 1095-A Request^		0		0.00%

		1095A Questions		0		0.00%

		How Do I Create an Account?		0		0.00%

		Recon		0		0.00%

		Directed to GI-Term		556		0.23%																		556		3%

		Eligibility Verification Notice		0		0.00%

		ARP FAQ Clarification		0		0.00%

		Password Reset/Account Unlock		3441		1.43%																		168		1%		237		1.7%		430		2.8%		162		1.00%		481		3.17%		624		0.0326042915		585		2.35%		754		2.43%

		Same Day Term		352		0.15%																						108		0.8%		244		1.6%

		Directed to Submit Verifications		4875		2.03%						451		2%		548		3%		605		3%						528		3.8%		750		4.8%		709		4.36%		765		5.05%		519		0.0271179925

		Notice V24		409		0.17%																														409		2.51%

																																																				2987		4.98%

		Broker		2024 Total

				#		%

		Call Reason/Calls Handled		46178				5595				4271				4015				3891				3511				2816				2865				2926				2688				2918				4783				5899

		CSR-Status of Enrollment		3128		6.77%		713		12.7%		357		8.4%		221		5.5%		231		5.9%		237		6.8%		64		2.3%		219		7.6%		140		4.78%		68		2.53%		88		0.0301576422		279		5.83%		511		8.66%

		Lost or will lose employer health care coverage		2831		6.13%		102		1.8%		211		4.9%		228		5.7%		280		7.2%		351		10.0%		382		13.6%		298		10.4%		320		10.94%		251		9.34%		247		0.0846470185		80		1.67%		81		1.37%

		CSR-Status of Reported Change		691		1.50%		220		3.9%		44		1.0%						280		7.2%																														147		2.49%

		CSR QHP  Status		173		0.37%		56		1.0%										46		1.2%																														71		1.20%

		How Do I Update My Application?		311		0.67%																						38		1.3%						57		1.95%		34		1.26%		28		0.0095956134		154		3.22%

		How To Enroll In a Plan?		156		0.34%																						58		2.1%		39		1.4%		22		0.75%		37		1.38%

		CSR-Determination Result		1144		2.48%		431		7.7%		267		6.3%		130		3.2%		190		4.9%		104		3.0%																						22		0.46%

		ARP FAQ Clarification		0		0.00%

		How Do I Apply?		384		0.83%						33		0.8%						46		1.2%		35		1.0%		74		2.6%		56		2.0%		55		1.88%		62		2.31%						23		0.48%

		Status of SEP		1565		3.39%						57		1.3%		138		3.4%		144		3.7%		197		5.6%		209		7.4%		238		8.3%		168		5.74%		243		9.04%		171		0.058601782

		Paper Application		612		1.33%		76		1.4%																																						43		0.90%		493		8.36%

		Premium amount		0		0.00%

		Gain of ESI/MEC		828		1.79%						40		0.9%						73		1.9%		44		1.3%		72		2.6%		127		4.4%		110		3.76%		129		4.80%		93		0.0318711446		92		1.92%		48		0.81%

		Status of Submitted AOR Form		0		0.00%

		Error by MNsure		0		0.00%

		CSR Public Program renewal		32		0.07%		32		0.0057193923

		CSR Public Program Status		49		0.11%						49		1%

		System Issues-Advised Consumer to Call Back Later		8		0.02%																																		8		0.30%

		Returned Mail-Mailing Address Update		0		0.00%

		Request to Close Application		1684		3.65%		62		0.0110813226																						37		1.3%										65		0.0222755312		272		5.69%		1248		22.30%

		Password Reset/Account Unlock		0		0.00%

		Directed to Complete Caspio Form		0		0.00%

		APTC/CSR Questions		0		0.00%

		Lost or will lose other health care coverage		246		0.53%																																		76		2.83%		63		0.0215901302						107		1.81%

		CSR-Status Before Appt		12550		27.18%		1209		0.2160857909		789		18%		946		24%		914		23%		918		26%		765		0.2716619318		963		33.6%		771		26.35%		721		26.82%		914		0.3132282385		2392		50.01%		1248		22.30%

		SEP Plan Selection		358		0.78%		45		0.0080428954		106		2%		155		4%		34		1%														18		0.62%

		Renewal/Unwind Related Loss of PP^		16		0.03%														16		0%

		Notice V24		127		0.28%																														127		4.34%

		MNTR Consumer Report		84		0.18%																																										84		1.76%

																																																				4599		43.05%

		ARC		2024 Total

				#		%

		Call Reason/Calls Handled		55734				4040				4103				4534				5014				5015				4413				4740				4633				4158				4728				4760				5596

		CSR-Public Program Status		20994		37.67%		1476		36.53%		1384		34%		1351		30%		1486		30%		1672		33%		1313		29.8%		1919		40.5%		1769		38.18%		1874		45.07%		2037		0.3653156385		1877		39.43%		2836		50.68%

		CSR-Determination Result		18233		32.71%		928		22.97%		1030		25%		1168		26%		1386		28%		1350		27%		1009		22.9%		1592		33.6%		1397		30.15%		1494		35.93%		2044		0.3665710187		2171		45.61%		2664		47.61%

		How Do I Apply?		0		0.00%

		CSR- QHP Status		7271		13.05%		542		13.42%		357		9%		432		10%		616		12%		600		12%		420		9.5%		489		10.3%		547		11.81%		558		13.42%		658		0.1180057389		804		16.89%		1248		22.30%

		CSR-Newborn Status		2623		4.71%		245		6.06%		258		6%		286		6%		435		9%		262		5%		155		3.5%		138		2.9%		159		3.43%		198		4.76%		258		0.0462697274		167		3.51%		62		1.11%

		CSR-Pending Case		2041		3.66%		69		1.71%		144		4%		182		4%		165		3%		128		3%		120		2.7%		211		4.5%		205		4.42%		111		2.67%		163		0.0292324247		227		4.77%		316		5.65%

		Assister Manual Account Request		0		0.00%

		Password Reset/Account Unlock		2954		5.30%		43		1.06%		32		1%		91		2%		129		3%		138		3%		170		3.9%		206		4.3%		205		4.42%		346		8.32%		380		0.0681492109		536		11.26%		678		12.12%

		Paper Application		12		0.02%																														12		0.26%

		Status before appt		86		0.15%										86		2%

		How to Enroll in a Plan		0		0.00%

		How Do I Update My Application?		0		0.00%

		CSR-Public Program Renewal		7841		14.07%		831		0.2056930693		970		24%		1388		31%		1150		23%		975		19%		554		0.1255381826		638		13.5%		425		9.17%		194		4.67%		275		0.0493185079		108		2.27%		333		5.95%

		System Issues-Advised Consumer to Call Back Later		176		0.32%																																		176		4.23%

																																																				6994		67.54%



				13249

		ARC		2023 Total

				#		%

		Call Reason/Calls Handled

		CSR-Public Program Status		3746		28.27%

		CSR-Determination Result		2287		17.26%

		CSR-Newborn Status		1734		13.09%

		CSR-QHP Status		1445		10.91%

		Other		1319		9.96%

		Password Reset		1038		7.83%

		CSR-Pending Case		558		4.21%

		CSR-Status Before Appointment		453		3.42%

		CSR-Paper Application		439		3.31%

		Unable to Verify Consumer PII		230		1.74%						13249

		Request to Close Application^		178		1.34%

		Assister Manual Account Request		149		1.12%						13249

		How Do I Apply?		111		0.84%						1319

		CSR-Status of Reported Change		95		0.72%						0.0995546834

		Assister Policy Question		93		0.70%

		Lost or will lose employer health care coverage^		79		0.60%

		Multiple Changes		77		0.58%

		Missing blue bar^		61		0.46%

		Close in Lieu of Processing Change^		54		0.41%

		Checking on Status of Reported Change		54		0.41%

		CSR-Status of Verifications		53		0.40%

		Directed to Complete Caspio Form (Assisters Only)		51		0.38%

		Transfer Caller to MNsure CC		45		0.34%

		Request to Mail Paper FTI Form		44		0.33%

		CSR-Status of SEP		44		0.33%

		How Do I Update My Application?		38		0.29%

		How Do I Create an Account?		32		0.24%

		Transfer to ARC/Broker Line		31		0.23%

		How To Enroll In a Plan?		30		0.23%



2023 ARC Call Drivers





CSR-Public Program Status	CSR-Determination Result	CSR-Newborn Status	CSR-QHP Status	Other	Password Reset	CSR-Pending Case	CSR-Status Before Appointment	CSR-Paper Application	Unable to Verify Consumer PII	0.28273831987319797	0.17261680126802023	0.13087780209827157	0.10906483508189298	9.9554683372329991E-2	7.8345535512114123E-2	4.2116386142350366E-2	3.4191259717714542E-2	3.313457619442977E-2	1.7359800739678466E-2	





CRM 2023

		Topic		2023 Total				Jan				Feb				Mar				Apr				May				Jun				Jul				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		185651				16982				11192				11538				9991				10686				11431				11503				15412				13926				18972				24813				29205

		How Do I Apply?		14933		8.04%		1641		9.66%		892		7.97%		1052		9.12%		850		8.51%		984		9.21%		952		8.33%		965		8.3%		1484		9.6%		1140		8.19%		1215		6.40%		1900		7.66%		1858		6.36%

		MCRE/Counties		26086		14.05%		2650		15.60%		1472		13.15%		1385		12.00%		1126		11.27%		1188		11.12%		1383		12.10%		1464		12.7%		1944		12.6%		1919		13.78%		2402		12.66%		4211		16.97%		4942		16.92%

		How To Enroll In a Plan?		17798		9.59%		1531		9.01%		712		6.36%		747		6.47%		569		5.70%						1107		9.68%		1235		10.7%		1744		11.32%		1571		11.28%		1905		10.04%		3223		12.99%		3454		11.83%

		How Do I Update My Application?		11843		6.38%		909		5.35%		762		6.81%		781		6.77%		655		6.56%						793		6.94%		783		6.8%		1078		6.99%		936		6.72%		1540		8.12%		2037		8.21%		1569		5.37%

		Enrollment Status Check		3935		2.12%		1023		6.02%		208		1.86%																		132		1.1%						171		1.23%		148		0.78%		1056		4.26%		1197		4.10%

		Income Increase		2464		1.33%		339		2.00%		253		2.26%		297		2.57%		172		1.72%										248		2.2%										356		1.88%		217		0.87%		582		1.99%

		Request to Close Application^		3855		2.08%		911		5.36%		326		2.91%		288		2.50%		239		2.39%		286		2.68%		288		2.52%		86		0.7%										364		1.92%		283		1.14%		784		2.68%

		Lost or will lose employer health care coverage		97		0.05%																		97		0.91%

		Public Program Status		18		0.01%						18		0.16%

		Caller Hung Up without Speaking		0		0.00%

		COVID-19 SEP		0		0.00%

		Income Decrease		3388		1.82%		273		1.61%		119		1.06%		253		2.19%		122		1.22%						249		2.18%						325		2.11%						643		3.39%		568		2.29%		836		2.86%

		Loss of Public Program		949		0.51%		273		1.61%		119		1.06%		253		2.19%		122		1.22%		182		2%

		Disable Account Request		0		0.00%

		Close in lieu of processing change		0		0.00%

		Checking on Status of Reported Change		347		0.19%						24		0.21%																														52		0.27%		126		0.51%		145		0.50%

		Multiple Household IDs		0		0.00%

		Eligibility Verification Notice		0		0.00%

		Transfer to Specialist		0		0.00%

		Passive Enrollment Question		0		0.00%

		Payment/Billing Questions		1666		0.90%		620		3.65%		395		3.53%		180		2%						85		1%														180		1.29%										206		0.71%

		Status of My SEP Request		0		0.00%

		Returned Mail-Mailing Address Update		90		0.05%						90		0.80%

		PARN Notice		0		0.00%

		1095A Questions		74		0.04%										74		1%

		Multiple changes		5495		2.96%		189		1.11%		208		1.86%		393		3%		251		2.51%		434		4%		482		4.22%		549		4.8%		690		4.48%		567		4.07%		718		3.78%		572		2.31%		442		1.51%

		A Referral		4248		2.29%																		61		1%		234		2.0%		367		3.2%		767		4.98%		438		3.15%		487		2.57%		1042		4.20%		852		2.92%

		Gain of ESI/MEC		6886		3.71%		238		1.40%		324		2.89%		355		3%		357		3.57%		510		5%		736		6.4%		667		5.8%		772		5.01%		806		5.79%		772		4.07%		635		2.56%		714		2.44%

		Carrier Error Report		0		0.00%

		Duplicate 1095-A Request^		145		0.08%														145		1.45%

		1095A Questions		371		0.20%														371		3.71%

		How Do I Create an Account?		350		0.19%		170		1.00%																										180		1.17%

		Recon		0		0.00%

		Directed to GI-Term		0		0.00%

		Eligibility Verification Notice		0		0.00%

		ARP FAQ Clarification		0		0.00%

		Password Reset/Account Unlock		811		0.44%		272		0.0160157863																		84		0.7%		91		0.8%										58		0.0030571215		209		0.84%		97		0.33%

		Same Day Term		1685		0.91%		383		0.0225516403		301		3%		186		2%		113		1%		198		2%		85		0.7%						103		0.67%		207		0.0148638781		109		0.00574528

		Directed to Submit Verifications		5147		2.77%		360		0.0211973642		508		5%		569		5%		436		4%		463		4%		518		4.5%		407		3.5%		334		2.17%		519		3.73%		533		0.028093892		500		2.02%





		Broker		2023 Total				Jan				Feb				Mar				Apr				May				June				July				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		31309				3101				2089				2229				1880				2290				2761				2701				3051				2910				3363				4934				6126

		CSR-Status of Enrollment		2764		8.83%		437		14.1%		201		9.6%		188		8.4%		79		4.2%		86		3.8%		78		2.8%		100		3.7%		174		5.70%		157		5.40%		122		0.0362771335		436		8.84%		706		11.52%

		Lost or will lose employer health care coverage		2552		8.15%		100		3.2%		188		9.0%		306		13.7%		279		14.8%		327		14.3%		375		13.6%		283		10.5%		341		11.18%		209		7.18%		74		0.0220041629		33		0.67%		37		0.60%

		CSR-Status of Reported Change		458		1.46%		115		37.1%		59		2.8%		23		1.0%		13		0.7%														42		1.38%		19		0.65%		26		0.0077311924						161		2.63%

		CSR QHP  Status		137		0.44%																																		15		0.52%						85		1.72%		37		0.60%

		How Do I Update My Application?		1149		3.67%		231		7.4%		147		7.0%		146		6.6%		184		9.8%		115		5.0%		125		4.5%		92		3.4%						14		0.48%		30		0.0089206066		65		1.32%

		How To Enroll In a Plan?		1433		4.58%		213		6.9%		143		6.8%		146		6.6%		133		7.1%		237		10.3%		262		9.5%		151		5.6%		65		2.13%		29		1.00%		23		0.0068391317		31		0.63%

		CSR-Determination Result		1209		3.86%		285		9.2%		21		1.0%														117		4.2%						32		1.05%										287		5.82%		467		7.62%

		ARP FAQ Clarification		0		0.00%

		How Do I Apply?		677		2.16%		147		4.7%		34		1.6%		76		3.4%		101		5.4%		92		4.0%		152		5.5%						25		0.82%		25		0.86%						25		0.51%

		Status of SEP		661		2.11%						39		1.9%		52		2.3%		33		1.8%		102		4.5%		63		2.3%		103		3.8%		105		3.44%		93		3.20%		71		0.0211121023

		Paper Application		251		0.80%																																														251		4.10%

		Premium amount		0		0.00%

		Gain of ESI/MEC		826		2.64%		24		0.8%		65		3.1%		113		5.1%		113		6.0%		86		3.8%		73		2.6%						52		1.70%		130		4.47%		62		0.0184359203		67		1.36%		41		0.67%

		Status of Submitted AOR Form		0		0.00%

		Error by MNsure		6		0.02%						6		0%

		CSR Public Program renewal		185		0.59%																																										110		2.23%		75		1.22%

		CSR Public Program Status		71		0.23%																																														71		1.16%

		System Issues-Advised Consumer to Call Back Later		0		0.00%

		Returned Mail-Mailing Address Update		0		0.00%

		Request to Close Application		454		1.45%						5		0%																														39		0.0115967886		117		2.37%		293		4.78%

		Password Reset/Account Unlock		99		0.32%		11		0.0035472428																																		35		0.0104073744		53		1.07%

		Directed to Complete Caspio Form		14		0.04%																														14		0.46%

		APTC/CSR Questions		63		0.20%		11		0.0035472428		11		1%																						15		0.49%						26		0.0077311924

		Loss of Public Program		61		0.19%														13		1%		48		2%

		CSR-Status Before Appt		5567		17.78%																										448		16.6%		787		25.79%		669		0.2298969072		617		0.1834671424		1392		28.21%		1654		27.00%

		SEP Plan Selection		25		0.08%																														25		0.82%

		Renewal/Unwind Related Loss of PP^		76		0.24%																														7		0.23%		23		0.79%		46		0.0136782635



		ARC		2023 Total				Jan				Feb				Mar				Apr				May				June				July				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		35763				3042				2628				2903				2586				3243				3230				3296				3906				3393				3834				3702				4192

		CSR-Public Program Status		11303		31.61%		866		28.47%		669		25%		736		25%		620		25%		924		28%		1091		33.8%		900		27.3%		1082		27.70%		962		28.35%		1052		0.2743870631		1152		31.11%		1249		29.79%

		CSR-Determination Result		7262		20.31%		412		13.54%		380		14%		361		12%		376		15%		500		15%		578		17.9%		690		20.9%		785		20.10%		738		21.75%		888		0.2316118936		766		20.69%		788		18.80%

		How Do I Apply?		0		0.00%

		CSR- QHP Status		4183		11.70%		382		12.56%		283		11%		224		8%		231		9%		270		8%		388		12.0%		348		10.6%		250		6.40%		285		8.40%		415		0.1082420449		551		14.88%		556		13.26%

		CSR-Newborn Status		3559		9.95%		388		12.75%		363		14%		379		13%		280		11%		440		14%		390		12.1%		285		8.7%		296		7.58%		115		3.39%		167		0.0435576421		274		7.40%		182		4.34%

		CSR-Pending Case		295		0.82%						10		0%						52		2%														29		0.74%		90		2.65%		30		0.0078247261		14		0.38%		70		1.67%

		Assister Manual Account Request		0		0.00%

		Password Reset/Account Unlock		2426		6.78%		267		8.78%		189		7%		212		7%		164		7%		214		7%		303		9.4%		265		8.0%		309		7.91%		158		0.0465664604		147		0.0383411581		101		2.73%		97		2.31%

		Paper Application		30		0.08%		21		0.69%										9		0%

		Status before appt		153		0.43%		11		0.36%		38		1%						8		0%		96		3%

		How to Enroll in a Plan		6		0.02%		6		0.20%

		How Do I Update My Application?		1363		3.81%		4		0.13%																																		708		0.1846635368		651		17.58%

		CSR-Public Program Renewal		1781		4.98%																										187		5.7%		461		11.80%		453		0.133510168										680		16.22%







				13249

		ARC		2023 Total

				#		%

		Call Reason/Calls Handled

		CSR-Public Program Status		3746		28.27%

		CSR-Determination Result		2287		17.26%

		CSR-Newborn Status		1734		13.09%

		CSR-QHP Status		1445		10.91%

		Other		1319		9.96%

		Password Reset		1038		7.83%

		CSR-Pending Case		558		4.21%

		CSR-Status Before Appointment		453		3.42%

		CSR-Paper Application		439		3.31%

		Unable to Verify Consumer PII		230		1.74%						13249

		Request to Close Application^		178		1.34%

		Assister Manual Account Request		149		1.12%						13249

		How Do I Apply?		111		0.84%						1319

		CSR-Status of Reported Change		95		0.72%						0.0995546834

		Assister Policy Question		93		0.70%

		Lost or will lose employer health care coverage^		79		0.60%

		Multiple Changes		77		0.58%

		Missing blue bar^		61		0.46%

		Close in Lieu of Processing Change^		54		0.41%

		Checking on Status of Reported Change		54		0.41%

		CSR-Status of Verifications		53		0.40%

		Directed to Complete Caspio Form (Assisters Only)		51		0.38%

		Transfer Caller to MNsure CC		45		0.34%

		Request to Mail Paper FTI Form		44		0.33%

		CSR-Status of SEP		44		0.33%

		How Do I Update My Application?		38		0.29%

		How Do I Create an Account?		32		0.24%

		Transfer to ARC/Broker Line		31		0.23%

		How To Enroll In a Plan?		30		0.23%
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CSR-Public Program Status	CSR-Determination Result	CSR-Newborn Status	CSR-QHP Status	Other	Password Reset	CSR-Pending Case	CSR-Status Before Appointment	CSR-Paper Application	Unable to Verify Consumer PII	





Sheet3

		Broker		Feb		Mar		Apr		May		June		July		August

		CSR-Status of Enrollment		9.62%		8.43%		4.20%		3.76%		2.83%		3.70%		5.70%

		CSR-Status Before Appt												16.59%		25.79%

		Lost or will lose employer health care coverage		9.00%		13.73%		14.84%		14.28%		13.58%		10.48%		11.18%

		CSR-Status of Reported Change		2.82%		1.03%		0.69%								1.38%

		How Do I Update My Application?		7.04%		6.55%		9.79%		5.02%		4.53%		3.41%

		How To Enroll In a Plan?		6.85%		6.55%		7.07%		10.35%		9.49%		5.59%		2.13%

		CSR-Determination Result		1.01%								4.24%				1.05%

		How Do I Apply?		1.63%		3.41%		5.37%		4.02%		5.51%				0.82%

		Status of SEP		1.87%		2.33%		1.76%		4.45%		2.28%		3.81%		3.44%

		Gain of ESI/MEC		3.11%		5.07%		6.01%		3.76%		2.64%				1.70%







Broker CRM tickets



Feb	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	9.6218286261369079E-2	8.9995213020584011E-2	2.8243178554332216E-2	7.0368597415031112E-2	6.8453805648635707E-2	1.0052656773575874E-2	1.6275730014360938E-2	1.8669219722355194E-2	3.1115366203925323E-2	Mar	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	8.4342754598474651E-2	0.13728129205921938	1.031852848811126E-2	6.55002243158367E-2	6.55002243158367E-2	3.4096007178106777E-2	2.3328847016599371E-2	5.0695379093764023E-2	Apr	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	4.2021276595744679E-2	0.14840425531914894	6.9148936170212762E-3	9.7872340425531917E-2	7.0744680851063835E-2	5.372340425531915E-2	1.7553191489361703E-2	6.0106382978723401E-2	May	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	3.7554585152838431E-2	0.14279475982532752	5.0218340611353711E-2	0.10349344978165939	4.017467248908297E-2	4.4541484716157202E-2	3.7554585152838431E-2	June	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	2.8250633828323071E-2	0.13582035494386091	4.5273451647953641E-2	9.4893154654110828E-2	4.2375950742484604E-2	5.5052517203911626E-2	2.2817819630568635E-2	2.6439695762404927E-2	July	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	3.7023324694557574E-2	0.16586449463161793	0.1048	3.4061458718992965E-2	5.5899999999999998E-2	3.8134024435394299E-2	August	CSR-Status of Enrollment	CSR-Status Before Appt	Lost or will lose employer health care coverage	CSR-Status of Reported Change	How Do I Update My Application?	How To Enroll In a Plan?	CSR-Determination Result	How Do I Apply?	Status of SEP	Gain of ESI/MEC	5.7030481809242868E-2	0.25794821370042609	0.1117666338905277	1.376597836774828E-2	2.1304490331039004E-2	1.0488364470665356E-2	8.1940347427073099E-3	3.44149459193707E-2	1.7000000000000001E-2	









CRM 2022

		Topic		2022 Total				Jan				Feb				Mar				Apr				May				Jun				Jul				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		127064				19834				11117				13044				11178				xxx				9125				8620				10900				10488				13550				19208				22677

		MCRE/Counties		19511		15.36%		2959		14.92%		1672		15.04%		1742		13.35%		1429		12.78%		1474		16.22%		1482		16.24%		1548		18.0%		1643		15.1%		1680		16.02%		1458		10.76%		2424		12.62%		1954		8.62%

		How Do I Apply?		11996		9.44%		2112		10.65%		792		7.12%		991		7.60%		761		6.81%		892		9.82%		966		10.59%		917		10.6%		1026		9.4%		982		9.36%		858		6.33%		1699		8.85%		1966		8.67%

		How To Enroll In a Plan?		7940		6.25%		1201		6.06%		534		4.80%		616		4.72%		483		4.32%		575		6.33%		517		5.67%		536		6.2%		590		5.41%		762		7.27%		624		4.61%		1502		7.82%		1966		8.67%

		How Do I Update My Application?		7822		6.16%		823		4.15%		558		5.02%		649		4.98%		548		4.90%		533		5.87%		529		5.80%		562		6.5%		857		7.86%		644		6.14%		798		5.89%		1321		6.88%		1298		5.72%

		Enrollment Status Check		5923		4.66%		2355		11.87%		1028		9.25%		433		3.32%														252		2.9%		186		1.71%		249		2.37%		369		2.72%		1051		5.47%		1583		6.98%

		Directed to Submit Verifications		4436		3.49%		221		0.0111426566		458		4%		470		4%						439		5%		515		5.6%		424		4.9%		467		4.28%		438		4.18%		447		0.0329883745		557		2.90%		447		1.97%

		Income Decrease		2938		2.31%		569		2.87%										361		3.23%		246		3%		213		2.33%		237		2.7%						124		1.18%		473		3.49%		715		3.72%		454		2.00%

		Password Reset/Account Unlock		2753		2.17%		685		0.0345371934		466		4%		401		3%		311		3%		160		2%		123		1.3%		134		1.6%		137		1.26%										336		1.75%		510		2.25%

		Same Day Term		2719		2.14%		600		0.0302515563		455		4%		247		2%		155		1%		230		3%		234		2.6%		261		3.0%		159		1.46%		378		0.0360405058

		Multiple changes		2674		2.10%		285		1.44%										215		1.92%		275		3%		232		2.54%		306		3.6%		380		3.49%		317		3.02%		363		2.68%		301		1.57%

		Gain of ESI/MEC		2395		1.88%		132		0.67%		298		2.68%		305		2%						363		4%						313		3.6%		496		4.55%		461		4.40%						27		0.14%

		Income Increase		1862		1.47%		140		0.71%										208		1.86%										43		0.5%										574		4.24%		897		4.67%		588		2.59%

		Request to Close Application^		1439		1.13%		226		1.14%																						139		1.6%										381		2.81%		693		3.61%		1061		4.68%

		Duplicate 1095-A Request^		1365		1.07%						276		2.48%		611		5%		478		4.28%

		Passive Enrollment Question		387		0.30%		207		1.04%																																						180		0.94%

		Carrier Error Report		374		0.29%																						374		4.1%

		A Referral		232		0.18%																																										232		1.21%

		Payment/Billing Questions		151		0.12%		151		0.76%

		Checking on Status of Reported Change		98		0.08%		98		0.49%

		Lost or will lose employer health care coverage		64		0.05%																										64		0.7%

		How Do I Create an Account?		64		0.05%		64		0.32%

		Public Program Status		0		0.00%

		Caller Hung Up without Speaking		0		0.00%

		COVID-19 SEP		0		0.00%

		Disable Account Request		0		0.00%

		Close in lieu of processing change		0		0.00%

		Multiple Household IDs		0		0.00%

		Eligibility Verification Notice		0		0.00%

		Transfer to Specialist		0		0.00%

		Status of My SEP Request		0		0.00%

		Returned Mail-Mailing Address Update		0		0.00%

		PARN Notice		0		0.00%

		1095A Questions		0		0.00%

		Recon		0		0.00%

		Directed to GI-Term		0		0.00%

		Income Increase		0		0.00%

		Eligibility Verification Notice		0		0.00%

		ARP FAQ Clarification		0		0.00%





		Broker		2022 Total				Jan				Feb				Mar				Apr				May				June				July				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		24324				3599				2110				2129				1861				1647				1735				1479				1861				1778				1903				4222				4974

		Lost or will lose employer health care coverage		2851		2.24%		94		2.61%		771		37%		322		15%		209		11%		239		15%		272		15.7%		233		15.8%		306		16.44%		236		13.27%		114		0.0599054125		55		1.30%

		CSR-Status of Enrollment		1782		1.40%		503		13.98%		306		15%		322		15%		84		5%		68		4%		54		3.1%		105		7.1%						76		4.27%		75		0.0394114556		189		4.48%		348		7.00%

		How Do I Update My Application?		1632		1.28%		274		7.61%		108		5%		87		4%		100		5%		116		7%		89		5.1%		71		4.8%		92		4.94%		114		6.41%		149		0.0782974251		432		10.23%		472		9.49%

		How To Enroll In a Plan?		1342		1.06%		152		4.22%		107		5%		115		5%		77		4%		96		6%		160		9.2%		77		5.2%		107		5.75%		130		7.31%		68		0.0357330531		253		5.99%

		How Do I Apply?		1311		1.03%		163		4.53%		85		4%		115		5%		88		5%		73		4%		126		7.3%		102		6.9%		109		5.86%		129		7.26%		63		0.0331056227		258		6.11%		275		5.53%

		CSR-Determination Result		634		0.50%		130		3.61%		33		2%		25		1%														39		2.6%						14		0.79%						393		9.31%		498		10.01%

		CSR-Status of Reported Change		295		0.23%		211		5.86%		63		3%																		21		1.4%

		Status of My SEP Request		232		0.18%										56		3%										64		3.7%		48		3.2%						45		2.53%						19		0.45%

		Gain of ESI/MEC		211		0.17%										30		1%														38		2.6%		75		4.03%		68		3.82%

		CSR QHP  Status		157		0.12%		68		1.89%		50		2%		39		2%

		Password Reset/Account Unlock		95		0.07%																																		13		0.0073115861						82		1.94%

		Returned Mail-Mailing Address Update		42		0.03%										42		2%

		System Issues-Advised Consumer to Call Back Later		36		0.03%						36		2%

		Request to Close Application		28		0.02%																																										28		0.66%		253		5.09%

		CSR-Status Before Appt		12		0.01%																																										12		0.28%

		Directed to Complete Caspio Form		10		0.01%																																		10		0.005624297

		ARP FAQ Clarification		0		0.00%

		NTR Process Request		0		0.00%

		Premium amount		0		0.00%

		Status of Submitted AOR Form		0		0.00%

		Error by MNsure		0		0.00%

		COVID-19 SEP		0		0.00%

		Eligibility Verification Notice		0		0.00%



		ARC		2022 Total				Jan				Feb				Mar				Apr				May				June				July				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		30780				3093				2791				3580								2744				2989				2814				3075				2917				2990				3787				4299

		CSR-Public Program Status		10675		8.40%		1154		37.31%		879		31%		1112		31%		1040		34%		898		33%		1024		34.3%		937		33.3%		999		32.49%		1025		35.14%		753		0.2518394649		854		22.55%		927		21.56%

		CSR-Determination Result		4493		3.54%		402		13.00%		310		11%		373		10%		285		9%		297		11%		482		16.1%		432		15.4%		554		18.02%		481		16.49%		435		0.1454849498		501		13.23%		468		10.89%

		CSR-Newborn Status		4037		3.18%		256		8.28%		296		11%		395		11%		340		11%		385		14%		380		12.7%		373		13.3%		372		12.10%		467		16.01%		377		0.1260869565		396		10.46%		442		10.28%

		CSR- QHP Status		3861		3.04%		503		16.26%		312		11%		399		11%		308		10%		369		13%		336		11.2%		353		12.5%		320		10.41%		288		9.87%		253		0.0846153846		420		11.09%		462		10.75%

		How Do I Apply?		1487		1.17%		379		12.25%		232		8%		263		7%		299		10%		254		9%		42		1.4%		18		0.6%

		Password Reset/Account Unlock		864		0.68%																														240		7.80%		216		0.0740486802		107		0.0357859532		301		7.95%		198		4.61%

		CSR-Pending Case		493		0.39%		102		3.30%		92		3%		74		2%		77		3%						76		2.5%		42		1.5%						17		0.58%						13		0.34%

		Paper Application		24		0.02%																																		24		0.0082276311

		Status before appt		24		0.02%																																		10		0.0034281796						14		0.37%

		Assister Manual Account Request		0		0.00%



















OE9

		Call Center OE9		Total/ Average		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg				Main CC through 12/15		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg

		Calls Received (MNsure)		171,001		22,180		26,772		20,766		12,715		13,525		11,531		9,253		9,312		8,873		11,393		10,611		14,070																Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12		Week 12/19		Week 12/26		Week 1/2		Week 1/9								Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12						days		Calls per day

		Calls Handled		163,134		21,031		24,234		19,834		12,044		13,044		11,178		9,085		9,125		8,620		10,900		10,488		13,550												Calls Received (MNsure)		62108		6013		4969		5097		2855		6880		6309		9913		2767		4149		5795		7361				Calls Received (MNsure)		40239		6013		4969		5097		2855		6880		6309		8116						56		1109.0714285714								Total				Week 1				Week 2				Week 3				Week 4				Week 5				Week 6				Week 7				Week 8				Week 9				Week 10				Week 11

		Calls Abandoned		6,732		1,075		2,153		699		591		423		318		106		160		206		479		78		443												Calls Handled		57835		5615		4666		4969		2797		6507		6019		8016		2668		4008		5552		7018				Calls Handled		36811		5615		4666		4969		2797		6507		6019		6238														OE/Stat		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9		OE8		OE9

		Abandon % (<5%)		3.21%		4.42%		4.41%		5.74%		5.10%		3.10%		2.77%		1.66%		1.65%		1.96%		4.28%		0.94%		2.54%												Calls Abandoned		3745		341		305		125		58		351		279		1548		79		141		246		271				Calls Abandoned		3475		341		305		125		58		351		279		2016														Calls		64763		62108		7127		6013		7054		4969		6982		5097		4358		2855		9287		6880		8851		6309		11751		9913		9353		2767		na		4149		na		5795		na		7631

		Avg Time to Abandon		0.6%		0:09:12		0:08:38		0:09:46		0:08:48		0:07:54		0:07:41		0:05:26		0:06:18		0:07:54		0:08:46		0:05:16		0:10:11										1800.0%		Abandon % (<5%)		4.1%		4.8%		5.7%		2.3%		1.9%		4.2%		3.7%		10.0%		2.4%		3.4%		3.7%		3.3%				Abandon % (<5%)		5.9%		4.8%		5.7%		2.3%		1.9%		4.2%		3.7%		19.0%														Aban		0.4%		4.1%		0.7%		4.8%		0.2%		5.7%		0.1%		2.3%		0.0%		1.9%		0.2%		4.2%		0.0%		3.7%		0.3%		10.0%		1.4%		2.4%		na		3.4%		na		3.7%		na		3.3%

		Average Wait Time (< 5 minutes)		0:02:55		0:04:36		0:05:45		0:03:48		0:05:45		0:02:28		0:02:17		0:01:28		0:01:09		0:01:16		0:02:59		0:00:42		0:02:42		 								1440:00:00		Avg Time to Abandon		0:08:51		0:07:49		0:10:47		0:07:56		0:07:47		0:07:41		0:08:29		0:10:38		0:05:50		0:12:33		0:10:05		0:07:51				Avg Time to Abandon		0:08:19		0:07:49		0:10:47		0:07:56		0:07:47		0:07:41		0:08:29		0:07:42														ASA		0:00:54		0:04:52		0:00:56		0:05:33		0:01:08		0:05:45		0:00:26		0:02:12		0:00:11		0:01:24		0:00:28		0:04:01		0:00:02		0:03:38		0:01:05		0:16:33		0:02:56		0:02:26		na		0:04:10		na		0:04:18		na		0:03:36

		Max Wait Time		1:32:57		1:21:29		1:32:57		0:46:59		0:55:27		0:38:59		0:39:14		0:38:22		0:40:20		0:42:22		1:25:03		0:38:07		1:05:47										25920:00:00		Average Wait Time (< 5 minutes)		0:04:52		0:05:33		0:05:45		0:02:12		0:01:24		0:04:01		0:03:38		0:16:33		0:02:26		0:04:10		0:04:18		0:03:36				Average Wait Time (< 5 minutes)		0:07:51		0:05:33		0:05:45		0:02:12		0:01:24		0:04:01		0:03:38		0:32:24														Max Wait		0:45:43		1:32:57		0:30:25		0:51:05		0:15:31		1:21:29		0:11:44		0:42:09		0:04:58		0:32:05		0:18:25		0:57:54		0:07:51		1:11:06		0:16:56		1:32:57		0:45:43		0:42:57		na		0:57:55		na		0:46:59		na		0:42:01

		Service Level (<80%)		69.4%		59.3%		60.3%		70.4%		50.1%		62.8%		65.7%		71.6%		80.9%		79.3%		71.0%		90.7%		70.1%										1800.0%		Max Wait Time		1:32:57		0:51:05		1:21:29		0:42:09		0:32:05		0:57:54		1:11:06		1:32:57		0:42:57		0:57:55		0:46:59		0:42:01				Max Wait Time		1:32:57		0:51:05		1:21:29		0:42:09		0:32:05		0:57:54		1:11:06		1:32:57														SLA		90.1%		60.2%		90.1%		62.8%		91.4%		62.2%		96.7%		58.1%		99.8%		58.2%		96.0%		59.2%		99.9%		60.9%		89.5%		59.4%		57.6%		61.3%		na		58.6%		na		61.5%		na		59.9%

		Talk Time (Avg)		0.0		0.0		0.0		0.0		0.0		0.0		0.0		0.0		0.0		0.0		0.0		0.0		0.0										1098.0		Service Level (<95%)		60.18%		62.76%		62.18%		58.12%		58.18%		59.22%		60.95%		59.38%		61.31%		58.56%		61.51%		59.85%				Service Level (<95%)		59.29%		62.76%		62.18%		58.12%		58.18%		59.22%		60.95%		53.60%														Agents		168.3		145.9		62.9		93.0		62.5		69.7		74.5		73.6		73.4		63.2		100.5		100.5		103.5		82.1		97.4		145.9		168.3		53.3		na		56.4		na		75.9		na		88.9

		Call Handle Time (Avg)		0:15:38		0:18:04		0:16:55		0:16:14		0:15:06		0:14:57		0:15:06		0:14:30		0:14:15		0:14:05		0:15:27		0:16:31		0:16:24												Talk Time (Avg)		0:09:31		0:10:11		0:09:54		0:10:02		0:09:51		0:09:38		0:09:20		0:09:42		0:09:00		0:08:53		0:09:00		0:09:13				Talk Time (Avg)		0:09:50		0:10:11		0:09:54		0:10:02		0:09:51		0:09:38		0:09:20		0:09:59

		Transfer Out		0		na		na		na		na		na		na		na		na		na		na		na		na												Call Handle Time (Avg)		0:17:18		0:18:16		0:17:50		0:18:22		0:18:16		0:17:30		0:16:42		0:16:59		0:16:42		0:16:49		0:16:13		0:16:40				Call Handle Time (Avg)		0:17:45		0:18:16		0:17:50		0:18:22		0:18:16		0:17:30		0:16:42		0:17:20

		First Call Resolution %		81.25%		81.93%		81.89%		82.36%		80.96%		80.51%		80.52%		82.36%		82.39%		81.94%		80.56%		80.50%		79.00%												Transfer Out		na		na		na		na		na		na		na		na		na		na		na		na				Transfer Out		na		na		na		na		na		na		na		na

		Complaints Received		40		0		0		0		0		0		0		0		0		40		0		0		0												First Call Resolution %		82.23%		80.46%		82.88%		81.33%		81.91%		81.70%		84.28%		82.42%		81.43%		80.33%		82.49%		85.29%				First Call Resolution %		82.59%		80.46%		82.88%		81.33%		81.91%		81.70%		84.28%		85.55%

		Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0		0												Complaints Received		0		0		0		0		0		0		0		0		0		0		0		0				Complaints Received		0		0		0		0		0		0		0		0

		Helpline (Transfers only)		20,524		2,472		2,912		2,769		1,638		1,695		1,479		1,258		1,246		1,126		1,322		1,328		1,279												Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0				Complaints Resolved		0		0		0		0		0		0		0		0

		Short Abandon (under 60 seconds)		475		71		119		31		38		25		31		11		11		9		19		10		100												Helpline (Transfers from Vendor/PP)		7059		597		603		556		341		779		704		966		288		550		779		896				Helpline (Transfers from Vendor/PP)		4326		597		603		556		341		779		704		746

		% of calls answered in under 10 minutes		90.47%		83.41%		82.30%		89.47%		78.01%		91.95%		92.27%		96.32%		96.38%		95.96%		90.70%		97.96%		90.85%												Short Abandon (under 60 seconds)		216		28		15		5		4		27		13		88		5		5		11		15				Short Abandon (under 60 seconds)		176		28		15		5		4		27		13		84

		Occupancy		na		na		na		na		na		na		na		na		na		na		na		na		na												% of calls answered in under 10 minutes		83.39%		78.65%		78.68%		91.25%		94.80%		85.63%		88.12%		55.36%		91.00%		85.43%		83.28%		85.07%				% of calls answered in under 10 minutes		75.56%		78.65%		78.68%		91.25%		94.80%		85.63%		88.12%		11.78%

		Max Agents		146		100		146		89		51		36		39		32		27		29		38		33		47												Occupancy		na		na		na		na		na		na		na		na		na		na		na		na				Occupancy		na		na		na		na		na		na		na		na

		(Nic) Saturdays		days		20		21		20		19		23		21		21		22		20		23		21		21												Max Agents		145.92		93.04		69.70		73.58		63.24		100.50		82.10		145.92		53.31		56.36		75.94		88.85				Max Agents		145.92		93.04		69.70		73.58		63.24		100.50		82.10		145.92

		Calls per day				1,109		1,275		1,038		669		588		549		441		423		444		495		505		670

		Broker Line		Total/ Average		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22												Broker Line		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12		Week 12/19		Week 12/26		Week 1/2		Week 1/9				Broker Line		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12								39912.64

		Calls Received		29,846		4,623		5,725		3,801		2,392		2,227		1,915		1696		1783		1,529		350		1,837		1,968												Calls Received		12624		1049		1,050		1,097		761		1,474		1,622		1,869		639		787		988		1,288				Calls Received		8602		1049		1,050		1,097		761		1,474		1,622		1,549								26968

		Calls Handled		28,016		4,308		4,948		3,599		2,287		2,129		1,861		1647		1735		1,479		342		1,778		1,903												Calls Handled		11448		976		994		1,049		678		1,363		1,426		1,480		566		724		963		1,229				Calls Handled		7662		976		994		1,049		678		1,363		1,426		1,176

		Calls Abandoned		1,580		304		769		129		81		77		38		29		33		35		5		32		48												Calls Abandoned		1151		72		50		47		81		110		194		387		69		63		22		56				Calls Abandoned		1030		72		50		47		81		110		194		476

		Abandon % (<5%)		3.36%		7.00%		9.81%		4.20%		3.50%		3.28%		1.82%		1.52%		1.79%		1.67%		1.08%		1.74%		2.94%												Abandon % (<5%)		7.50%		6.91%		4.98%		4.21%		10.75%		6.32%		10.40%		13.46%		11.37%		8.41%		1.81%		3.88%				Abandon % (<5%)		9.6%		6.91%		4.98%		4.21%		10.75%		6.32%		10.40%		23.79%

		Avg Time to Abandon		0:02:30		0:04:16		0:06:01		0:02:46		0:03:28		0:02:15		0:02:10		0:01:55		0:01:20		0:01:29		0:00:33		0:01:35		0:02:13												Avg Time to Abandon		0:04:48		0:03:50		0:03:09		0:04:16		0:04:58		0:03:46		0:06:22		0:08:26		0:06:44		0:05:29		0:03:05		0:02:46				Avg Time to Abandon		0:04:31		0:03:50		0:03:09		0:04:16		0:04:58		0:03:46		0:06:22		0:05:19

		Average Wait Time (< 5 minutes)		0:01:41		0:02:36		0:06:00		0:01:57		0:02:02		0:01:15		0:00:57		0:00:59		0:00:44		0:00:49		0:00:47		0:00:49		0:01:12												Average Wait Time (< 5 minutes)		0:03:56		0:02:23		0:01:59		0:01:44		0:03:28		0:02:52		0:06:46		0:11:44		0:04:41		0:04:15		0:01:16		0:02:14				Average Wait Time (< 5 minutes)		0:05:54		0:02:23		0:01:59		0:01:44		0:03:28		0:02:52		0:06:46		0:22:08								39909

		Max Wait Time		1:22:06		0:35:13		1:22:06		0:29:47		0:22:33		0:13:20		0:13:08		0:14:28		0:12:06		0:30:17		0:11:58		0:21:36		0:15:34												Max Wait Time		1:22:06		0:17:57		0:15:35		0:17:41		0:27:40		0:35:13		1:06:37		1:22:06		0:46:33		0:37:32		0:18:28		0:29:47				Max Wait Time		1:22:06		0:17:57		0:15:35		0:17:41		0:27:40		0:35:13		1:06:37		1:22:06

		Service Level (<80%)		67.45%		47.83%		39.95%		62.58%		53.68%		67.25%		74.30%		74.64%		79.17%		78.09%		79.26%		80.30%		72.39%												Service Level (<95%)		46.77%		47.46%		54.51%		60.04%		43.36%		45.80%		32.80%		41.52%		32.10%		41.54%		61.27%		54.04%				Service Level (<95%)		41.85%		47.46%		54.51%		60.04%		43.36%		45.80%		32.80%		8.97%

		Talk Time (Avg)		0:07:12		0:07:38		0:08:15		0:07:31		0:07:42		0:07:19		0:06:52		0:06:41		0:06:54		0:07:05		0:06:45		0:06:41		0:06:56												Talk Time (Avg)		0:07:49		0:07:25		0:07:48		0:07:39		0:07:24		0:08:23		0:08:13		0:09:08		0:07:49		0:07:27		0:06:49		0:07:57				Talk Time (Avg)		0:08:02		0:07:25		0:07:48		0:07:39		0:07:24		0:08:23		0:08:13		0:09:21

		Call Handle Time (Avg)		0:11:39		0:11:41		0:12:34		0:11:20		0:12:17		0:11:40		0:11:22		0:11:28		0:11:23		0:11:28		0:11:03		0:11:32		0:12:01												Call Handle Time (Avg)		0:12:00		0:11:28		0:11:53		0:11:25		0:11:29		0:12:42		0:12:02		0:13:36		0:12:20		0:11:53		0:11:12		0:12:02				Call Handle Time (Avg)		0:12:03		0:11:28		0:11:53		0:11:25		0:11:29		0:12:42		0:12:02		0:13:21

		Max Agents		66		11		15		8		66		5		4		4.13		4		4		3		4		6												Max Agents		15.21		7.08		7		7		8		11		11		15		7		7		7		8				Max Agents		15.21		7.08		7		7		8		11		11		15

				days		20		21		20		19		23		21		21		22		20		23		21		21

		Calls per day				231		273		190		126		97		91		81		81		76		15		87		94

		ARC LINE		Total/ Average		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22												ARC LINE		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12		Week 12/19		Week 12/26		Week 1/2		Week 1/9				ARC LINE		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12

		Calls Received		37,511		4,034		4,156		3,889		2,998		3,680		3,133		2,836		3,055		2,918		700		3,022		3,090												Calls Received		10366		1032		989		1,015		589		1,066		1,011		1,150		641		697		1,023		1,153				Calls Received		6465		1032		989		1,015		589		1,066		1,011		763

		Calls Handled		36,424		3,898		4,045		3,753		2,961		3,580		3,057		2,744		2,989		2,814		676		2,917		2,990												Calls Handled		10068		1004		953		976		564		1,046		1,001		1,134		610		655		1,004		1,121				Calls Handled		6293		1004		953		976		564		1,046		1,001		749

		Calls Abandoned		913		128		106		73		30		91		66		70		59		80		24		97		89												Calls Abandoned		282		27		34		35		25		17		9		16		30		41		19		29				Calls Abandoned		171		27		34		35		25		17		9		24

		Abandon % (<5%)		2.50%		3.09%		2.50%		1.84%		0.89%		2.39%		1.82%		3.71%		1.74%		2.49%		3.26%		3.59%		2.63%												Abandon % (<5%)		2.73%		2.68%		3.50%		3.33%		4.27%		1.37%		0.78%		1.12%		3.68%		5.71%		1.52%		2.13%				Abandon % (<5%)		2.5%		2.68%		3.50%		3.33%		4.27%		1.37%		0.78%		1.83%

		Avg Time to Abandon		0:02:33		0:03:04		0:02:41		0:02:05		0:01:23		0:03:10		0:01:55		0:03:01		0:02:22		0:02:48		0:01:24		0:03:23		0:03:18												Avg Time to Abandon		0:02:46		0:02:21		0:03:39		0:02:43		0:03:52		0:02:23		0:02:24		0:01:17		0:02:57		0:04:35		0:02:31		0:01:49				Avg Time to Abandon		0:02:37		0:02:21		0:03:39		0:02:43		0:03:52		0:02:23		0:02:24		0:00:55

		Average Wait Time (< 5 minutes)		0:00:54		0:01:13		0:00:57		0:00:40		0:00:25		0:01:00		0:00:41		0:01:02		0:00:39		0:01:08		0:00:31		0:01:14		0:01:16												Average Wait Time (< 5 minutes)		0:01:02		0:01:03		0:01:08		0:01:13		0:01:26		0:00:48		0:00:29		0:00:43		0:01:18		0:01:41		0:00:35		0:01:02				Average Wait Time (< 5 minutes)		0:01:00		0:01:03		0:01:08		0:01:13		0:01:26		0:00:48		0:00:29		0:00:49

		Max Wait Time		0:46:48		0:19:24		0:16:51		0:21:57		0:10:31		0:16:00		0:21:06		0:14:23		0:11:48		0:46:48		0:10:18		0:18:43		0:17:45												Max Wait Time		0:19:24		0:10:48		0:14:10		0:19:24		0:14:36		0:13:01		0:08:48		0:10:23		0:13:27		0:16:51		0:09:13		0:11:41				Max Wait Time		0:19:24		0:10:48		0:14:10		0:19:24		0:14:36		0:13:01		0:08:48		0:07:57

		Service Level (<80%)		73.76%		67.39%		74.04%		75.40%		84.01%		70.19%		78.71%		70.70%		78.34%		68.42%		80.83%		70.49%		66.64%												Service Level (<95%)		71.06%		68.94%		66.29%		66.68%		61.59%		78.80%		84.54%		75.99%		68.54%		59.68%		79.74%		70.89%				Service Level (<95%)		70.86%		68.94%		66.29%		66.68%		61.59%		78.80%		84.54%		69.21%

		Talk Time (Avg)		0:05:14		0:05:44		0:05:14		0:05:29		0:04:55		0:05:04		0:04:56		0:05:04		0:05:03		0:04:58		0:05:14		0:05:25		0:05:43												Talk Time (Avg)		0:05:29		0:05:41		0:05:52		0:05:16		0:06:01		0:05:42		0:05:17		0:05:01		0:04:07		0:06:08		0:05:47		0:05:32				Talk Time (Avg)		0:05:35		0:05:41		0:05:52		0:05:16		0:06:01		0:05:42		0:05:17		0:05:15

		Call Handle Time (Avg)		0:07:26		0:08:28		0:07:49		0:07:48		0:07:15		0:07:17		0:06:53		0:07:03		0:07:03		0:06:50		0:07:11		0:07:29		0:08:01												Call Handle Time (Avg)		0:08:05		0:08:36		0:08:34		0:07:47		0:08:47		0:08:20		0:07:51		0:07:25		0:07:11		0:08:29		0:07:57		0:07:56				Call Handle Time (Avg)		0:08:16		0:08:36		0:08:34		0:07:47		0:08:47		0:08:20		0:07:51		0:07:56

		Max Agents		11		6		6		5		4		4		4		11		3		3		3		3		4												Max Agents		6.33		5.56		6		5		5		5		5		6		5		4		5		5				Max Agents		6.33		5.56		6		5		5		5		5		6

				days		20		21		20		19		23		21		21		22		20		23		21		21																				0

		Calls per day				202		198		194		158		160		149		135		139		146		30		144		147

		Helpline (NIC in Call Center data)		Total/ Average		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22												Helpline (NIC in Call Center data)		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12		Week 12/19		Week 12/26		Week 1/2		Week 1/9				Helpline (NIC in Call Center data)		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12

		Calls Received		19,745		2,472		3,174		2,769		1,638		1,695		1,479		1,258		1,246		1,166		241		1,328		1,279												Calls Received		6800		597		603		556		82		779		704		966		288		550		779		896				Calls Received		4287		597		603		556		82		779		704		966

		Calls Handled		18,340		2,221		2,772		2,545		1,516		1,634		1,421		1,223		1,202		1,078		237		1,305		1,187												Calls Handled		6077		557		509		521		80		685		636		764		283		499		693		849				Calls Handled		3752		557		509		521		80		685		636		764

		Calls Abandoned		955		186		275		143		89		49		46		16		31		33		3		17		68												Calls Abandoned		509		31		67		28		2		67		48		123		4		40		64		34				Calls Abandoned		367		31		67		28		2		67		48		123

		Abandon %		4.31%		8.33%		8.07%		6.73%		6.34%		2.94%		3.62%		2.15%		2.41%		2.41%		1.23%		1.85%		5.62%												Abandon %		7%		5.55%		12.61%		5.03%		2.06%		8.07%		6.78%		12.65%		2.94%		7.96%		7.84%		3.68%				Abandon %		7.5%		5.55%		12.61%		5.03%		2.06%		8.07%		6.78%		12.65%

		Avg Time to Abandon		0:07:43		0:09:42		0:10:35		0:09:34		0:08:52		0:07:19		0:08:03		0:04:43		0:05:24		0:07:58		0:08:17		0:04:26		0:07:37												Avg Time to Abandon		0:09:01		0:08:34		0:11:06		0:07:59		0:06:19		0:08:17		0:08:33		0:12:51		0:05:14		0:12:49		0:09:17		0:08:16				Avg Time to Abandon		0:09:05		0:08:34		0:11:06		0:07:59		0:06:19		0:08:17		0:08:33		0:12:51

		Average Wait Time (>5 min)		0:04:59		0:09:43		0:10:57		0:09:53		0:07:55		0:02:54		0:03:33		0:02:15		0:02:02		0:02:04		0:01:35		0:01:28		0:05:26												Average Wait Time (>5 min)		0:08:41		0:07:22		0:14:27		0:05:08		0:01:55		0:09:19		0:08:04		0:21:14		0:02:22		0:10:21		0:10:40		0:04:44				Average Wait Time (>5 min)		0:09:38		0:07:22		0:14:27		0:05:08		0:01:55		0:09:19		0:08:04		0:21:14

		Max Wait Time		1:32:57		1:21:29		1:32:57		0:46:59		0:55:27		0:38:59		0:39:14		0:38:22		0:40:20		0:42:22		0:28:33		0:38:07		1:05:47												Max Wait Time		1:32:57		0:50:55		1:21:29		0:42:09		0:15:20		0:57:54		1:11:06		1:32:57		0:42:57		0:57:55		0:46:59		0:42:01				Max Wait Time		1:32:57		0:50:55		1:21:29		0:42:09		0:15:20		0:57:54		1:11:06		1:32:57

		Service Level (<80%)		80.41%		80.38%		81.42%		83.45%		57.36%		61.26%		72.43%		79.04%		84.99%		81.05%		21:13:13		23:07:15		23:41:37												Service Level (<95%)		81%		60.80%		91.59%		95.90%		99.79%		80.72%		72.37%		54.50%		85.02%		94.07%		81.79%		69.95%				Service Level (<95%)		79.38%		60.80%		91.59%		95.90%		99.79%		80.72%		72.37%		54.50%

		Talk Time (Avg)		0:10:21		0:11:49		0:11:09		0:10:36		0:10:06		0:09:59		0:10:39		0:09:54		0:09:50		0:10:01		0:09:58		0:09:50		0:10:22												Talk Time (Avg)		0:11:28		0:11:32		0:11:45		0:11:57		0:12:35		0:11:44		0:10:56		0:12:19		0:10:36		0:10:27		0:10:42		0:11:37				Talk Time (Avg)		0:11:50		0:11:32		0:11:45		0:11:57		0:12:35		0:11:44		0:10:56		0:12:19

		Call Handle Time (Avg)		0:18:12		0:20:00		0:19:22		0:17:53		0:18:33		0:17:52		0:18:46		0:18:11		0:17:39		0:17:50		0:17:01		0:17:26		0:17:53												Call Handle Time (Avg)		0:19:36		0:19:49		0:19:28		0:19:59		0:20:49		0:20:12		0:18:36		0:20:04		0:18:51		0:19:03		0:19:08		0:19:35				Call Handle Time (Avg)		0:19:51		0:19:49		0:19:28		0:19:59		0:20:49		0:20:12		0:18:36		0:20:04

		Percent. calls transferred by vendor		12.49%		11%		11%		14%		13%		13%		13%		14%		13%		13%		12%		3:00:16		2:15:38												Percent. calls transferred by vendor		12%		10.19%		12%		11%		11%		10%		11%		10%		15%		13%		13%		12%				Percent. calls transferred To HL		10.8%		10.19%		12%		11%		11%		10%		11%		10%

		Max Agents		60		50		60		37		27		17		19		19		15		15		11		14		24												Max Agents		59.57		43.97		35		36		20		50		37		60		23		26		36		37				Max Agents		59.57		43.97		35		36		20		50		37		60

				days		20		21		20		19		23		21		21		22		20		23		21		21



		CCB Helpline		Total/ Average		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22												CCB Helpline		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12		Week 12/19		Week 12/26		Week 1/2		Week 1/9				CCB Helpline		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12

		Busy		7		0		3		0		4		0		0		0		0		0		0		0		0												Busy		8		4		0		0		0		1		0		3		0		0		0		0				Busy		8		4		0		0		0		1		0		3

		Caller canceled		76		0		32		12		10		5		2		1		7		2		0		2		3												Caller canceled		57		1		7		2		0		5		6		21		1		2		10		2				Caller canceled		42		1		7		2		0		5		6		21

		Connected		7,259		267		2341		1295		1049		722		459		234		271		266		40		133		182												Connected		5,136		501		640		309		18		616		501		1166		56		404		677		248				Connected		3713		501		640		309		18		616		501		1128

		Error		90		0		50		9		6		4		0		0		2		3		2		2		12												Error		87		2		2		0		0		47		27		5		0		0		4		0				Error		83		2		2		0		0		47		27		5

		Invalid Number		2		0		1		0		1		0		0		0		0		0		0		0		0												Invalid Number		1		0		0		0		0		0		1		0		0		0		0		0				Invalid Number		1		0		0		0		0		0		1		0

		No Answer		716		17		263		109		100		56		38		27		36		25		4		12		29												No Answer		536		37		57		35		2		96		66		125		8		29		65		16				No Answer		414		37		57		35		2		96		66		121

		No Response		1,214		16		385		215		223		117		56		42		46		49		3		32		30												No Response		837		49		112		43		2		112		77		189		6		84		117		46				No Response		583		49		112		43		2		112		77		188

		Total Requests		9,364		300		3075		1640		1393		904		555		304		362		345		49		181		256												Total Requests		6,662		594		818		389		22		877		678		1509		71		519		873		312				Total Requests		4844		594		818		389		22		877		678		1466

		% Connected 		80%		89%		81%		79%		76%		83%		87%		83%		87%		74%		86%		69%		68%												% Connected 		80%		81%		82%		79%		82%		75%		77%		84%		89%		78%		80%		79%				% Connected 		78.9%		81%		82%		79%		82%		75%		77%		77%





		CCB General		Total/ Average		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22												CCB General		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12		Week 12/19		Week 12/26		Week 1/2		Week 1/9				CCB General		Total/ Average		Week 11/1		Week 11/7		Week 11/14		Week 11/21		Week 11/28		Week 12/5		Week 12/12

		Busy		4		0		2		0		0		1		1		0		0		0		0		0		0												Busy		2		0		0		0		0		0		1		1		0		0		0		0				Busy		2		0		0		0		0		0		1		1

		Caller canceled		83		3		57		8		4		7		0		1		3		0		0		0		0												Caller canceled		68		3		0		0		0		0		0		54		3		0		0		8				Caller canceled		57		3		0		0		0		0		0		54

		Connected		6,160		542		3148		474		691		686		276		124		80		123		7		9		0												Connected		4,117		446		7		4		0		84		111		2859		141		23		4		438				Connected		3510		446		7		4		0		84		111		2858

		Error		28		13		8		2		0		2		0		0		1		2		0		0		0												Error		21		2		0		0		0		11		0		8		0		0		0		0				Error		21		2		0		0		0		11		0		8

		Invalid Number		3		1		1		1		0		0		0		0		0		0		0		0		0												Invalid Number		3		1		0		0		0		0		0		1		0		0		0		1				Invalid Number		2		1		0		0		0		0		0		1

		No Answer		622		34		391		44		65		36		23		4		12		12		1		0		0												No Answer		468		23		0		1		0		10		9		350		31		0		0		44				No Answer		391		23		0		1		0		10		9		348

		No Response		1,093		62		559		113		116		109		46		31		20		28		0		9		0												No Response		721		37		1		0		0		20		13		514		24		5		1		106				No Response		585		37		1		0		0		20		13		514

		Total Requests		7,993		655		4166		642		876		841		346		160		116		165		8		18		0												Total Requests		5,400		512		8		5		0		125		134		3787		199		28		5		597				Total Requests		4568		512		8		5		0		125		134		3784

		% Connected 		77%		68%		77%		87%		86%		79%		89%		83%		75%		75%		92%		32%		na												% Connected 		77%		68%		75%		80%		na		63%		74%		65%		90%		82%		89%		82%				% Connected 		72.7%		68%		75%		80%		na		63%		74%		76%





				For Julian		29,237		33,227		27,186		17,292		18,753		16,096		13,476		13,849		12,913		11,918		15,183









												27588

												24649

		CCB Helpline Q		OE6     (15 min)		OE7    (10 min)		OE8    (7 min)		OE9    (7 min)

		Busy		14		3		22		8

		Caller canceled		103		50		20		57

		Connected		12,298		5,309		1,792		5,136

		Error		57		11		211		87

		Invalid Number		212		27		3		1

		No Answer		1,087		462		100		536

		No Response		1,860		792		111		837

		Total Requests		15,631		6,654		2,259		6,662		0.2702746562

		% Connected 		79%		73%		83%		80%

												41595

		CCB General Q								OE9    (7 min)		39557

		Busy								2

		Caller canceled								68

		Connected								4,117

		Error								21

		Invalid Number								3

		No Answer								468

		No Response								721

		Total Requests								5,400		0.1365118689

		% Connected 								77%





		Helpline		2017		2018

		Calls Received		47,601		23,418

		Calls Handled		35,735		21,202

		Calls Abandoned		10,371		1,823

		Abandon %		18%		6%

		Average Wait Time (>5 min)		0:33:31		0:10:05

		Max Wait Time		1:54:45		1:31:37

		Service Level (<95%)		29%		43%

		Talk Time (Avg)		0:15:47		0:16:23

		Call Handle Time (Avg)		0:23:51		0:27:05

		Percent. calls transferred by vendor		39%		31%

		Max Agents		76.00		88.29





CRM 2021

		Topic		2021 Total				Jan				Feb				Mar				Apr				May				Jun				Jul				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		151890				19006				14357				14800				11521				13750				11418				11612				11499				9247				13649				21031				24234

		MCRE/Counties		20247		13.33%		2917		15.35%		2085		14.52%		2073		14.01%		1773		15.39%		1248		9.08%		1355		11.87%		1408		12.1%		1394		12.1%		1559		14.42%		1655		12.12%		2780		13.22%		2884		11.90%

		How Do I Apply?		15706		10.34%		1780		9.37%		1572		10.95%		1578		10.66%		1564		13.58%		1148		8.35%		1370		12.00%		1286		11.1%		1325		11.5%		1166		10.78%		1089		7.98%		1828		8.69%		1776		7.33%

		How Do I Update My Application?		9918		6.53%		717		3.77%		633		4.41%		1081		7.30%		968		8.40%		743		5.40%		741		6.49%		866		7.5%		1068		9.29%		749		6.93%		916		6.71%		1436		6.83%		1090		4.50%

		How To Enroll In a Plan?		9146		6.02%		1010		5.31%		902		6.28%		817		5.52%		757		6.57%		481		3.50%		753		6.59%		827		7.1%		828		7.20%		683		6.32%		695		5.09%		1393		6.62%		1372		5.66%

		Enrollment Status Check		8481		5.58%		1863		9.80%		1094		7.62%		896		6.05%		621		5.39%						493		4.32%		618		5.3%		456		3.97%		414		3.83%		647		4.74%		1379		6.56%		2224		9.18%

		Eligibility Verification Notice		3142		2.07%																		2645		19%		344		3.01%		153		1.3%

		Request to Close Application^		2954		1.94%		356		1.87%		328		2.28%		236		1.59%		310		2.69%		412		3.00%		139		1.22%		486		4.2%										295		2.16%		392		1.86%		416		1.72%

		Eligibility Verification Notice		2645		1.74%																		2645		19%

		Gain of ESI/MEC		2484		1.64%		314		1.65%						279		2%		359		3.12%						343		3.00%		221		1.9%		322		2.80%		307		2.84%		339		2.48%

		Income Decrease		2320		1.53%														78		0.68%		352		3%		206		1.80%		209		1.8%										489		3.58%		986		4.69%		731		3.02%

		Recon		2313		1.52%						184		1.28%						946		8.21%		515		4%		188		1.65%						480		4.17%

		Transfer to Specialist		2242		1.48%										1012		7%		828		7.19%										150		1.3%		252		2.19%

		Lost or will lose employer health care coverage		2075		1.37%		227		1.19%		167		1.16%						234		2.03%						360		3.15%		506		4.4%		581		5.05%

		Password Reset/Account Unlock		1706		1.12%																																		427		3.95%		384		0.0281328999		895		4.26%		761		3.14%

		Income Increase		2334		1.55%																						112		0.98%		126		1.1%						168		1.55%		420		3.08%		807		3.84%		323		1.33%

		Public Program Status		1019		0.67%														374		3.25%						271		2.37%		132		1.1%		242		2.10%

		A Referral		912		0.60%						189		1.32%		253		2%		121		1.05%						62		0.54%																		287		1.36%

		Income Increase						378		1.99%														343		2%

		Checking on Status of Reported Change		677		0.45%		461		2.43%		216		1.50%

		Disable Account Request		616		0.41%		353		1.86%		263		1.83%

		Passive Enrollment Question		564		0.37%																																										564		2.68%		546		2.25%

		COVID-19 SEP		490		0.32%										223		1.51%		82		0.71%						73		0.64%		112		1.0%

		Returned Mail-Mailing Address Update		436		0.29%																		436		3%

		Payment/Billing Questions		246		0.16%		246

		Directed to Submit Verifications		232		0.15%																																		232		2.15%

		Caller Hung Up without Speaking		226		0.15%		204		1.07%																						22		0.2%

		Same Day Term		195		0.13%																																		195		0.0180339274

		How Do I Create an Account?		152		0.10%																																		152		1.41%

		Multiple changes		91		0.06%																						91		0.80%

		ARP FAQ Clarification		78		0.05%																		78		1%

		Close in lieu of processing change		0		0.00%

		Multiple Household IDs		0		0.00%

		Status of My SEP Request		0		0.00%

		PARN Notice		0		0.00%

		1095A Questions		0		0.00%

		Carrier Error Report		0		0.00%

		Duplicate 1095-A Request^		0		0.00%

		Directed to GI-Term		0		0.00%







		Broker		2021 Total				Jan				Feb				Mar				Apr				May				June				July				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		34481				3079				2644				2632				2379				2745				2489				2514				2335				2250				2158				4308				4948

		Lost or will lose employer health care coverage		2454		1.62%		174		5.65%		150		6%		195		7%		137		6%		169		6%		155		6.2%		253		10.1%		443		18.97%		480		21.33%		298		13.8%

		CSR-Status of Enrollment		2316		1.52%		413		13.41%		285		11%		216		8%		168		7%		135		5%		179		7.2%		152		6.0%		90		3.85%						34		1.6%		174		4.04%		470		9.50%

		How Do I Update My Application?		2315		1.52%		132		4.29%		113		4%		180		7%		167		7%		181		7%		179		7.2%		152		6.0%						161		7.16%		184		8.5%		469		10.89%		397		8.02%

		How To Enroll In a Plan?		2029		1.34%		122		3.96%		209		8%		233		9%		223		9%		100		4%		111		4.5%		177		7.0%		177		7.58%		111		4.93%		99		4.6%		259		6.01%		208		4.20%

		How Do I Apply?		1859		1.22%		64		2.08%		99		4%		211		8%		187		8%		152		6%		158		6.3%		172		6.8%		129		5.52%		79		3.51%		104		4.8%		231		5.36%		273		5.52%

		CSR-Determination Result		694		0.46%		64		2.08%		31		1%		72		3%		99		4%		74		3%		65		2.6%		106		4.2%														183		4.25%

		CSR QHP  Status		651		0.43%		158		5.13%		33		1%		63		2%		42		2%		91		3%																		106		4.9%		158		3.67%

		Returned Mail-Mailing Address Update		418		0.28%																														261		11.18%		157		6.98%

		CSR-Status of Reported Change		328		0.22%		163		5.29%		127		5%		38		1%

		Request to Closse Application		298		0.20%																																														298		6.02%

		Eligibility Verification Notice		210		0.14%																		210		8%

		COVID-19 SEP		186		0.12%										41		2%		25		1%						80		3.2%		40		1.6%

		NTR Process Request		62		0.04%																																						62		2.9%

		Gain of ESI/MEC		52		0.03%		14		0.45%																																		38		1.8%

		Status of Submitted AOR Form		51		0.03%		12		0.39%						39		1%

		ARP FAQ Clarification		35		0.02%														35		1%

		Premium amount		32		0.02%		32		1.04%

		Error by MNsure		9		0.01%		9		0.29%



		ARC		2021 Total				Jan				Feb				Mar				Apr				May				June				July				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		36056				3959				3515				3928				3325				2254				3147				2985				2989				2923				3133				3898				4045

		CSR-Public Program Status		10589		6.97%		1193		30.13%		1108		32%		1309		33%		1179		35%		773		34%		725		23.0%		800		26.8%		699		23.39%		912		31.20%		764		0.2306067009		1127		28.91%		968		23.93%

		How Do I Apply?		3601		2.37%		392		9.90%		382		11%		478		12%		373		11%		290		13%		243		7.7%		308		10.3%		251		8.40%		299		10.23%		207		0.0624811349		378		9.70%		308		7.61%

		CSR- QHP Status		2855		1.88%		355		8.97%		279		8%		315		8%		307		9%		166		7%		140		4.4%		143		4.8%		236		7.90%		274		9.37%		186		0.0561424691		454		11.65%		431		10.66%

		CSR-Newborn Status		2759		1.82%		306		7.73%		296		8%		294		7%		268		8%		193		9%		174		5.5%		150		5.0%		222		7.43%		324		11.08%		220		0.0664050709		312		8.00%		260		6.43%

		CSR-Determination Result		1514		1.00%		424		10.71%		182		5%		25		1%		15		0%		27		1%														68		2.33%		126		0.0380319952		510		13.08%		383		9.47%

		CSR-Pending Case		1311		0.86%		108		2.73%		94		3%		32		1%		176		5%		124		6%		127		4.0%		137		4.6%		112		3.75%		169		5.78%		138		0.0416540899		94		2.41%

		Assister Manual Account Request		57		0.04%		16		0.40%														16		1%						25		0.8%

























CRM 2020

		Topic		2020 Total				Jan				Feb				Mar				Apr				May				Jun				Jul				Aug				Sep				Oct				Nov				Dec

				#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		223293				30058				22237				24897				27817				15030				14292				15468				15009				11174				19907				27404				41799

		MCRE/Counties		29894		13.39%		4020		13.16%		2943		12.14%		3405		13.69%		3479		12.51%		2228		14.82%		2204		15.42%		2039		13.18%		2114		14.08%		2229		19.95%		2184		10.97%		3049		11.13%		5727		13.70%

		How Do I Apply?		29374		13.15%		3714		12.15%		3459		14.26%		3848		15.47%		3524		12.67%		1957		13.02%		2050		14.34%		2117		13.69%		2099		13.98%		2078		18.60%		1997		10.03%		2531		9.24%		3419		9.36%

		How Do I Update My Application?		17928		8.03%		2510		8.21%		1960		8.08%		1915		7.70%		1689		6.07%		1270		8.45%		1121		7.84%		1135		7.34%		1356		9.03%		1434		12.83%		1701		8.54%		1837		6.70%		2303		5.51%

		How To Enroll In a Plan?		16729		7.49%		2900		9.49%		1982		8.17%		1982		7.97%		1694		6.09%		1034		6.88%		1063		7.44%		1062		6.87%		862		5.74%		855		7.65%		1105		5.55%		2190		7.99%		3665		8.77%

		Enrollment Status Check		11728		5.25%		3597		11.77%		1809		7.46%		847		3.40%		512		1.84%		662		4.40%		524		3.67%		570		3.68%		319		2.13%		293		2.62%		645		3.24%		1950		7.12%		4097		9.80%

		Request to Close Application^		6881		3.08%		684		2.24%		325		1.34%		952		3.83%		1314		4.72%		438		2.91%		415		2.90%		446		2.88%		526		3.50%		335		3.00%		563		2.83%		883		3.22%		1618		3.87%

		Income Change		6623		2.97%		1451		4.75%		1438		5.93%		1998		8.03%		1736		6.24%

		Income Decrease		4710		2.11%																		490		3.26%		504		3.53%		535		3.46%		619		4.12%		342		3.06%		974		4.89%		1246		4.55%		1395		3.34%

		Lost or will lose employer health care coverage		4233		1.90%						315		1.30%						432		1.55%		816		5.43%		629		4.40%		726		4.69%		687		4.58%		628		56.20%

		Public Program Status		2715		1.22%		765		2.50%		1008		4.16%		896		3.60%														46		0.30%

		Caller Hung Up without Speaking		2493		1.12%		831		2.72%		411		1.69%										244		1.62%		179		1.25%		270		1.75%														558		2.04%		861		2.06%

		COVID-19 SEP		1867		0.84%										709		2.85%		1158		4.16%

		How Do I Create an Account?		1650		0.74%																										286		ERROR:#REF!		292		ERROR:#REF!		247		ERROR:#REF!		284		ERROR:#REF!		541		ERROR:#REF!		807		ERROR:#REF!

		Disable Account Request		1476		0.66%						438		1.81%										215		1.43%						255		1.65%		187		1.25%		381		3.41%

		Multiple changes		1252		0.56%																																		269		2.41%		616		3.09%		367		1.34%

		A Referral		997		0.45%																																										997		3.64%		1143		2.73%

		Close in lieu of processing change		847		0.38%														847		3.04%

		Checking on Status of Reported Change		812		0.36%										812		3.26%

		Multiple Household IDs		645		0.29%																						645		4.51%

		PARN Notice		528		0.24%																																						528		2.65%

		Income Increase		493		0.22%																																						493		2.48%

		Returned Mail-Mailing Address Update		228		0.10%																														228		1.52%

		MNTR		0		0.00%																																														722		1.73%

		Passive Enrollment Question		0		0.00%																																														444		1.06%

		Status of My SEP Request		0		0.00%

		1095A Questions		0		0.00%

		Gain of ESI/MEC		0		0.00%

		Carrier Error Report		0		0.00%

		Duplicate 1095-A Request^		0		0.00%

		Recon		0		0.00%

		Directed to GI-Term		0		0.00%



								Jan				Feb				Mar				Apr				May				June				July				August				September				October				November				December

		Broker						#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		27395				4512				3465				3538				3365				2070				2100				2101				1991				2049				2196				8				9

		Lost or will lose employer health care coverage		4305		15.71%						195		5.38%		227		0		383		11.38%		532		25.70%		690		32.90%		683		32.51%		613		30.79%		440		21.47%		492		22.40%		3		0.07%		47		0.70%

		CSR-Status of Enrollment		3046		11.12%		542		12.01%		334		9.64%		258		7.29%		215		6.39%		192		9.28%		208		9.90%		178		8.47%		145		7.28%		122		5.95%		137		6.24%		269		6.05%		446		6.67%

		How To Enroll In a Plan?		2622		9.57%		296		6.56%		191		5.51%		235		6.64%		228		6.78%		148		7.15%		168		8.00%		107		5.09%		108		5.42%		154		7.52%		96		4.37%		425		9.55%		466		6.97%

		How Do I Update My Application?		2231		8.14%		 		 		54		1.56%						383		11.38%		101		4.88%		117		5.57%		126		6.00%		92		4.62%		176		8.59%		178		8.11%		490		11.02%		514		7.69%

		CSR-Determination Result		1656		6.04%		427		9.46%		241		6.96%		244		6.90%						15		1%		21		1.00%		20		0.95%		17		0.85%										225		5.06%		446		6.67%

		How Do I Apply?		1499		5.47%						53		1.53%						191		5.68%		45		2.17%		149		7.10%		108		5.14%		124		6.23%		127		6.20%		102		4.64%		252		5.67%		348		5.21%

		CSR QHP  Status		1121		4.09%		128		2.84%		241		6.96%		144		4.07%						41		1.98%		33		1.57%		45		2.14%		48		2.41%						62		2.82%		141		3.17%		238		3.56%

		Loss of Public Program		555		2.03%		324		7.18%		231		6.67%

		Good Faith		312		1.14%																		37		1.79%		86		4.10%		84		4.00%		94		4.72%										11		0.25%

		Status of Submitted AOR Form		154		0.56%																		105		5.07%		23		1.10%		22		1.05%														4		0.09%

		Status of My SEP Request		133		0.49%																		105		5.07%										24		1.21%										4		0.09%

		CSR-Status of Reported Change		123		0.45%						9		26.00%																																		17		0.38%		97		1.45%

		Enrollment Status Check		110		0.40%						84		2.32%																																		16		0.36%		10		0.15%

		Password Reset/Account Unlock		95		0.35%																																										41		0.92%		54		0.81%

		APTC/CSR Questions		48		0.18%																																										39		0.88%		9		0.13%

		CSR-Status Before Appt		14		0.05%																																										14		0.31%

		Moved to Minnesota		4		0.01%																																										4		0.09%

		Paper Application		4		0.01%																																										4		0.09%



								Jan				Feb				Mar				Apr				May				June				July				August				September				October				November				December

		ARC						#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%		#		%

		Call Reason/Calls Handled		43538				5946				5152				5128				4531				3340				3705				3880				3882				3836				4130				8				9

		CSR-Public Program Status		13612		31.3%		1173		19.73%		949		18.42%		1048		20.44%		1186		26.18%		1052		31.50%		1238		33.41%		1089		28.07%		1062		27.36%		1109		28.91%		1190		28.81%		1189		27.59%		1327		25.76%

		How Do I Apply?		6060		13.9%		648		10.90%		491		9.53%		528		10.30%		524		11.56%		446		13.35%		461		12.44%		446		11.49%		445		11.46%		483		12.59%		480		11.62%		490		11.37%		618		12.00%

		CSR-Determination Result		5634		12.9%		623		10.48%		475		9.22%		468		9.13%		470		10.37%		389		11.65%		270		7.29%		401		10.34%		464		11.95%		601		15.67%		458		11.09%		466		10.81%		549		10.66%

		CSR- QHP Status		4365		10.0%		496		8.34%		422		8.19%		456		8.89%		348		7.68%		237		7.10%		256		6.91%		160		4.12%		285		7.34%		373		9.72%		376		9.10%		411		9.54%		545		10.58%

		CSR-Newborn Status		2194		5.0%						68		1.32%						282		6.22%		182		5.45%		236		6.37%		185		4.77%		191		4.92%		316		8.24%		303		7.34%		225		5.22%		206		4.00%

		CSR-Pending Case		1229		2.8%		163		2.74%		131		2.54%		113		2.20%						70		2.10%		59		1.59%		143		3.69%		109		2.81%		37		0.96%		93		2.25%		67		1.55%		244

		Caller Hung up Without Speaking		27		0.1%																		14		0.42%																						13		0.30%

		Request to Close Application^		20		0.0%						7		0%														12		0%																		1

		System Issues-Advised Consumer to Call Back Later		10		0.0%																						9		0%																						1		0.02

		Multiple Changes		1		0.0%																																										1		0.02%

		Potential New Issue		1		0.0%																																										1		0.02%

		Status of Verifications		1		0.0%																																														1		0.02





OE8

		Call Center OE8		Total/ Average		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg

		Calls Received (MNsure)		226,893		28,035		42,913		19,591		15,874		16,377		13,374		18,679		14,274		15,835		14,401		12,589		14,951																Week 11/1		Week 11/8		Week 11/15		Week 11/22		Week 11/29		Week 12/6		Week 12/13		Week 12/20				days		Calls per day

		Calls Handled		201,629		27,404		41,799		19,006		14,357		14,800		11,521		13,750		11,418		11,612		11,499		10,813		13,649												Calls Received (MNsure)		64763		7127		7054		6982		4358		9287		8851		11751		9353				43		1506.1162790698

		Calls Abandoned		11,816		148		250		192		652		1,176		868		2,372		1,164		2,015		1,146		739		1,093												Calls Handled		63062		6874		6854		6912		4356		9174		8847		11438		8607

		Abandon % (<5%)		6.00%		0.38%		0.23%		0.96%		4.74%		6.82%		5.82%		11.98%		8.02%		11.06%		8.31%		6.14%		7.51%												Calls Abandoned		397		103		14		7		0		26		0		46		201

		Avg Time to Abandon		0:10:24		0:06:59		0:03:16		0:08:05		0:14:05		0:08:59		0:08:53		0:13:07		0:11:42		0:13:07		0:11:51		0:11:11		0:13:30												Abandon % (<5%)		0.35%		0.73%		0.15%		0.07%		0.00%		0.18%		0.00%		0.27%		1.44%

		Average Wait Time (< 5 minutes)		0:06:39		0:00:59		0:00:42		0:01:36		0:05:09		0:05:10		0:04:58		0:14:36		0:08:04		0:12:06		0:10:17		0:06:48		0:09:22												Avg Time to Abandon		0:05:02		0:01:46		0:14:40		0:05:31		0:00:00		0:03:24		0:00:00		0:06:10		0:08:49

		Max Wait Time		1:40:40		0:30:25		0:45:43		0:39:24		1:27:49		1:32:13		1:02:38		1:23:24		1:24:20		1:40:40		1:26:55		1:14:30		1:14:37												Average Wait Time (< 5 minutes)		0:00:53		0:00:55		0:01:07		0:00:25		0:00:11		0:00:27		0:00:02		0:01:04		0:02:56

		Service Level (<95%)		76.15%		90.95%		92.07%		87.10%		75.86%		72.76%		74.91%		71.48%		73.10%		71.77%		73.28%		66.52%		64.02%												Max Wait Time		0:45:43		0:30:25		0:15:31		0:11:44		0:04:58		0:18:25		0:07:51		0:16:56		0:45:43

		Talk Time (Avg)		0:09:08		0:08:36		0:08:16		0:08:22		0:08:52		0:09:19		0:09:13		0:09:35		0:09:25		0:09:47		0:09:36		0:09:17		0:09:16												Service Level (<95%)		90.11%		90.08%		91.42%		96.65%		99.80%		95.99%		99.89%		89.51%		57.55%

		Call Handle Time (Avg)		0:15:01		0:10:37		0:10:47		0:11:43		0:13:16		0:16:36		0:15:54		0:16:05		0:16:23		0:16:51		0:17:02		0:17:06		0:17:50												Talk Time (Avg)		0:08:40		0:11:07		0:08:07		0:07:59		0:08:08		0:07:47		0:08:12		0:08:49		0:09:09

		Transfer Out		0		na		na		na		na		na		na		na		na		na		na		na		na												Call Handle Time (Avg)		0:10:50		0:11:12		0:10:52		0:10:28		0:10:19		0:10:18		0:10:36		0:11:20		0:11:38

		First Call Resolution %		83.58%		80.65%		83.94%		82.39%		83.07%		86.10%		85.52%		82.33%		86.91%		83.79%		83.75%		83.12%		81.37%												Transfer Out				na		na		na		na		na		na		na		na

		Complaints Received		41		12		11		8		10		0		0		0		0		0		0		0		0												First Call Resolution %		82.67%		82.29%		69.34%		84.11%		86.70%		81.86%		84.92%		85.54%		86.62%

		Complaints Resolved		61		14		17		14		16		0		0		0		0		0		0		0		0												Complaints Received		21		2		2		2		5		4		0		5		1

		Helpline (Transfers from Vendor/PP)		32,853		7,635		11,461		3,731		2,303		943		693		450		367		342		444		1,282		3,202												Complaints Resolved		28		3		2		5		4		2		6		4		2

		Short Abandon (under 60 seconds)		1,162		235		231		90		79		53		42		151		47		60		55		50		69												Helpline (Transfers from Vendor/PP)		17232		1873		1986		1946		1169		2514		2290		3020		2434

		% of calls answered in under 10 minutes		75.39%		97.28%		96.86%		94.61%		85.39%		79.05%		79.25%		46.40%		67.80%		53.93%		60.94%		76.97%		66.21%												Short Abandon (under 60 seconds)		445		136		51		16		1		35		4		69		133

		Occupancy		ERROR:#DIV/0!		247.10%		62.38%		2014.43%		72.59%		na		ERROR:#DIV/0!		na		na		na		na		na		na												% of calls answered in under 10 minutes		95.93%		94.97%		97.53%		99.24%		99.80%		99.08%		99.96%		97.93%		78.90%

		Max Agents		103		89		103		50		29		37		32		54		32		46		45		37		62												Occupancy		175.54%		64.12%		62.66%		963.48%		59.45%		62.68%		57.57%		66.82%		67.49%

		(Nic) Saturdays		days		20		22		19		19		23		22		20		22		21		22		21		21												Max Agents		168.25		62.93		62.52		74.53		73.37		100.47		103.50		97.36		168.25

		Calls per day				1,402		1,951		1,031		835		712		608		934		649		754		655		599		712

		Broker Line		Total/ Average		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21												Broker Line		Total/ Average		Week 11/1		Week 11/8		Week 11/15		Week 11/22		Week 11/29		Week 12/6		Week 12/13		Week 12/20						39912.64

		Calls Received		37,950		4,599		7,435		3,180		2,693		2,674		2,356		2803		2565		2,633		2,422		2,344		2,246												Calls Received		11182		1126		1,144		1,202		763		1,501		1,754		2,283		1,409						26968

		Calls Handled		36,301		4,448		6,682		3,079		2,644		2,632		2,325		2745		2489		2,514		2,335		2,250		2,158												Calls Handled		10303		1109		1,120		1,169		718		1,430		1,654		2,054		1,049

		Calls Abandoned		1,538		132		738		92		36		31		23		51		70		115		81		83		86												Calls Abandoned		849		12		17		29		42		68		98		224		359

		Abandon % (<5%)		3.11%		3.82%		6.20%		2.75%		1.23%		1.09%		0.72%		1.72%		2.66%		3.74%		3.54%		6.89%		2.92%												Abandon % (<5%)		6.53%		0.87%		1.51%		2.41%		5.54%		3.55%		4.97%		8.17%		25.25%

		Avg Time to Abandon		0:02:05		0:02:48		0:03:22		0:02:24		0:00:59		0:01:09		0:00:41		0:02:00		0:02:14		0:02:18		0:02:19		0:02:30		0:02:15												Avg Time to Abandon		0:03:23		0:01:34		0:01:58		0:02:27		0:03:07		0:02:51		0:04:00		0:03:47		0:07:20

		Average Wait Time (< 5 minutes)		0:01:02		0:01:21		0:02:27		0:00:46		0:00:25		0:00:27		0:00:12		0:00:47		0:01:05		0:01:22		0:01:12		0:01:17		0:01:02												Average Wait Time (< 5 minutes)		0:02:29		0:00:23		0:00:29		0:00:41		0:02:01		0:01:26		0:02:01		0:02:53		0:10:00						39909

		Max Wait Time		0:42:22		0:22:59		0:42:22		0:21:35		0:11:00		0:12:59		0:10:02		0:15:36		0:15:02		0:28:26		0:12:41		0:19:22		0:21:10												Max Wait Time		0:42:22		0:08:59		0:10:13		0:22:59		0:15:41		0:20:00		0:21:52		0:36:07		0:42:22

		Service Level (<95%)		75.04%		68.99%		63.40%		78.42%		87.13%		86.81%		90.32%		78.21%		71.14%		67.67%		66.57%		69.24%		72.61%												Service Level (<95%)		62.99%		84.22%		82.73%		78.65%		53.76%		69.01%		62.32%		49.88%		23.34%

		Talk Time (Avg)		0:07:43		0:07:52		0:08:20		0:08:20		0:08:03		0:07:36		0:07:27		0:07:14		0:07:14		0:07:36		0:07:29		0:07:40		0:07:50												Talk Time (Avg)		0:08:20		0:07:52		0:07:38		0:08:07		0:08:03		0:08:26		0:08:27		0:08:56		0:09:08

		Call Handle Time (Avg)		0:11:27		0:11:16		0:11:39		0:12:07		0:11:38		0:11:17		0:11:05		0:10:38		0:11:02		0:11:09		0:11:42		0:11:44		0:12:03												Call Handle Time (Avg)		0:11:39		0:11:05		0:10:54		0:11:21		0:11:34		0:11:34		0:11:44		0:12:31		0:12:29

		Max Agents		15		8		15		6		7		4		3		4.07		4		5		6		5		5												Max Agents		14.93		6.52		7		7		7		8		9		12		15

				days		20		20		21		19		21		22		22		20		22		23		20		23

		Calls per day				230		372		151		142		127		107		127		128		120		105		117		98

		ARC LINE		Total/ Average		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21												ARC LINE		Total/ Average		Week 11/1		Week 11/8		Week 11/15		Week 11/22		Week 11/29		Week 12/6		Week 12/13		Week 12/20

		Calls Received		45,220		4,681		5,663		4,053		3,720		4,245		3,514		3,041		3,292		3,185		3,176		3,203		3,447												Calls Received		9457		1128		1,210		1,253		816		1,320		1,428		1,561		741

		Calls Handled		42,334		4,310		5,152		3,859		3,515		3,928		3,325		2,888		3,147		2,985		2,989		2,923		3,313												Calls Handled		8627		1050		1,132		1,147		742		1,207		1,334		1,368		647

		Calls Abandoned		2,770		368		505		191		191		303		186		151		142		191		183		233		126												Calls Abandoned		821		77		78		105		73		111		91		192		94

		Abandon % (<5%)		5.92%		8.37%		7.34%		4.77%		5.21%		7.39%		5.22%		4.72%		4.45%		5.92%		5.80%		7.67%		4.20%												Abandon % (<5%)		8.16%		5.70%		6.40%		8.18%		8.80%		7.01%		5.95%		10.55%		12.71%

		Avg Time to Abandon		0:03:30		0:04:27		0:03:29		0:03:02		0:03:29		0:03:44		0:04:24		0:02:45		0:02:45		0:03:23		0:03:34		0:03:55		0:03:08												Avg Time to Abandon		0:04:02		0:03:27		0:03:35		0:03:39		0:04:49		0:03:51		0:02:42		0:03:54		0:06:16

		Average Wait Time (< 5 minutes)		0:02:28		0:04:02		0:03:03		0:02:09		0:02:16		0:03:14		0:02:27		0:01:51		0:01:26		0:01:46		0:02:31		0:03:02		0:01:50												Average Wait Time (< 5 minutes)		0:03:30		0:02:22		0:02:39		0:03:09		0:03:52		0:03:18		0:02:29		0:04:16		0:05:56

		Max Wait Time		0:46:21		0:25:47		0:39:49		0:19:25		0:37:13		0:25:40		0:37:36		0:26:50		0:27:33		0:26:05		0:46:21		0:34:57		0:22:38												Max Wait Time		0:39:49		0:24:19		0:23:37		0:20:56		0:22:28		0:25:47		0:20:31		0:33:12		0:39:49

		Service Level (<95%)		53.71%		38.52%		51.21%		54.11%		53.73%		41.85%		52.35%		58.47%		64.98%		59.44%		53.70%		54.61%		61.53%												Service Level (<95%)		44.00%		54.83%		46.27%		40.39%		33.25%		47.11%		52.42%		41.89%		35.84%

		Talk Time (Avg)		0:04:46		0:05:13		0:05:02		0:04:40		0:04:17		0:04:26		0:04:36		0:04:28		0:04:24		0:04:26		0:04:58		0:04:47		0:05:53												Talk Time (Avg)		0:05:07		0:05:50		0:05:04		0:04:57		0:04:44		0:05:33		0:04:32		0:05:13		0:05:07

		Call Handle Time (Avg)		0:07:09		0:07:37		0:07:35		0:07:11		0:06:12		0:06:22		0:07:03		0:06:59		0:06:34		0:06:31		0:07:00		0:07:36		0:09:13												Call Handle Time (Avg)		0:07:40		0:08:21		0:07:32		0:07:12		0:07:13		0:08:02		0:07:18		0:07:52		0:07:50

		Max Agents		6		4		6		4		4		3		3		3		3		3		3		5		5												Max Agents		5.99		4.19		4		4		4		4		5		5		6

				days		20		20		21		19		21		22		22		20		22		23		20		23																				0

		Calls per day				234		283		193		196		202		160		138		165		145		138		160		150

		Helpline (NIC in Call Center data)		Total/ Average		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21												Helpline (NIC in Call Center data)		Total/ Average		Week 11/1		Week 11/8		Week 11/15		Week 11/22		Week 11/29		Week 12/6		Week 12/13		Week 12/20

		Calls Received		31,795		7,459		11,461		3,731		2,585		1,026		693		450		367		342		444		35		3,202												Calls Received		17247		1888		1,986		1,946		1,169		2,514		2,290		3,020		2,434

		Calls Handled		28,454		7,190		9,914		3,501		2,326		903		614		337		304		265		363		32		2,706												Calls Handled		15405		1852		1,896		1,856		1,119		2,338		2,174		2,456		1,714

		Calls Abandoned		1,876		201		758		141		36		101		60		74		46		50		57		2		350												Calls Abandoned		1004		26		77		62		34		158		82		332		233

		Abandon %		10.89%		2.20%		4.39%		3.99%		8.51%		9.82%		9.88%		22.33%		15.36%		19.42%		15.96%		2.50%		16.27%												Abandon %		4%		1.03%		3.78%		3.07%		2.71%		4.75%		2.96%		8.87%		6.52%

		Avg Time to Abandon		0:10:15		0:03:19		0:05:43		0:07:12		0:10:30		0:11:37		0:10:23		0:14:55		0:13:32		0:15:01		0:13:28		0:02:45		0:14:35												Avg Time to Abandon		0:04:47		0:02:04		0:04:28		0:04:24		0:04:41		0:04:55		0:03:32		0:08:25		0:05:51

		Average Wait Time (>5 min)		0:10:46		0:02:18		0:07:18		0:03:25		0:09:07		0:09:00		0:07:54		0:22:03		0:13:01		0:18:16		0:16:12		0:02:04		0:18:32												Average Wait Time (>5 min)		0:05:47		0:01:10		0:03:14		0:03:12		0:03:30		0:06:06		0:03:59		0:15:29		0:09:39

		Max Wait Time		1:40:40		0:31:49		1:02:42		0:39:24		1:27:49		1:32:13		1:02:38		1:23:24		1:24:20		1:40:40		1:26:55		0:29:19		1:29:49												Max Wait Time		1:02:42		0:30:25		0:31:49		0:26:41		0:25:19		0:42:50		0:26:18		1:02:42		0:45:43

		Service Level (<95%)		43.62%		66.16%		40.75%		56.81%		47.00%		37.57%		47.85%		22.53%		40.18%		22.32%		10:05:03		20.85%		19:03:36												Service Level (<95%)		49%		83.63%		53.77%		50.70%		55.25%		42.56%		48.83%		20.22%		37.37%

		Talk Time (Avg)		0:10:19		0:14:04		0:13:27		0:11:45		0:11:25		0:10:09		0:09:50		0:09:57		0:09:37		0:09:53		0:09:55		0:03:11		0:10:30												Talk Time (Avg)		0:14:06		0:14:21		0:14:14		0:14:52		0:14:01		0:13:22		0:13:26		0:14:27		0:14:07

		Call Handle Time (Avg)		0:17:52		0:23:14		0:21:52		0:20:27		0:19:33		0:17:53		0:17:22		0:16:59		0:17:05		0:17:25		0:17:50		0:05:46		0:18:53												Call Handle Time (Avg)		0:22:52		0:23:25		0:23:22		0:24:13		0:23:04		0:21:46		0:21:36		0:22:51		0:22:37

		Percent. calls transferred by vendor		11.46%		30%		27%		19%		17%		6%		6%		2%		3%		2%		3%		1.92%		4:55:15												Percent. calls transferred by vendor		27%		28.08%		29%		29%		28%		27%		25%		26%		26%

		Max Agents		46		30		46		21		24		27		12		31		15		18		24		14.37		26												Max Agents		46.15		29.95		23		24		23		28		26		28		46





		CCB		Total/ Average		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21												CCB Helpline		Total/ Average		Week 11/1		Week 11/8		Week 11/15		Week 11/22		Week 11/29		Week 12/6		Week 12/13		Week 12/20

		Busy		492		20		2		349		2		2		4		102		0		8		3		0		0												Busy		22		0		19		0		0		2		0		1		0

		Caller canceled		210		1		19		6		7		5		4		97		10		12		16		21		12												Caller canceled		20		0		0		1		0		0		2		6		11

		Connected		16,462		546		1410		551		946		637		887		2839		1371		2232		1886		1503		1654												Connected		1,792		36		99		135		88		351		160		638		285

		Error		387		9		202		45		29		7		2		5		1		42		2		0		43												Error		211		1		1		5		0		3		1		35		165

		Invalid Number		15		1		2		1		4		0		1		1		1		2		0		2		0												Invalid Number		3		0		0		1		0		0		0		1		1

		No Answer		1,561		46		66		35		101		66		69		297		147		234		181		140		179												No Answer		100		10		5		14		5		15		10		34		7

		No Response		2,886		36		91		73		158		124		196		562		259		445		361		302		279												No Response		111		7		6		6		9		15		9		43		16

		Total Requests		21,831		659		1792		1060		1247		841		1163		3721		1789		2975		2449		1968		2167												Total Requests		2,259		54		130		162		102		386		182		758		485

		% Connected 		77%		83%		86%		66%		82%		79%		76%		57%		78%		76%		78%		80%		78%												% Connected 		83%		1		84%		83%		85%		94%		90%		84%		74%



















		CCB		OE6     (15 min)		OE7    (10 min)		OE8    (7 min)

		Busy		14		3

		Caller canceled		103		50

		Connected		12,298		5,309

		Error		57		11

		Invalid Number		212		27

		No Answer		1,087		462

		No Response		1,860		792

		Total Requests		15,631		6,654

		% Connected 		79%		73%







		Helpline		2017		2018

		Calls Received		47,601		23,418

		Calls Handled		35,735		21,202

		Calls Abandoned		10,371		1,823

		Abandon %		18%		6%

		Average Wait Time (>5 min)		0:33:31		0:10:05

		Max Wait Time		1:54:45		1:31:37

		Service Level (<95%)		29%		43%

		Talk Time (Avg)		0:15:47		0:16:23

		Call Handle Time (Avg)		0:23:51		0:27:05

		Percent. calls transferred by vendor		39%		31%

		Max Agents		76.00		88.29





OE9 OE10

		11/1 - 12/15		OE9		OE10						11/1 - 1/15		OE9		OE10

		Main CC		Total/ Average		Total/ Average						Main CC		Total/ Average		Total/ Average

		Calls Received (MNsure)		40239		34715						Calls Received (MNsure)		62108		54013

		Calls Handled		36811		33865						Calls Handled		57835		52841

		Calls Abandoned		3475		650						Calls Abandoned		3745		810

		Abandon % (<5%)		5.9%		1.4%						Abandon % (<5%)		4.1%		1.1%

		Avg Time to Abandon		0:08:19		0:06:12						Avg Time to Abandon		0:08:51		0:05:46

		Average Wait Time (< 5 minutes)		0:07:51		0:01:21						Average Wait Time (< 5 minutes)		0:04:52		0:00:58

		Max Wait Time		1:32:57		0:52:04						Max Wait Time		1:32:57		0:52:04

		Service Level (<95%)		59.29%		86.66%						Service Level (<95%)		60.18%		91.12%

		Talk Time (Avg)		0:09:50		0:09:23						Talk Time (Avg)		0:09:31		0:09:09

		Call Handle Time (Avg)		0:17:45		0:15:53						Call Handle Time (Avg)		0:17:18		0:15:28

		First Call Resolution %		82.59%		82.90%						First Call Resolution %		82.23%		83.41%

		Helpline (Transfers CSS)		4326		3330						Helpline (Transfers CSS)		7059		5326

		Short Abandon (under 60 seconds)		176		51						Short Abandon (under 60 seconds)		216		71

		% of calls answered in under 10 minutes		75.56%		96.01%						% of calls answered in under 10 minutes		83.39%		97.21%

		Max Agents		145.92		115.50						Max Agents		145.92		115.50



		Broker Line		Total/ Average		Total/ Average						Broker Line		Total/ Average		Total/ Average

		Calls Received		8602		7819						Calls Received		12624		11754

		Calls Handled		7662		7183						Calls Handled		11448		10888

		Calls Abandoned		1030		556						Calls Abandoned		1151		747

		Abandon % (<5%)		9.6%		5.87%						Abandon % (<5%)		7.5%		5.01%

		Avg Time to Abandon		0:04:31		0:03:50						Avg Time to Abandon		0:04:48		0:03:28

		Average Wait Time (< 5 minutes)		0:05:54		0:02:48						Average Wait Time (< 5 minutes)		0:03:56		0:02:27

		Max Wait Time		1:22:06		0:43:44						Max Wait Time		1:22:06		0:43:44

		Service Level (<95%)		41.85%		72.00%						Service Level (<95%)		46.77%		75.28%

		Talk Time (Avg)		0:08:02		0:07:04						Talk Time (Avg)		0:07:49		0:07:13

		Call Handle Time (Avg)		0:12:03		0:11:13						Call Handle Time (Avg)		0:12:00		0:11:59

		Max Agents		15.21		14.00						Max Agents		15.21		14.00





		ARC LINE		Total/ Average		Total/ Average						ARC LINE		Total/ Average		Total/ Average

		Calls Received		6465		6072						Calls Received		10366		9375

		Calls Handled		6293		5837						Calls Handled		10068		9035

		Calls Abandoned		171		216						Calls Abandoned		282		309

		Abandon % (<5%)		2.5%		3.49%						Abandon % (<5%)		2.7%		3.08%

		Avg Time to Abandon		0:02:37		0:02:47						Avg Time to Abandon		0:02:46		0:02:26

		Average Wait Time (< 5 minutes)		0:01:00		0:01:14						Average Wait Time (< 5 minutes)		0:01:02		0:01:04

		Max Wait Time		0:19:24		0:20:32						Max Wait Time		0:19:24		0:20:32

		Service Level (<95%)		70.86%		83.10%						Service Level (<95%)		71.06%		87.16%

		Talk Time (Avg)		0:05:35		0:05:43						Talk Time (Avg)		0:05:29		0:05:36

		Call Handle Time (Avg)		0:08:16		0:07:57						Call Handle Time (Avg)		0:08:05		0:07:43

		Max Agents		6.33		4.05						Max Agents		6.33		4.55

		Helpline		Total/ Average		Total/ Average						Helpline		Total/ Average		Total/ Average

		Calls Received		4287		2752						Calls Received		6800		4748

		Calls Handled		3752		2666						Calls Handled		6077		4633

		Calls Abandoned		367		22						Calls Abandoned		509		74

		Abandon %		8%		2%						Abandon %		7%		1%

		Avg Time to Abandon		0:09:05		0:05:40						Avg Time to Abandon		0:09:01		0:04:17

		Average Wait Time (>5 min)		0:09:38		0:02:13						Average Wait Time (>5 min)		0:08:41		0:01:17

		Max Wait Time		1:32:57		0:52:04						Max Wait Time		1:32:57		0:52:04

		Service Level (<95%)		79%		83%						Service Level (<95%)		81%		82%

		Talk Time (Avg)		0:11:50		0:11:04						Talk Time (Avg)		0:11:28		0:11:00

		Call Handle Time (Avg)		0:19:51		0:17:38						Call Handle Time (Avg)		0:19:36		0:17:38

		Percent. calls transferred to HL		11%		10%						Percent. calls transferred to HL		12%		10%

		Max Agents		59.57		44.46						Max Agents		59.57		44.46





		CCB Helpline		Total/ Average		Total/ Average						CCB Helpline		Total/ Average		Total/ Average

		Busy		8		7						Busy		8		17

		Caller canceled		42		5						Caller canceled		57		37

		Connected		3,713		927						Connected		5,136		6,230

		Error		83		1						Error		87		28

		Invalid Number		1		1						Invalid Number		1		2

		No Answer		414		60						No Answer		536		445

		No Response		583		152						No Response		837		885

		Total Requests		4,844		1,153						Total Requests		6,662		7,644

		% Connected 		79%		79%						% Connected 		80%		74%





		CCB General		Total/ Average		Total/ Average						CCB General		Total/ Average		Total/ Average

		Busy		2		2						Busy		2		10

		Caller canceled		57		6						Caller canceled		68		32

		Connected		3,510		778						Connected		4,117		3,238

		Error		21		3						Error		21		32

		Invalid Number		2		0						Invalid Number		3		19

		No Answer		391		53						No Answer		468		500

		No Response		585		144						No Response		721		565

		Total Requests		4,568		986						Total Requests		5,400		4,108

		% Connected 		73%		89%						% Connected 		77%		74%





OE12

		Call Center OE 12		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg						Through 12/15		OE9		OE10		OE11		OE12

		Calls Received (MNsure)		127,563		28,929		41,252		36,200		19,970		1,212																														Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12						Main CC		Total/ Average		Total/ Average		Total/ Average		Total/ Average

		Calls Handled		100,756		24,921		31,060		27,267		16,627		880																										Calls Received (MNsure)		94424		1897		7894		7124		7754		4260		10044		10806		12898		3616		7891		9781		10459						Calls Received (MNsure)		40239		34715		52440		50053

		Calls Abandoned		23,601		3,403		8,939		7,964		3,004		292																										Calls Handled		72244		1612		6886		5826		6608		3989		7991		8236		8906		3234		5682		7520		5754						Calls Handled		36811		33865		44054		41411

		Abandon % (<5%)		16.24%		11.04%		17.52%		14.45%		14.14%		24.06%																										Calls Abandoned		19386		229		843		1118		974		239		1766		2152		3532		394		1934		1942		4263						Calls Abandoned		3475		986		6965		7329

		Avg Time to Abandon		1.2%		0.8%		1.4%		1.2%		1.0%		1.6%																								1800.0%		Abandon % (<5%)		16.04%		12.1%		10.3%		15.2%		12.3%		5.4%		14.6%		17.1%		21.5%		9.1%		19.0%		16.5%		39.6%						Abandon % (<5%)		5.9%		1.4%		10.3%		11.26%

		Average Wait Time (< 5 minutes)		0:23:24		0:15:07		0:30:50		0:24:18		0:18:19		0:28:27																 								1440:00:00		Avg Time to Abandon		0:17:27		0:11:34		0:11:39		0:14:32		0:11:56		0:10:10		0:13:57		0:18:58		0:23:31		0:15:55		0:20:53		0:17:10		0:39:12						Avg Time to Abandon		0:08:19		0:05:57		0:11:29		0:12:20

		Max Wait Time		2:42:35		1:25:01		2:42:35		2:04:45		2:01:29		2:01:09																								25920:00:00		Average Wait Time (< 5 minutes)		0:26:32		0:14:32		0:13:36		0:22:41		0:17:13		0:07:36		0:24:00		0:31:21		0:39:02		0:14:05		0:34:01		0:27:31		1:12:50						Average Wait Time (< 5 minutes)		0:07:51		0:01:21		0:14:44		0:17:01

		Service Level (<80% calls under 5 min)		26.7%		27.4%		26.5%		37.8%		29.4%		12.2%																								1800.0%		Max Wait Time		2:42:35		0:49:47		0:57:03		1:25:01		0:59:23		0:45:33		1:35:35		1:31:42		2:42:35		2:00:18		1:38:50		1:30:40		2:04:45						Max Wait Time		1:32:57		0:52:04		1:27:13		1:35:35

		Talk Time (Avg)		0:09:23		0:09:26		0:09:27		0:09:08		0:09:18		0:09:36																								1098.0		Service Level (<80% calls under 5 min)		26.29%		23.03%		31.28%		14.08%		15.87%		52.65%		24.28%		21.34%		20.40%		57.31%		28.04%		24.84%		2.33%						Service Level (>80%)		59.29%		86.66%		36.74%		29.97%

		Call Handle Time (Avg)		0:16:43		0:16:51		0:16:29		0:16:19		0:16:52		0:17:05																										Talk Time (Avg)		0:09:28		0:09:37		0:09:28		0:09:38		0:09:20		0:09:09		0:09:38		0:09:39		0:09:42		0:09:04		0:09:14		0:09:18		0:09:46						Talk Time (Avg)		0:09:50		0:09:23		0:09:19		0:09:30

		Transfer Out		0		na		na		na		na		na																										Call Handle Time (Avg)		0:16:38		0:17:02		0:16:49		0:17:09		0:16:47		0:16:30		0:16:38		0:16:40		0:16:40		0:16:13		0:16:06		0:16:20		0:16:42						Call Handle Time (Avg)		0:17:45		0:15:53		0:16:38		0:16:47

		First Call Resolution %		83.54%		83.54%		85.58%		83.57%		83.61%		81.38%																										Transfer Out		na		na		na		na		na		na		na		na		na		na		na		na		na						Transfer Out		na		na		na		na

		Complaints Received		0		0		0		0		0		0																										First Call Resolution %		84.47%		81.97%		82.51%		83.70%		84.34%		85.18%		83.73%		87.35%		86.97%		83.86%		82.54%		84.24%		87.20%						First Call Resolution %		82.59%		82.90%		83.71%		85.60%

		Complaints Resolved		0		0		0		0		0		0																										Complaints Received		0		0		0		0		0		0		0		0		0		0		0		0		na						Complaints Received		0		0		0		0

		Helpline (Transfers only)		15,801		3,648		4,525		5,135		2,379		114																										Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0		na						Complaints Resolved		0		0		0		0

		Short Abandon (under 60 seconds)		10		0		4		2		4		0																										Helpline (Transfers from Vendor/PP)		10862		223		1007		810		920		688		1051		888		1201		728		1250		1328		768						Helpline (Transfers from Vendor/PP)		4326		3330		6300		5592

		% of calls answered in under 10 minutes		35.46%		41.18%		31.96%		46.92%		40.89%		16.36%																										Short Abandon (under 60 seconds)		6		0		0		0		0		0		1		1		1		0		1		1		1						Short Abandon (under 60 seconds)		176		51		345		2

		Occupancy		na		na		na		na		na		na																										% of calls answered in under 10 minutes		35.83%		43.19%		43.08%		21.04%		32.69%		65.89%		28.29%		25.12%		27.34%		64.08%		32.17%		29.91%		3.49%						% of calls answered in under 10 minutes		75.56%		96.01%		49.43%		42.22%

		Max Agents		210		124		177		210		72		63																										Occupancy		na		na		na		na		na		na		na		na		na		na		na		na		na						Occupancy		na		na		na		na

		(Nic) Saturdays		days		18		24		24		19		21		22		21		20		22		21		21		23												Max Agents		209.82		100.14		115.16		124.01		91.82		80.92		128.07		115.52		177.10		73.03		129.83		110.02		209.82						Max Agents		145.92		115.50		131.09		128

		Calls per day				1,607		1,719		1,508		1,051		58		0		0		0		0		0		0		0

		Broker Line		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												Broker Line		Total/ Average		Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12						Broker Line		Total/ Average		Total/ Average		Total/ Average		Total/ Average

		Calls Received		23,785		5,339		7,641		6,925		3,729		151																										Calls Received		17264		226		1,224		1,330		1,542		1,017		1,779		2,781		2,352		650		1,301		1,654		1,408						Calls Received		8602		7819		10869		9940

		Calls Handled		20,166		4,783		5,899		5,942		3,398		144																										Calls Handled		14281		207		1,131		1,155		1,362		928		1,568		2,020		1,749		569		1,055		1,430		1,107						Calls Handled		7662		7183		8759		8410

		Calls Abandoned		3,346		506		1,592		927		315		6																										Calls Abandoned		2745		19		83		158		160		86		193		694		548		78		234		207		285						Calls Abandoned		1030		317		1968		1395

		Abandon % (<5%)		9.86%		9.14%		16.91%		10.82%		8.49%		3.97%																										Abandon % (<5%)		12.34%		8.41%		6.77%		11.96%		10.14%		8.41%		9.17%		21.39%		17.61%		10.01%		13.25%		10.88%		20.11%						Abandon % (<5%)		9.6%		5.87%		14.55%		10.14%

		Avg Time to Abandon		0:06:16		0:05:07		0:10:56		0:06:28		0:05:19		0:03:31																										Avg Time to Abandon		0:07:18		0:04:02		0:04:13		0:06:34		0:04:30		0:06:15		0:06:08		0:14:12		0:10:45		0:05:02		0:08:16		0:05:16		0:12:28						Avg Time to Abandon		0:04:31		0:03:10		0:09:47		0:06:18

		Average Wait Time (< 5 minutes)		0:08:30		0:04:44		0:19:19		0:10:10		0:06:23		0:01:53																										Average Wait Time (< 5 minutes)		0:10:48		0:03:20		0:03:04		0:07:07		0:04:58		0:05:10		0:06:30		0:23:16		0:21:00		0:10:22		0:15:49		0:08:19		0:20:40						Average Wait Time (< 5 minutes)		0:05:54		0:02:48		0:11:50		0:07:06

		Max Wait Time		2:00:28		0:52:57		2:00:28		1:55:57		0:56:20		0:14:54																										Max Wait Time		2:00:28		0:33:11		0:33:24		0:46:10		0:37:07		0:52:57		0:46:27		2:00:28		1:55:10		1:02:02		1:48:09		0:50:13		1:55:57						Max Wait Time		1:22:06		0:43:44		2:30:25		2:00:28

		Service Level (<80% calls under 5 min)		59.84%		69.39%		39.69%		49.68%		55.02%		85.42%																										Service Level (<80%)		54.05%		79.71%		77.10%		60.35%		62.30%		67.49%		60.17%		42.52%		38.38%		45.49%		40.07%		53.36%		21.71%						Service Level (<95%)		41.85%		72.00%		54.79%		65.18%

		Talk Time (Avg)		0:07:46		0:07:09		0:08:52		0:08:23		0:07:27		0:06:58																										Talk Time (Avg)		0:08:00		0:07:13		0:06:34		0:07:11		0:07:25		0:07:23		0:08:17		0:09:04		0:08:57		0:07:42		0:08:42		0:08:17		0:09:21						Talk Time (Avg)		0:08:02		0:07:04		0:08:50		0:07:37

		Call Handle Time (Avg)		0:12:45		0:12:27		0:14:11		0:13:35		0:11:54		0:11:36																										Call Handle Time (Avg)		0:13:19		0:12:58		0:11:51		0:12:13		0:12:38		0:12:39		0:14:15		0:14:23		0:13:54		0:12:53		0:14:36		0:13:13		0:14:16						Call Handle Time (Avg)		0:12:03		0:11:13		0:13:50		0:12:51

		Max Agents		12		10		12		11		8		4																										Max Agents		11.96		na		10		7		6		6		9		11		12		4		8		8		11						Max Agents		15.21		14.00		19.80		11

				days		18		24		24		19		21		22		21		20		22		21		21		23

		Calls per day				297		318		289		196		7		0		0		0		0		0		0		0

		ARC LINE		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												ARC LINE		Total/ Average		Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12						ARC LINE		Total/ Average		Total/ Average		Total/ Average		Total/ Average

		Calls Received		19,876		5,438		6,437		1,659		6,005		337																										Calls Received		16000		261		1,475		1,252		1,542		1,017		1,608		1,723		1,656		850		1,288		1,966		1,362						Calls Received		6465		6072		7477		8887

		Calls Handled		17,913		4,760		5,596		1,502		5,738		317																										Calls Handled		14144		240		1,337		1,077		1,362		928		1,474		1,464		1,335		768		1,187		1,739		1,233						Calls Handled		6293		5837		6242		7891

		Calls Abandoned		1,947		676		833		155		263		20																										Calls Abandoned		1821		21		137		175		160		86		130		258		319		82		99		225		129						Calls Abandoned		171		192		1220		967

		Abandon % (<5%)		8.51%		11.73%		10.04%		10.50%		4.37%		5.93%																										Abandon % (<5%)		9.85%		8.05%		9.12%		13.42%		10.14%		8.41%		6.80%		12.58%		15.46%		8.61%		5.91%		10.10%		9.62%						Abandon % (<5%)		2.5%		3.49%		15.97%		8.57%

		Avg Time to Abandon		0:05:24		0:06:08		0:06:19		0:05:51		0:03:33		0:05:11																										Avg Time to Abandon		0:05:49		0:03:27		0:05:40		0:06:24		0:04:30		0:06:15		0:04:14		0:06:12		0:09:39		0:07:07		0:03:49		0:05:46		0:06:39						Avg Time to Abandon		0:02:37		0:02:42		0:07:39		0:04:35

		Average Wait Time (< 5 minutes)		0:06:15		0:08:39		0:09:09		0:07:37		0:02:41		0:03:10																										Average Wait Time (< 5 minutes)		0:07:47		0:02:39		0:06:55		0:11:42		0:04:58		0:05:10		0:05:56		0:09:52		0:15:28		0:08:50		0:04:50		0:08:10		0:08:55						Average Wait Time (< 5 minutes)		0:01:00		0:01:14		0:10:28		0:05:54

		Max Wait Time		1:01:21		0:47:10		1:01:21		0:32:23		0:29:55		0:14:50																										Max Wait Time		1:01:21		0:17:16		0:34:55		0:40:08		0:37:07		0:52:57		0:27:30		0:47:01		1:01:21		0:40:53		0:25:14		0:35:26		0:35:40						Max Wait Time		0:19:24		0:20:32		0:52:26		0:52:57

		Service Level (<80% calls under 5 min)		60.04%		49.33%		47.43%		52.75%		79.09%		71.61%																										Service Level (<80%)		52.87%		79.17%		56.12%		39.88%		62.30%		67.49%		51.64%		40.94%		36.62%		50.34%		63.60%		45.73%		40.58%						Service Level (<95%)		70.86%		83.10%		38.09%		62.19%

		Talk Time (Avg)		0:07:49		0:07:49		0:08:18		0:08:22		0:07:34		0:07:04																										Talk Time (Avg)		0:08:00		0:07:54		0:07:29		0:07:40		0:07:25		0:07:23		0:08:03		0:07:52		0:08:59		0:08:18		0:08:08		0:08:20		0:08:35						Talk Time (Avg)		0:05:35		0:05:43		0:07:21		0:08:05

		Call Handle Time (Avg)		0:10:28		0:10:51		0:11:19		0:11:15		0:09:46		0:09:11																										Call Handle Time (Avg)		0:11:21		0:10:51		0:10:22		0:10:47		0:12:38		0:12:39		0:10:59		0:10:37		0:11:40		0:11:44		0:11:05		0:11:12		0:11:35						Call Handle Time (Avg)		0:08:16		0:07:57		0:10:01		0:11:20

		Max Agents		10		9		10		8		10		8																										Max Agents		9.59		7.23		9		9		6		6		10		9		8		5		8		7		9						Max Agents		6.33		4.05		6.51		10

				days		18		24		24		19		21		22		21		20		22		21		21		23																																		 

		Calls per day				302		268		69		316		16		0		0		0		0		0		0		0

		Helpline (NIC in Call Center data)		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												Helpline (NIC in Call Center data)		Total/ Average		Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12						Helpline (NIC in Call Center data)		Total/ Average		Total/ Average		Total/ Average		Total/ Average

		Calls Received		15,538		2,728		4,525		5,792		2,379		114																										Calls Received		9942		223		1,007		810		0		688		1,051		888		1,201		728		1,250		1,328		768						Calls Received		4287		2752		6300		4672

		Calls Handled		12,508		2,317		3,396		4,696		2,014		86																										Calls Handled		7752		194		859		646		0		618		831		692		824		578		930		1,020		560						Calls Handled		3752		2666		5393		3845

		Calls Abandoned		2,040		285		725		749		261		19																										Calls Abandoned		1439		20		102		114		0		50		150		129		226		103		209		206		132						Calls Abandoned		367		22		634		563

		Abandon %		16.37%		11.85%		19.21%		14.81%		13.80%		22.20%																										Abandon %		15%		10.27%		11.71%		17.45%		0.00%		7.98%		15.15%		16.55%		23.49%		15.68%		18.79%		17.49%		23.58%						Abandon %		8%		2%		11%		10.30%

		Avg Time to Abandon		0:17:21		0:12:20		0:20:51		0:17:24		0:15:43		0:20:28																										Avg Time to Abandon		0:15:47		0:09:50		0:12:22		0:16:12		0:00:00		0:10:57		0:15:41		0:17:07		0:23:59		0:18:48		0:21:07		0:17:48		0:25:32						Avg Time to Abandon		0:09:05		0:05:40		0:11:46		0:10:53

		Average Wait Time (>5 min)		0:25:38		0:18:43		0:38:31		0:26:01		0:18:34		0:26:22																										Average Wait Time (>5 min)		0:27:17		0:13:50		0:18:09		0:29:29		0:00:00		0:13:25		0:28:25		0:32:39		0:46:37		0:30:16		0:39:41		0:29:40		0:45:13						Average Wait Time (>5 min)		0:09:38		0:02:13		0:16:06		0:17:53

		Max Wait Time		2:42:35		1:25:01		2:42:35		2:01:22		2:01:29		2:01:09																										Max Wait Time		2:42:35		0:42:34		0:57:03		1:25:01		0:00:00		0:34:19		1:35:35		1:26:01		2:42:35		2:00:18		1:38:07		1:18:12		1:23:03						Max Wait Time		1:32:57		0:52:04		1:16:40		1:35:35

		Service Level (<80% calls under 5 min)		15.26%		8.01%		17.47%		17.93%		21.80%		11.07%																										Service Level (<80%)		13%		7.75%		10.10%		6.30%		0.00%		7.89%		22.44%		21.73%		8.74%		29.24%		18.33%		20.63%		3.82%						Service Level (<80%)		79%		83%		20%		13.13%

		Talk Time (Avg)		0:10:48		0:10:52		0:10:56		0:10:52		0:10:23		0:10:59																										Talk Time (Avg)		0:10:09		0:10:48		0:10:43		0:11:13		0:00:00		0:10:44		0:11:26		0:11:09		0:10:43		0:10:33		0:11:30		0:11:11		0:11:47						Talk Time (Avg)		0:11:50		0:11:04		0:11:16		0:09:18

		Call Handle Time (Avg)		0:18:47		0:18:43		0:18:36		0:18:57		0:18:48		0:18:52																										Call Handle Time (Avg)		0:17:13		0:18:37		0:18:30		0:19:01		0:00:00		0:18:46		0:18:49		0:18:40		0:17:54		0:18:39		0:19:16		0:18:54		0:19:29						Call Handle Time (Avg)		0:19:51		0:17:38		0:18:38		0:15:53

		Percent. calls transferred by vendor		13.06%		13%		14%		17%		12%		9%																										Percent. calls transferred by vendor		12%		11.76%		13%		12%		0%		16%		11%		9%		10%		20%		17%		15%		8%						Percent. calls transferred to HL		11%		10%		13%		9.29%

		Max Agents		60		55		57		60		30		27																										Max Agents		59.74		41.75		52		55		0		37		57		40		51		37		54		48		60						Max Agents		59.57		44.46		52.10		57

				days		18		24		24		19		21		22		21		20		22		21		21		23



		CCB Helpline		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												CCB Helpline		Total/ Average		Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12						CCB Helpline		Total/ Average		Total/ Average		Total/ Average		Total/ Average

		Busy		9		5		3		0		1		0																										Busy		6		0		2		1		2		0		0		0		0		1		0		0		0						Busy		8		7		3		5

		Caller canceled		178		29		86		45		17		1																										Caller canceled		224		6		5		9		4		5		50		59		38		8		17		15		8						Caller canceled		42		5		56		138

		Connected		21,968		5196		7489		6595		2498		190																										Connected		18,375		302		1666		1209		1408		611		2494		2919		2151		581		1713		2078		1243						Connected		3,713		927		7,469		10630

		Error		82		28		19		23		12		0																										Error		68		1		10		2		11		4		2		13		3		1		13		3		5						Error		83		1		15		43

		Invalid Number		2		1		0		1		0		0																										Invalid Number		1		0		0		1		0		0		0		0		0		0		0		0		0						Invalid Number		1		1		1		1

		No Answer		707		153		257		222		69		6																										No Answer		612		7		71		32		34		9		65		102		102		19		61		66		44						No Answer		414		60		450		320

		No Response		2,333		516		857		696		244		20																										No Response		1,967		29		197		129		113		48		221		376		296		64		181		178		135						No Response		583		152		671		1113

		Total Requests		25,272		5928		8704		7582		2841		217																										Total Requests		21,232		345		1951		1383		1572		677		2832		3469		2569		674		1985		2340		1435						Total Requests		4,844		1,153		8,665		12250

		% Connected 		88%		88%		87%		87%		89%		88%																										% Connected 		87.87%		88%		87%		87%		90%		90%		88%		87%		87%		86%		89%		89%		87%						% Connected 		79%		79%		87%		90%



																																																																										OE9		OE10		OE11		OE11

		CCB General		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												CCB General		Total/ Average		Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12						CCB General		Total/ Average		Total/ Average		Total/ Average		Total/ Average

		Busy		1		0		0		1		0		0																										Busy		1		0		0		0		0		0		0		0		0		0		0		0		1						Busy		2		2		8		0

		Caller canceled		389		55		164		128		36		6																										Caller canceled		322		6		9		18		19		3		50		59		38		1		33		39		47						Caller canceled		57		8		118		164

		Connected		22,171		4217		8446		6338		2941		229																										Connected		17,430		302		949		1032		1691		243		2494		2919		2151		188		1553		2221		1687						Connected		3,510		1,072		7,376		9651

		Error		68		21		19		16		11		1																										Error		53		1		3		7		9		1		2		13		3		0		4		5		5						Error		21		3		23		36

		Invalid Number		2		0		1		1		0		0																										Invalid Number		1		0		0		0		0		0		0		0		0		0		1		0		0						Invalid Number		2		1		2		0

		No Answer		818		140		303		256		111		8																										No Answer		649		7		38		31		59		5		65		102		102		4		63		67		106						No Answer		391		78		534		307

		No Response		2,432		405		973		781		256		17																										No Response		2,005		29		106		98		155		17		221		376		296		20		160		241		286						No Response		585		166		852		1002

		Total Requests		25,860		4838		9885		7521		3355		261																										Total Requests		20,440		345		1105		1186		1933		269		2832		3469		2569		213		1814		2573		2132						Total Requests		4,568		1,330		8,912		11160

		% Connected 		87%		87%		88%		84%		89%		88%																										% Connected 		86.64%		88%		87%		87%		88%		88%		88%		87%		87%		89%		86%		87%		79%						% Connected 		73%		88%		85%		89%

																																																																 



		CCB Broker		Total/ Average		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25												CCB Broker		Total/ Average		Week 11/1		Week 11/3		Week 11/10		Week 11/17		Week 11/24		Week 12/1		Week 12/8		Week 12/15		Week 12/22		Week 12/29		Week 1/5		Week 1/12

		Busy		4		0		3		1		0		0																										Busy		3		0		0		0		0		0		0		0		1		1		1		0		0

		Caller canceled		39		6		18		13		2		0																										Caller canceled		35		0		1		2		3		0		1		6		5		5		2		8		2

		Connected		2,732		350		1442		799		138		3																										Connected		2,389		5		52		120		107		66		181		491		330		330		171		396		140

		Error		12		0		9		3		0		0																										Error		12		0		0		0		0		0		1		6		1		1		0		1		2

		Invalid Number		0		0		0		0		0		0																										Invalid Number		0		0		0		0		0		0		0		0		0		0		0		0		0

		No Answer		125		15		79		24		7		0																										No Answer		110		0		1		6		8		0		5		31		19		19		6		9		6

		No Response		434		45		254		118		17		0																										No Response		375		0		3		22		15		5		17		83		64		64		30		46		26

		Total Requests		3,344		416		1803		958		164		3																										Total Requests		2,922		5		57		150		133		71		205		617		419		419		210		460		176

		% Connected 		88%		89%		84%		85%		83%		100%																										% Connected 		86%		100%		90%		81%		80%		94%		90%		82%		86%		86%		84%		83%		81%















		CCB Helpline Q		OE6     (15 min)		OE7    (10 min)		OE8    (7 min)		OE9    (7 min)		OE10    (7 min)		OE11    (7 min)

		Busy		14		3		22		8		17

		Caller canceled		103		50		20		57		37

		Connected		12,298		5,309		1,792		5,136		6,230

		Error		57		11		211		87		28

		Invalid Number		212		27		3		1		2

		No Answer		1,087		462		100		536		445

		No Response		1,860		792		111		837		885

		Total Requests		15,631		6,654		2,259		6,662		7,644

		% Connected 		79%		73%		83%		80%		74%

												 

		CCB General Q								OE9    (7 min)		OE10    (7 min)		OE11    (7 min)

		Busy								2		10

		Caller canceled								68		32

		Connected								4,117		3,238

		Error								21		32

		Invalid Number								3		19

		No Answer								468		500

		No Response								721		565

		Total Requests								5,400		4,108

		% Connected 								77%		74%







		Highest Calls Per Day

		Rank		Day		Date		Calls

		1		Fri		15-Dec		3411

		2		Thu		14-Dec		3121

		3		Wed		13-Dec		2625

		4		Tue		12-Dec		2439

		5		Mov		11-Dec		2298

		6		Mon		27-Nov		2253

		7		Mon		4-Dec		1984

		8		Mon		13-Nov		1854

		9		Tue		28-Nov		1758

		10		Mon		20-Nov		1757





OE11

		Call Center OE11		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg								Through 12/15		OE9		OE10		OE11

		Calls Received (MNsure)		257,046		27,962		35,172		29,670		21,059		20,742		20,758		17,976		15,079		16,292		16,715		15,651		19,970																Week 11/1		Week 11/5		Week 11/12		Week 11/19		Week 11/26		Week 12/3		Week 12/10		Week 12/17		Week 12/24		Week 12/31		Week 1/7								Main CC		Total/ Average		Total/ Average		Total/ Average

		Calls Handled		233,395		24,813		29,205		26,028		19,481		18,544		18,527		16,644		14,074		15,502		16,278		15,160		19,139												Calls Received (MNsure)		77946		4061		5535		7063		4142		8845		8900		13894		5347		5347		6215		8597								Calls Received (MNsure)		40239		34715		52440

		Calls Abandoned		25,283		2,705		4,949		3,151		1,395		1,891		1,942		1,204		836		628		5,371		409		801												Calls Handled		67116		3730		4934		6342		3883		7490		7494		10182		5110		4854		5354		7744								Calls Handled		36811		33865		44054

		Abandon % (<5%)		6.64%		8.57%		9.66%		10.27%		6.71%		9.00%		10.14%		6.69%		5.36%		3.83%		2.60%		3.28%		3.62%												Calls Abandoned		9222		277		537		637		222		1139		1140		3013		226		464		902		666								Calls Abandoned		3475		986		6965

		Avg Time to Abandon		0.7%		0.7%		0.8%		0.9%		0.7%		0.9%		0.8%		0.7%		0.6%		0.6%		0.6%		0.6%		0.6%										1800.0%		Abandon % (<5%)		9.5%		6.4%		9.5%		8.6%		4.7%		10.3%		10.9%		21.6%		3.6%		8.6%		12.8%		7.5%								Abandon % (<5%)		5.9%		1.4%		10.28%

		Average Wait Time (< 5 minutes)		0:08:16		0:11:18		0:15:09		0:15:39		0:08:00		0:11:21		0:12:03		0:06:29		0:05:10		0:03:19		0:02:47		0:03:58		0:03:54		 								1440:00:00		Avg Time to Abandon		0:11:48		0:08:58		0:11:42		0:10:12		0:08:27		0:10:25		0:11:58		0:18:43		0:08:41		0:13:37		0:16:18		0:10:43								Avg Time to Abandon		0:08:19		0:05:57		0:11:29

		Max Wait Time		2:01:41		1:06:44		1:27:13		1:28:19		2:01:29		2:01:41		1:26:41		1:04:00		0:43:58		0:56:10		1:05:58		0:50:16		0:51:09										25920:00:00		Average Wait Time (< 5 minutes)		0:13:48		0:07:03		0:13:21		0:10:08		0:05:44		0:15:32		0:15:52		0:35:29		0:04:29		0:13:45		0:18:28		0:11:56								Average Wait Time (< 5 minutes)		0:07:51		0:01:21		0:14:44

		Service Level (<80% calls under 5 min)		58.4%		41.7%		41.6%		38.9%		52.9%		37.2%		44.1%		57.7%		63.8%		78.2%		84.2%		82.7%		78.0%										1800.0%		Max Wait Time		1:27:13		0:51:52		1:00:08		0:47:44		0:42:18		1:06:44		1:01:45		1:27:13		1:00:55		1:05:28		1:24:18		1:01:57								Max Wait Time		1:32:57		0:52:04		1:27:13

		Talk Time (Avg)		0:08:48		0:09:19		0:09:05		0:08:40		0:08:17		0:08:38		0:08:45		0:08:41		0:08:36		0:08:39		0:08:37		0:09:08		0:09:09										1098.0		Service Level (<80% calls under 5 min)		39.30%		54.61%		35.30%		41.11%		60.98%		32.83%		25.37%		7.00%		76.35%		33.57%		28.02%		37.19%								Service Level (>80%)		59.29%		86.66%		36.74%

		Call Handle Time (Avg)		0:16:03		0:16:45		0:16:14		0:15:42		0:14:41		0:15:13		0:15:34		0:15:46		0:16:12		0:16:25		0:15:56		0:17:08		0:16:57												Talk Time (Avg)		0:09:07		0:09:38		0:09:13		0:09:23		0:09:06		0:09:21		0:08:58		0:09:37		0:08:45		0:08:32		0:08:41		0:09:06								Talk Time (Avg)		0:09:50		0:09:23		0:09:19

		Transfer Out		0		na		na		na		na		na		na		na		na		na		na		na		na												Call Handle Time (Avg)		0:16:26		0:16:56		0:16:58		0:16:57		0:16:25		0:16:32		0:16:04		0:16:33		0:16:11		0:15:42		0:16:07		0:16:18								Call Handle Time (Avg)		0:17:45		0:15:53		0:16:38

		First Call Resolution %		83.70%		83.39%		83.13%		83.25%		83.06%		83.44%		84.91%		80.64%		85.20%		85.10%		85.50%		83.83%		82.90%												Transfer Out		na		na		na		na		na		na		na		na		na		na		na		na								Transfer Out		na		na

		Complaints Received		0		0		0		0		0		0		0		0		0		0		0		0		0												First Call Resolution %		83.26%		81.15%		82.89%		83.88%		84.50%		83.57%		84.30%		85.68%		81.92%		82.17%		81.11%		84.73%								First Call Resolution %		82.59%		82.90%		83.71%

		Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0		0												Complaints Received		0		0		0		0		0		0		0		0		0		0		0		0								Complaints Received		0		0		0

		Helpline (Transfers only)		38,699		3,805		4,601		4,888		3,908		2,705		2,499		2,024		2,215		2,923		2,922		2,543		3,666												Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0								Complaints Resolved		0		0		0

		Short Abandon (under 60 seconds)		1,059		154		226		141		88		111		136		83		66		38		13		2		1												Helpline (Transfers from Vendor/PP)		10742		590		716		923		559		1303		1043		1166		1015		1091		1079		1257								Helpline (Transfers from Vendor/PP)		4326		3330		6300

		% of calls answered in under 10 minutes		70.44%		57.03%		52.43%		51.62%		69.00%		53.18%		59.42%		74.43%		79.74%		88.22%		91.26%		83.39%		85.62%												Short Abandon (under 60 seconds)		444		14		36		32		17		61		67		118		12		23		31		33								Short Abandon (under 60 seconds)		176		51		345

		Occupancy		na		na		na		na		na		na		na		na		na		na		na		na		na												% of calls answered in under 10 minutes		54.10%		71.67%		49.06%		55.95%		76.85%		47.23%		33.40%		11.87%		86.74%		51.68%		41.72%		52.85%								% of calls answered in under 10 minutes		75.56%		96.01%		49.43%

		Max Agents		131		116		131		122		63		57		68		50		51		54		45		61		69												Occupancy		na		na		na		na		na		na		na		na		na		na		na		na								Occupancy		na		na		na

		(Nic) Saturdays		days		20		20		21		20		21		22		22		19		22		22		20		23												Max Agents		131.09		87.30		84.28		95.60		89.46		115.77		95.25		131.09		77.47		80.45		95.00		121.69								Max Agents		145.92		115.50		131

		Calls per day				1,398		1,759		1,413		1,053		988		944		817		794		741		760		783		868

		Broker Line		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24												Broker Line		Total/ Average		Week 11/1		Week 11/5		Week 11/12		Week 11/19		Week 11/26		Week 12/3		Week 12/10		Week 12/17		Week 12/24		Week 12/31		Week 1/7								Broker Line		Total/ Average		Total/ Average		Total/ Average

		Calls Received		51,770		5,811		7,669		6,337		4,620		4,297		4,166		3738		3005		3,078		3,157		2,841		3,051												Calls Received		16508		684		1,061		1,516		978		1,953		1,881		2,796		1,405		1,206		1,251		1,777								Calls Received		8602		7819		10869

		Calls Handled		46,556		4,934		6,126		5,595		4,271		4,015		3,891		3511		2816		2,865		2,926		2,688		2,918												Calls Handled		13718		641		969		1,244		836		1,559		1,540		1,970		1,271		1,030		1,058		1,600								Calls Handled		7662		7183		8759

		Calls Abandoned		4,881		802		1,452		727		327		263		257		216		174		189		224		138		112												Calls Abandoned		2615		34		77		252		136		367		317		785		125		161		188		173								Calls Abandoned		1030		317		1968

		Abandon % (<5%)		7.62%		12.32%		15.44%		11.17%		6.93%		6.56%		6.51%		5.44%		5.57%		6.57%		6.36%		5.02%		3.51%												Abandon % (<5%)		13.30%		4.68%		7.31%		16.39%		13.88%		17.44%		14.26%		27.92%		8.73%		12.71%		13.41%		9.64%								Abandon % (<5%)		9.6%		5.87%		14.55%

		Avg Time to Abandon		0:05:55		0:07:06		0:11:46		0:09:05		0:06:17		0:04:28		0:04:57		0:04:39		0:04:32		0:05:30		0:05:08		0:04:10		0:03:16												Avg Time to Abandon		0:09:27		0:04:04		0:04:58		0:08:51		0:07:57		0:08:39		0:08:55		0:25:06		0:06:39		0:11:34		0:07:59		0:09:21								Avg Time to Abandon		0:04:31		0:03:10		0:09:47

		Average Wait Time (< 5 minutes)		0:05:30		0:07:04		0:16:06		0:10:29		0:04:57		0:04:02		0:04:28		0:03:29		0:03:20		0:03:47		0:03:59		0:02:43		0:01:37												Average Wait Time (< 5 minutes)		0:11:25		0:03:00		0:03:38		0:08:45		0:08:09		0:11:21		0:09:39		0:38:19		0:06:39		0:15:28		0:10:46		0:09:50								Average Wait Time (< 5 minutes)		0:05:54		0:02:48		0:11:50

		Max Wait Time		2:30:25		1:03:24		2:30:25		1:26:27		0:50:58		0:32:44		0:55:09		0:27:31		0:34:46		0:53:17		0:49:38		0:28:30		0:32:54												Max Wait Time		2:30:25		0:28:49		0:29:46		0:51:14		0:49:15		1:03:24		1:13:21		2:30:25		0:43:52		1:57:01		1:00:48		1:09:45								Max Wait Time		1:22:06		0:43:44		2:30:25

		Service Level (<80% calls under 5 min)		68.27%		59.90%		46.26%		48.81%		66.04%		69.00%		72.23%		73.86%		74.93%		71.49%		69.40%		79.55%		87.79%												Service Level (<80%)		53.41%		78.11%		71.93%		51.30%		55.27%		42.86%		52.72%		31.33%		57.31%		47.08%		47.16%		52.42%								Service Level (<95%)		41.85%		72.00%		54.79%

		Talk Time (Avg)		0:07:46		0:08:21		0:09:18		0:08:58		0:08:28		0:07:40		0:07:45		0:07:17		0:07:17		0:07:19		0:07:03		0:06:43		0:07:06												Talk Time (Avg)		0:08:44		0:08:28		0:07:50		0:08:26		0:08:21		0:09:19		0:09:19		0:10:07		0:08:19		0:08:07		0:08:55		0:08:59								Talk Time (Avg)		0:08:02		0:07:04		0:08:50

		Call Handle Time (Avg)		0:13:01		0:13:26		0:14:22		0:14:28		0:14:01		0:12:37		0:13:02		0:12:22		0:12:37		0:12:49		0:12:06		0:11:54		0:12:28												Call Handle Time (Avg)		0:13:57		0:13:41		0:12:49		0:13:22		0:13:24		0:14:19		0:14:10		0:15:09		0:13:42		0:13:40		0:14:36		0:14:31								Call Handle Time (Avg)		0:12:03		0:11:13		0:13:50

		Max Agents		20		14		20		15		12		9		11		8.62		7		8		7		6		8												Max Agents		19.80		11.85		10		12		12		14		12		20		11		11		12		15								Max Agents		15.21		14.00		20

				days		20		21		20		19		23		20		22		21		20		23		20		22

		Calls per day				291		365		317		243		187		208		170		143		154		137		142		139

		ARC LINE		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24												ARC LINE		Total/ Average		Week 11/1		Week 11/5		Week 11/12		Week 11/19		Week 11/26		Week 12/3		Week 12/10		Week 12/17		Week 12/24		Week 12/31		Week 1/7								ARC LINE		Total/ Average		Total/ Average		Total/ Average

		Calls Received		62,520		4,504		4,868		5,376		5,003		5,235		5,718		5,791		4,795		5,481		5,299		4,874		5,576												Calls Received		11797		684		966		1,221		676		1,208		1,312		1,410		1,052		843		969		1,456								Calls Received		6465		6072		7477

		Calls Handled		53,382		3,703		4,192		4,149		4,103		4,534		5,014		5,015		4,413		4,740		4,633		4,158		4,728												Calls Handled		9815		586		827		943		522		1,055		1,170		1,139		936		717		755		1,165								Calls Handled		6293		5837		6242

		Calls Abandoned		8,973		796		664		1,221		895		696		694		761		367		673		648		714		844												Calls Abandoned		1961		98		138		276		154		150		138		266		115		125		212		289								Calls Abandoned		171		192		1220

		Abandon % (<5%)		14.34%		17.52%		11.40%		22.98%		18.05%		12.31%		12.96%		12.91%		7.51%		13.48%		11.87%		16.19%		14.86%												Abandon % (<5%)		16.28%		14.07%		14.41%		22.46%		23.25%		10.32%		8.76%		18.55%		10.84%		14.72%		21.31%		20.39%								Abandon % (<5%)		2.5%		3.49%		15.97%

		Avg Time to Abandon		0:08:01		0:08:08		0:06:04		0:11:14		0:09:31		0:07:55		0:07:57		0:07:58		0:05:29		0:08:00		0:06:51		0:08:30		0:08:34												Avg Time to Abandon		0:07:53		0:06:24		0:07:03		0:10:02		0:10:41		0:05:08		0:05:14		0:09:02		0:06:39		0:07:02		0:10:32		0:09:00								Avg Time to Abandon		0:02:37		0:02:42		0:07:39

		Average Wait Time (< 5 minutes)		0:11:47		0:11:10		0:07:54		0:19:31		0:14:46		0:11:26		0:10:55		0:11:54		0:06:01		0:10:57		0:10:03		0:13:01		0:13:47												Average Wait Time (< 5 minutes)		0:11:11		0:07:01		0:08:17		0:14:16		0:17:42		0:06:42		0:06:06		0:13:15		0:08:04		0:09:09		0:16:09		0:16:19								Average Wait Time (< 5 minutes)		0:01:00		0:01:14		0:10:28

		Max Wait Time		1:01:28		0:52:26		0:43:23		0:57:43		0:46:01		0:52:58		1:00:03		0:59:58		0:35:50		0:48:19		0:51:15		1:00:10		1:01:28												Max Wait Time		0:57:43		0:28:16		0:43:37		0:47:35		0:48:59		0:52:26		0:30:17		0:43:23		0:34:48		0:31:21		0:57:43		0:44:14								Max Wait Time		0:19:24		0:20:32		0:52:26

		Service Level (<80% calls under 5 min)		34.20%		35.49%		48.23%		16.35%		22.98%		37.01%		37.94%		31.39%		54.79%		34.21%		37.02%		28.36%		26.67%												Service Level (<80%)		35.92%		49.57%		42.79%		24.69%		16.57%		54.74%		52.54%		25.72%		50.68%		35.65%		19.22%		22.94%								Service Level (<95%)		70.86%		83.10%		38.09%

		Talk Time (Avg)		0:07:10		0:07:25		0:07:20		0:07:56		0:07:12		0:07:05		0:07:01		0:07:00		0:06:39		0:07:08		0:07:07		0:06:47		0:07:19												Talk Time (Avg)		0:07:26		0:07:20		0:07:02		0:07:10		0:08:08		0:07:31		0:06:51		0:07:26		0:07:30		0:07:09		0:07:55		0:07:40								Talk Time (Avg)		0:05:35		0:05:43		0:07:21

		Call Handle Time (Avg)		0:09:45		0:10:00		0:10:17		0:10:35		0:09:43		0:09:36		0:09:32		0:09:36		0:09:12		0:09:42		0:09:35		0:09:09		0:10:06												Call Handle Time (Avg)		0:10:09		0:09:43		0:09:31		0:09:25		0:10:44		0:10:43		0:09:44		0:10:19		0:10:26		0:10:03		0:10:42		0:10:25								Call Handle Time (Avg)		0:08:16		0:07:57		0:10:01

		Max Agents		8		6		7		8		6		5		6		8		7		7		7		6		7												Max Agents		8.09		5.45		6		6		6		5		6		7		5		4		5		8								Max Agents		6.33		4.05		7

				days		20		21		20		19		23		20		22		21		20		23		20		22																																		0

		Calls per day				225		232		269		263		228		286		263		228		274		230		244		253

		Helpline (NIC in Call Center data)		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24												Helpline (NIC in Call Center data)		Total/ Average		Week 11/1		Week 11/5		Week 11/12		Week 11/19		Week 11/26		Week 12/3		Week 12/10		Week 12/17		Week 12/24		Week 12/31		Week 1/7								Helpline (NIC in Call Center data)		Total/ Average		Total/ Average		Total/ Average

		Calls Received		39,565		3,805		4,601		5,861		3,908		2,705		2,499		2,134		1,870		3,051		2,922		2,543		3,666												Calls Received		11715		590		716		923		559		1,303		1,043		1,166		1,015		1,091		2,052		1,257								Calls Received		4287		2752		6300

		Calls Handled		35,518		3,348		3,928		4,972		3,594		2,392		2,191		1,945		1,775		2,846		2,740		2,433		3,354												Calls Handled		9969		546		595		817		526		1,113		883		912		942		941		1,538		1,155								Calls Handled		3752		2666		5393

		Calls Abandoned		3,049		334		466		753		240		229		223		139		76		136		134		84		233												Calls Abandoned		1367		34		87		79		27		133		114		161		56		110		492		74								Calls Abandoned		367		22		634

		Abandon %		7.68%		9.60%		10.38%		10.55%		7.81%		9.43%		12.26%		7.78%		4.07%		4.71%		4.92%		4.13%		6.57%												Abandon %		11%		6.11%		14.41%		9.69%		4.95%		10.39%		11.17%		17.62%		5.91%		11.72%		19.51%		6.37%								Abandon %		8%		2%		10.62%

		Avg Time to Abandon		0:10:48		0:11:05		0:12:14		0:13:52		0:11:02		0:12:48		0:12:46		0:10:33		0:08:37		0:08:57		0:09:26		0:08:47		0:09:26												Avg Time to Abandon		0:12:42		0:08:32		0:13:25		0:10:31		0:08:51		0:11:13		0:12:53		0:16:58		0:09:15		0:16:36		0:20:14		0:11:19								Avg Time to Abandon		0:09:05		0:05:40		0:11:46

		Average Wait Time (>5 min)		0:10:33		0:14:15		0:17:19		0:18:51		0:11:05		0:13:16		0:14:42		0:08:40		0:04:06		0:05:03		0:05:57		0:05:26		0:07:53												Average Wait Time (>5 min)		0:17:23		0:08:17		0:22:27		0:13:16		0:06:45		0:17:13		0:15:46		0:28:57		0:09:17		0:22:05		0:34:21		0:12:50								Average Wait Time (>5 min)		0:09:38		0:02:13		0:16:06

		Max Wait Time		2:01:41		1:06:44		1:16:40		1:28:19		2:01:24		2:01:41		2:01:28		1:04:00		0:43:58		0:56:10		1:05:58		0:50:16		0:51:09												Max Wait Time		1:24:18		0:47:57		0:50:49		0:53:08		0:42:18		1:06:44		0:54:51		1:16:40		1:00:55		1:05:28		1:24:18		1:01:57								Max Wait Time		1:32:57		0:52:04		1:16:40

		Service Level (<80% calls under 5 min)		34.64%		18.92%		27.10%		23.16%		29.04%		17.71%		23.06%		36.16%		54.77%		48.04%		11:36:24		12:08:25		9:18:21												Service Level (<80%)		20%		22.18%		9.83%		19.48%		34.87%		22.64%		22.99%		8.00%		41.35%		11.74%		6.50%		19.68%								Service Level (<80%)		79%		83%		20.00%

		Talk Time (Avg)		0:10:14		0:11:11		0:11:15		0:10:50		0:10:18		0:10:14		0:09:49		0:09:49		0:09:24		0:09:29		0:09:44		0:10:19		0:10:27												Talk Time (Avg)		0:11:08		0:11:29		0:11:09		0:11:18		0:11:00		0:11:25		0:11:03		0:11:27		0:10:40		0:10:45		0:10:59		0:11:16								Talk Time (Avg)		0:11:50		0:11:04		0:11:16

		Call Handle Time (Avg)		0:18:09		0:18:36		0:18:44		0:18:41		0:17:50		0:17:46		0:17:57		0:18:06		0:17:11		0:17:52		0:17:45		0:18:29		0:18:52												Call Handle Time (Avg)		0:18:42		0:18:46		0:18:38		0:19:00		0:18:17		0:18:45		0:18:21		0:18:39		0:18:27		0:18:36		0:19:06		0:19:09								Call Handle Time (Avg)		0:19:51		0:17:38		0:18:38

		Percent. calls transferred by vendor		19.52%		14%		15%		17%		19%		13%		12%		11%		61%		19%		18%		4:05:00		4:27:40												Percent. calls transferred by vendor		15%		14.67%		13%		13%		14%		14%		12%		8%		19%		20%		19%		15%								Percent. calls transferred to HL		11%		10%		12.75%

		Max Agents		52		46		52		43		29		25		26		21		24		25		21		29		38												Max Agents		52.10		37.53		37		39		36		46		37		52		36		39		43		41								Max Agents		59.57		44.46		52

				days		20		21		20		19		23		20		22		21		20		23		20		22



		CCB Helpline		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24												CCB Helpline		Total/ Average		Week 11/1		Week 11/5		Week 11/12		Week 11/19		Week 11/26		Week 12/3		Week 12/10		Week 12/17		Week 12/24		Week 12/31		Week 1/7								CCB Helpline		Total/ Average		Total/ Average		Total/ Average

		Busy		13		2		2		1		0		3		0		1		0		0		0		0		4												Busy		4		0		0		1		0		1		0		1		0		1		0		0								Busy		8		7		3

		Caller canceled		375		33		33		236		7		24		15		6		3		2		1		2		13												Caller canceled		84		4		6		10		3		11		8		14		3		7		11		7								Caller canceled		42		5		56

		Connected		26,996		4025		4980		3904		2384		2543		2438		1358		855		771		940		897		1901												Connected		11,225		383		1031		1109		439		1216		1427		1864		540		996		1176		1044								Connected		3,713		927		7469

		Error		45		8		9		3		2		7		5		1		1		1		2		2		4												Error		20		1		4		1		1		1		6		1		0		2		1		2								Error		83		1		15

		Invalid Number		6		0		1		5		0		0		0		0		0		0		0		0		0												Invalid Number		1		0		0		0		0		0		0		1		0		0		0		0								Invalid Number		1		1		1

		No Answer		1,064		241		264		146		63		82		67		52		27		25		21		20		56												No Answer		583		24		54		92		18		69		108		85		22		33		52		26								No Answer		414		60		450

		No Response		2,504		333		447		607		169		210		215		106		46		65		80		61		165												No Response		995		22		82		87		37		130		118		195		39		70		135		80								No Response		583		152		671

		Total Requests		30,542		4642		5736		4441		2625		2869		2740		1524		932		864		1044		982		2143												Total Requests		12,912		434		1177		1300		498		1428		1667		2161		604		1109		1375		1159								Total Requests		4,844		1,153		8665

		% Connected 		90%		87%		86%		89%		92%		89%		89%		90%		92%		91%		94%		93%		91%												% Connected 		87%		87%		87%		87%		87%		85%		86%		86%		89%		90%		86%		91%								% Connected 		79%		79%		87%



																																																																										OE9		OE10		OE11

		CCB General		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24												CCB General		Total/ Average		Week 11/1		Week 11/5		Week 11/12		Week 11/19		Week 11/26		Week 12/3		Week 12/10		Week 12/17		Week 12/24		Week 12/31		Week 1/7								CCB General		Total/ Average		Total/ Average		Total/ Average

		Busy		10		1		7		0		0		0		0		1		0		0		0		0		1												Busy		8		0		0		0		0		1		4		3		0		0		0		0								Busy		2		2		8

		Caller canceled		291		53		69		54		19		28		24		10		11		2		14		4		3												Caller canceled		147		7		10		9		8		19		22		43		0		4		5		20								Caller canceled		57		8		118

		Connected		24,491		3469		4735		4029		2051		3018		2499		1442		1345		401		586		487		429												Connected		10,291		400		653		875		409		1216		1410		2413		102		726		721		1366								Connected		3,510		1,072		7376

		Error		57		7		16		15		4		8		0		2		2		0		2		1		0												Error		34		0		1		1		2		5		9		5		0		0		4		7								Error		21		3		23

		Invalid Number		2		0		2		0		0		0		0		0		0		0		0		0		0												Invalid Number		2		0		0		0		0		0		1		1		0		0		0		0								Invalid Number		2		1		2

		No Answer		1,173		239		318		191		81		117		79		47		43		7		19		19		13												No Answer		643		31		43		76		14		84		140		146		0		23		35		51								No Answer		391		78		534

		No Response		2,295		329		598		386		174		260		201		114		82		36		42		26		47												No Response		1,102		32		58		103		37		105		177		340		16		59		72		103								No Response		585		166		852

		Total Requests		28,318		4097		5745		4675		2329		3431		2803		1616		1483		446		663		537		493												Total Requests		12,226		470		765		1064		469		1430		1763		2951		118		812		837		1547								Total Requests		4,568		1,330		8912

		% Connected 		90%		86%		84%		88%		87%		88%		90%		90%		92%		97%		93%		93%		90%												% Connected 		86%		86%		87%		83%		93%		86%		80%		82%		83%		89%		89%		89%								% Connected 		73%		88%		85%

																																																																 



		CCB Broker		Total/ Average		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24

		Busy		0																						0		0

		Caller canceled		7																						4		3

		Connected		209																						131		78

		Error		1																						1		0

		Invalid Number		0																						0		0

		No Answer		7																						7		0

		No Response		29																						17		12

		Total Requests		253																						160		93

		% Connected 		85%																						83%		87%





				For Julian













		CCB Helpline Q		OE6     (15 min)		OE7    (10 min)		OE8    (7 min)		OE9    (7 min)		OE10    (7 min)		OE11    (7 min)

		Busy		14		3		22		8		17

		Caller canceled		103		50		20		57		37

		Connected		12,298		5,309		1,792		5,136		6,230

		Error		57		11		211		87		28

		Invalid Number		212		27		3		1		2

		No Answer		1,087		462		100		536		445

		No Response		1,860		792		111		837		885

		Total Requests		15,631		6,654		2,259		6,662		7,644

		% Connected 		79%		73%		83%		80%		74%

												 

		CCB General Q								OE9    (7 min)		OE10    (7 min)		OE11    (7 min)

		Busy								2		10

		Caller canceled								68		32

		Connected								4,117		3,238

		Error								21		32

		Invalid Number								3		19

		No Answer								468		500

		No Response								721		565

		Total Requests								5,400		4,108

		% Connected 								77%		74%







		Highest Calls Per Day

		Rank		Day		Date		Calls

		1		Fri		15-Dec		3411

		2		Thu		14-Dec		3121

		3		Wed		13-Dec		2625

		4		Tue		12-Dec		2439

		5		Mov		11-Dec		2298

		6		Mon		27-Nov		2253

		7		Mon		4-Dec		1984

		8		Mon		13-Nov		1854

		9		Tue		28-Nov		1758

		10		Mon		20-Nov		1757





OE10

		Call Center OE10		Total/ Average		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23												Main CC		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg				12/12-12/15		1/11-12/15												11/1-12/15		11/1-12/15														Thru 12/31

		Calls Received (MNsure)		180,361		19,208		23,338		19,144		11,374		11,820		10,181		10,868		11,669		11,927		15,853		14,313		20,666																Week 11/1		Week 11/6		Week 11/13		Week 11/20		Week 11/27		Week 12/4		Week 12/11		Week 12/18		Week 12/25		Week 1/1		Week 1/8		Week 1/15										days		Calls per day						OE9		OE10												Calls Received (MNsure)		42546

		Calls Handled		175,013		18,962		22,677		18,723		11,192		11,538		9,991		10,686		11,431		11,503		15,412		13,926		18,972												Calls Received (MNsure)		54013		3983		4265		4662		2722		5551		5560		8645		3435		3723		4183		6419		865				7972		34715				56		964.5178571429				Calls Received (MNsure)		40239		34715												Calls Handled		41639

		Calls Abandoned		4,146		157		511		230		97		189		135		113		175		313		352		354		1,519												Calls Handled		52841		3922		4217		4620		2675		5490		5490		8119		3408		3697		4109		6282		812				7450		33865										Calls Handled		36811		33865												Calls Abandoned		669

		Abandon % (<5%)		1.94%		0.83%		0.96%		1.31%		0.90%		1.43%		1.32%		1.00%		1.23%		2.89%		2.08%		2.28%		7.07%												Calls Abandoned		810		46		27		22		32		33		46		446		4		12		42		80		19				780		986										Calls Abandoned		3475		986												Abandon % (<5%)		0.94%

		Avg Time to Abandon		0.5%		0.4%		0.3%		0.4%		0.4%		0.4%		0.4%		0.4%		0.4%		0.5%		0.5%		0.6%		0.7%										1800.0%		Abandon % (<5%)		1.1%		1.0%		0.7%		0.5%		1.2%		0.5%		0.7%		3.6%		0.1%		0.3%		1.3%		1.1%		2.2%				5.25%		1.39%										Abandon % (<5%)		5.9%		1.4%												Avg Time to Abandon		0:05:32

		Average Wait Time (< 5 minutes)		0:01:51		0:00:43		0:01:01		0:01:06		0:00:53		0:01:09		0:00:53		0:00:48		0:00:58		0:02:34		0:01:58		0:02:24		0:07:44		 								1440:00:00		Avg Time to Abandon		0:05:46		0:05:07		0:06:45		0:04:26		0:09:54		0:03:52		0:05:08		0:06:28		0:01:13		0:06:57		0:06:09		0:05:46		0:07:37				0:06:27		0:05:57										Avg Time to Abandon		0:08:19		0:05:57												Average Wait Time (< 5 minutes)		0:00:55

		Max Wait Time		1:11:35		0:22:31		0:52:04		0:32:25		0:27:09		0:36:03		0:29:03		0:26:04		0:25:43		0:41:42		1:03:21		0:47:49		1:11:35										25920:00:00		Average Wait Time (< 5 minutes)		0:00:58		0:00:45		0:00:36		0:00:20		0:01:25		0:00:23		0:00:41		0:03:38		0:00:10		0:00:22		0:00:43		0:00:59		0:01:38				0:05:19		0:01:21										Average Wait Time (< 5 minutes)		0:07:51		0:01:21												Max Wait Time		0:52:04

		Service Level (<80%)		88.2%		92.5%		90.3%		92.6%		94.0%		91.5%		93.8%		94.5%		92.9%		80.6%		87.6%		85.0%		63.6%										1800.0%		Max Wait Time		0:52:04		0:19:32		0:22:31		0:12:25		0:21:01		0:14:11		0:21:22		0:52:04		0:12:24		0:12:27		0:15:15		0:25:56		0:18:26				0:52:04		0:52:04										Max Wait Time		1:32:57		0:52:04												Service Level (<80% calls under 5 min)		90.89%

		Talk Time (Avg)		0:08:57		0:09:25		0:09:00		0:08:39		0:08:35		0:08:52		0:08:46		0:08:55		0:08:58		0:09:01		0:09:09		0:08:44		0:09:25										1098.0		Service Level (<80% calls under 5 min)		91.12%		92.02%		93.68%		96.01%		86.86%		95.97%		92.43%		65.31%		98.35%		97.39%		95.28%		93.44%		86.75%				49.66%		86.66%										Service Level (<95%)		59.29%		86.66%												Talk Time (Avg)		0:09:12

		Call Handle Time (Avg)		0:15:32		0:16:05		0:15:05		0:14:58		0:15:02		0:15:10		0:15:01		0:15:29		0:15:29		0:15:56		0:16:00		0:15:18		0:16:54												Talk Time (Avg)		0:09:09		0:09:28		0:09:42		0:09:17		0:09:16		0:09:10		0:09:19		0:08:53		0:08:54		0:08:54		0:09:12		0:08:45		0:09:02				0:09:28		0:09:23										Talk Time (Avg)		0:09:50		0:09:23												Call Handle Time (Avg)		0:15:36

		Transfer Out		0		na		na		na		na		na		na		na		na		na		na		na		na												Call Handle Time (Avg)		0:15:28		0:16:25		0:16:50		0:15:48		0:15:41		0:15:25		0:15:25		0:14:39		0:14:59		0:15:13		0:15:34		0:14:48		0:14:54				0:15:38		0:15:53										Call Handle Time (Avg)		0:17:45		0:15:53												Transfer Out		na

		First Call Resolution %		80.67%		82.30%		83.19%		82.01%		79.22%		78.12%		78.30%		78.95%		79.96%		81.27%		81.82%		81.61%		81.28%												Transfer Out		na		na		na		na		na		na		na		na		na		na		na		na		na				na												Transfer Out		na		na												First Call Resolution %		82.71%

		Complaints Received		0		0		0		0		0		0		0		0		0		0		0		0		0												First Call Resolution %		83.41%		82.19%		82.10%		81.68%		83.54%		83.05%		83.00%		84.07%		83.38%		81.41%		83.43%		85.82%		87.20%				84.74%		82.90%										First Call Resolution %		82.59%		82.90%												Complaints Received		na

		Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0		0												Complaints Received		0		0		0		0		0		0		0		0		0		0		0		0		0				0												Complaints Received		0		0												Complaints Resolved		na

		Helpline (Transfers only)		21,280		1,970		2,186		1,881		803		869		683		890		1,220		1,673		2,787		2,942		3,376												Complaints Resolved		0		0		0		0		0		0		0		0		0		0		0		0		0				0												Complaints Resolved		0		0												Helpline (Transfers from Vendor/PP)		4156

		Short Abandon (under 60 seconds)		350		17		42		25		11		19		14		11		17		30		22		34		108												Helpline (Transfers from Vendor/PP)		5326		385		418		499		272		592		535		692		322		441		481		599		90				629		3330										Helpline (Transfers from Vendor/PP)		4326		3330												Short Abandon (under 60 seconds)		59

		% of calls answered in under 10 minutes		94.63%		98.03%		97.41%		97.94%		98.52%		97.17%		98.04%		98.02%		97.78%		92.02%		94.22%		92.99%		73.39%												Short Abandon (under 60 seconds)		71		3		3		3		4		5		8		27		3		3		3		9		0				25		51										Short Abandon (under 60 seconds)		176		51												% of calls answered in under 10 minutes		97.50%

		Occupancy		na		na		na		na		na		na		na		na		na		na		na		na		na												% of calls answered in under 10 minutes		97.21%		98.53%		98.35%		99.89%		93.74%		99.63%		98.95%		88.63%		99.94%		99.87%		99.08%		98.03%		96.39%				82.98%		96.01%										% of calls answered in under 10 minutes		75.56%		96.01%												Occupancy		na

		Max Agents		115		63		115		63		35		29		32		35		39		50		50		52		70												Occupancy		na		na		na		na		na		na		na		na		na		na		na		na		na				na												Occupancy		na		na												Max Agents		115

		(Nic) Saturdays		days		20		21		20		19		23		20		22		21		20		23		19		22												Max Agents		115.50		62.06		54.64		56.01		52.55		62.98		58.72		115.50		43.72		48.44		63.42		62.07		39.51				115		115										Max Agents		145.92		115.50

		Calls per day				960		1,111		957		599		514		509		494		556		596		689		753		939

		Broker Line		Total/ Average		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23												Broker Line		Total/ Average		Week 11/1		Week 11/6		Week 11/13		Week 11/20		Week 11/27		Week 12/4		Week 12/11		Week 12/18		Week 12/25		Week 1/1		Week 1/8		Week 1/15												39912.64				Broker Line		Total/ Average		Total/ Average

		Calls Received		37,970		4,222		5,456		3,688		2,162		2,269		1,960		2432		2943		2,838		3,267		3,124		3,609												Calls Received		11754		764		936		1,038		671		1,254		1,450		1,859		812		894		786		1,290						1706		7819						26968				Calls Received		8602		7819

		Calls Handled		35,706		3,961		4,974		3,497		2,089		2,229		1,880		2290		2761		2,701		3,051		2,910		3,363												Calls Handled		10888		729		874		973		647		1,154		1,353		1,600		763		842		752		1,201						1453		7183										Calls Handled		7662		7183

		Calls Abandoned		1,914		221		426		155		51		26		69		129		160		111		183		190		193												Calls Abandoned		747		25		57		53		20		84		78		243		38		49		26		74								317										Calls Abandoned		1030		317

		Abandon % (<5%)		4.31%		5.05%		5.39%		3.81%		2.65%		1.21%		3.52%		5.25%		5.09%		3.51%		5.06%		5.17%		6.01%												Abandon % (<5%)		5.01%		3.23%		6.06%		4.91%		2.98%		5.44%		4.91%		9.50%		4.35%		5.39%		2.62%		5.77%						13.59%		5.87%										Abandon % (<5%)		9.6%		5.87%

		Avg Time to Abandon		0:03:55		0:03:16		0:03:36		0:03:02		0:03:40		0:01:03		0:04:05		0:04:35		0:05:26		0:03:39		0:03:39		0:06:10		0:04:51												Avg Time to Abandon		0:03:28		0:02:12		0:03:38		0:03:48		0:02:43		0:02:44		0:03:51		0:06:01		0:03:43		0:02:56		0:03:26		0:03:12								0:03:09										Avg Time to Abandon		0:04:31		0:03:10

		Average Wait Time (< 5 minutes)		0:02:12		0:01:49		0:03:04		0:02:15		0:01:21		0:00:43		0:01:34		0:02:50		0:03:01		0:01:50		0:02:29		0:02:50		0:02:44												Average Wait Time (< 5 minutes)		0:02:27		0:01:19		0:02:22		0:01:46		0:00:50		0:02:00		0:01:56		0:06:26		0:02:17		0:03:33		0:01:46		0:02:39						0:09:27		0:02:48						39909				Average Wait Time (< 5 minutes)		0:05:54		0:02:48

		Max Wait Time		0:57:26		0:25:58		0:43:44		0:23:06		0:17:13		0:17:53		0:31:05		0:30:21		0:27:19		0:29:14		0:25:50		0:57:26		0:54:55												Max Wait Time		0:43:44		0:15:16		0:21:38		0:25:58		0:12:15		0:25:18		0:27:10		0:43:44		0:19:52		0:21:49		0:16:23		0:23:06						0:43:44		0:43:44										Max Wait Time		1:22:06		0:43:44

		Service Level (<80%)		81.41%		76.37%		71.34%		81.28%		88.11%		94.82%		88.17%		76.71%		75.11%		87.15%		79.06%		79.40%		79.37%												Service Level (<80%)		75.28%		76.95%		69.89%		78.41%		90.30%		74.49%		77.81%		55.61%		73.86%		66.77%		85.37%		78.66%						36.16%		72.00%										Service Level (<95%)		41.85%		72.00%

		Talk Time (Avg)		0:07:28		0:06:45		0:07:37		0:07:26		0:07:52		0:07:00		0:07:10		0:07:25		0:07:27		0:07:29		0:07:43		0:07:32		0:08:09												Talk Time (Avg)		0:07:13		0:06:41		0:06:46		0:06:44		0:06:45		0:07:07		0:07:26		0:07:46		0:08:16		0:07:17		0:06:34		0:08:04						0:07:59		0:07:04										Talk Time (Avg)		0:08:02		0:07:04

		Call Handle Time (Avg)		0:12:12		0:11:02		0:12:01		0:13:08		0:13:08		0:11:52		0:11:50		0:12:13		0:12:05		0:11:47		0:12:02		0:12:01		0:13:10												Call Handle Time (Avg)		0:11:59		0:11:10		0:11:12		0:10:34		0:10:58		0:11:19		0:11:14		0:12:04		0:13:25		0:12:00		0:15:27		0:12:33						0:12:02		0:11:13										Call Handle Time (Avg)		0:12:03		0:11:13

		Max Agents		14		8		14		9		5		5		4		5.93		7		8		8		7		12												Max Agents		14.00		6.28		6		6		7		8		10		14		7		7		7		9						14		14										Max Agents		15.21		14.00

				days		20		21		20		19		23		20		22		21		20		23		20		22

		Calls per day				211		260		184		114		99		98		111		140		142		142		156		164

		ARC LINE		Total/ Average		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23												ARC LINE		Total/ Average		Week 11/1		Week 11/6		Week 11/13		Week 11/20		Week 11/27		Week 12/4		Week 12/11		Week 12/18		Week 12/25		Week 1/1		Week 1/8		Week 1/15																ARC LINE		Total/ Average		Total/ Average

		Calls Received		42,892		3,787		4,425		3,510		2,747		3,003		2,586		3,379		3,386		3,567		4,329		3,728		4,445												Calls Received		9375		774		910		971		576		958		994		1,064		748		661		664		1,055						889		6072										Calls Received		6465		6072

		Calls Handled		40,190		3,624		4,299		3,346		2,628		2,903		2,488		3,243		3,230		3,296		3,906		3,393		3,834												Calls Handled		9035		757		873		909		541		937		957		1,026		738		641		642		1,014						863		5837										Calls Handled		6293		5837

		Calls Abandoned		2,461		151		114		152		95		87		78		126		134		247		403		308		566												Calls Abandoned		309		13		34		57		35		20		33		35		8		18		19		37								192										Calls Abandoned		171		192

		Abandon % (<5%)		5.44%		3.90%		2.25%		4.13%		3.44%		2.83%		2.96%		3.65%		3.71%		7.82%		9.21%		8.19%		13.15%												Abandon % (<5%)		3.08%		1.64%		3.80%		5.84%		6.06%		1.75%		2.72%		2.84%		1.00%		2.95%		2.30%		2.94%						2.65%		3.49%										Abandon % (<5%)		2.5%		3.49%

		Avg Time to Abandon		0:03:38		0:02:49		0:02:12		0:02:49		0:04:00		0:03:39		0:03:04		0:03:19		0:02:42		0:03:59		0:04:49		0:04:40		0:05:38												Avg Time to Abandon		0:02:26		0:01:48		0:03:21		0:03:40		0:02:54		0:02:03		0:02:22		0:02:42		0:01:38		0:02:17		0:02:28		0:01:33								0:02:41										Avg Time to Abandon		0:02:37		0:02:42

		Average Wait Time (< 5 minutes)		0:02:25		0:01:16		0:00:58		0:01:34		0:01:44		0:01:20		0:01:19		0:01:20		0:01:28		0:03:08		0:03:51		0:04:22		0:06:43												Average Wait Time (< 5 minutes)		0:01:04		0:00:43		0:01:07		0:01:44		0:01:46		0:00:58		0:01:17		0:00:59		0:00:38		0:00:57		0:00:42		0:00:58						0:01:07		0:01:14										Average Wait Time (< 5 minutes)		0:01:00		0:01:14

		Max Wait Time		0:54:35		0:20:32		0:17:13		0:18:41		0:19:44		0:21:29		0:25:29		0:17:42		0:19:06		0:28:46		0:32:52		0:23:10		0:54:35												Max Wait Time		0:20:32		0:08:37		0:12:39		0:20:32		0:12:53		0:14:29		0:17:13		0:13:12		0:09:34		0:13:25		0:10:54		0:13:02						0:12:58		0:20:32										Max Wait Time		0:19:24		0:20:32

		Service Level (<95%)		80.50%		82.30%		88.29%		89.03%		86.17%		90.88%		90.59%		91.15%		89.31%		73.92%		69.66%		66.19%		48.54%												Service Level (<80%)		87.16%		87.81%		83.79%		77.92%		76.04%		86.66%		84.12%		87.20%		91.01%		92.49%		96.38%		95.35%						85.36%		83.10%										Service Level (<95%)		70.86%		83.10%

		Talk Time (Avg)		0:05:49		0:05:52		0:05:31		0:05:30		0:05:34		0:05:45		0:05:23		0:05:35		0:05:34		0:05:59		0:05:54		0:06:05		0:07:11												Talk Time (Avg)		0:05:36		0:05:40		0:06:07		0:06:06		0:05:29		0:05:18		0:05:47		0:05:32		0:05:24		0:05:32		0:05:03		0:05:37						0:05:33		0:05:43										Talk Time (Avg)		0:05:35		0:05:43

		Call Handle Time (Avg)		0:07:57		0:08:00		0:07:42		0:07:30		0:07:29		0:07:37		0:07:12		0:07:39		0:07:38		0:08:05		0:08:02		0:08:23		0:10:09												Call Handle Time (Avg)		0:07:43		0:07:50		0:08:14		0:08:12		0:07:35		0:08:08		0:08:05		0:07:32		0:07:21		0:07:27		0:06:42		0:07:46						0:07:37		0:07:57										Call Handle Time (Avg)		0:08:16		0:07:57

		Max Agents		5		4		4		5		4		3		3		4		5		4		5		5		5												Max Agents		4.55		3.84		4		4		3		4		4		4		3		3		3		5						4		4										Max Agents		6.33		4.05

				days		20		21		20		19		23		20		22		21		20		23		20		22

		Calls per day				189		211		176		145		131		129		154		161		178		188		186		202

		Helpline (NIC in Call Center data)		Total/ Average		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23												Helpline (NIC in Call Center data)		Total/ Average		Week 11/1		Week 11/6		Week 11/13		Week 11/20		Week 11/27		Week 12/4		Week 12/11		Week 12/18		Week 12/25		Week 1/1		Week 1/8		Week 1/15																Helpline (NIC in Call Center data)		Total/ Average		Total/ Average

		Calls Received		21,086		1,970		2,004		1,881		803		869		683		890		1,220		1,673		2,775		2,942		3,376												Calls Received		4748		385		418		499		272		14		535		692		322		441		481		599		90				629		2752										Calls Received		4287		2752

		Calls Handled		20,002		1,943		1,936		1,843		785		841		666		866		1,186		1,611		2,627		2,814		2,883												Calls Handled		4633		378		412		496		265		13		527		637		320		439		475		586		85				575		2666										Calls Handled		3752		2666

		Calls Abandoned		733		19		47		17		10		19		12		16		26		42		105		96		324												Calls Abandoned		74		5		5		2		6		0		4		42		0		1		2		7		0						22										Calls Abandoned		367		22

		Abandon %		2.85%		1.11%		1.18%		1.15%		1.40%		2.07%		1.76%		1.74%		1.83%		2.79%		4.08%		3.12%		11.97%												Abandon %		1%		1.32%		1.12%		0.44%		2.38%		0.00%		0.68%		5.01%		0.00%		0.19%		1.01%		1.10%		0.00%				7.22%		1.88%										Abandon %		8%		2%

		Avg Time to Abandon		0:06:26		0:05:53		0:03:33		0:04:57		0:06:00		0:05:25		0:06:09		0:05:30		0:05:37		0:06:03		0:08:18		0:07:44		0:12:01												Avg Time to Abandon		0:04:17		0:05:30		0:06:19		0:02:57		0:08:46		0:00:00		0:06:06		0:07:39		0:00:00		0:04:02		0:03:20		0:06:50		0:00:00				0:10:02		0:05:40										Avg Time to Abandon		0:09:05		0:05:40

		Average Wait Time (>5 min)		0:03:07		0:01:16		0:01:28		0:01:18		0:01:20		0:01:33		0:01:09		0:01:22		0:01:33		0:02:59		0:04:42		0:03:32		0:15:13												Average Wait Time (>5 min)		0:01:17		0:01:16		0:01:13		0:00:25		0:02:57		0:00:08		0:00:56		0:05:47		0:00:08		0:00:24		0:00:22		0:01:04		0:00:50				0:08:33		0:02:13										Average Wait Time (>5 min)		0:09:38		0:02:13

		Max Wait Time		2:01:09		0:22:31		0:52:04		0:32:25		0:27:09		0:36:03		0:29:03		0:26:04		0:25:43		0:41:42		2:01:09		0:48:05		0:54:35												Max Wait Time		0:52:04		0:19:32		0:22:31		0:12:25		0:21:01		0:02:52		0:16:40		0:52:04		0:12:24		0:11:42		0:11:15		0:25:56		0:15:59				0:52:04		0:52:04										Max Wait Time		1:32:57		0:52:04

		Service Level (<80%)		68.40%		80.13%		83.29%		77.72%		72.54%		74.79%		79.15%		76.49%		75.45%		63.76%		14:19:57		13:29:22		5:10:41												Service Level (<80%)		82%		82.38%		80.76%		88.02%		64.30%		100.00%		81.12%		50.97%		96.19%		88.19%		87.19%		82.31%		82.99%						82.76%										Service Level (<80%)		79%		83%

		Talk Time (Avg)		0:10:20		0:11:12		0:10:35		0:10:21		0:09:35		0:09:56		0:09:44		0:10:05		0:10:00		0:10:45		0:10:21		0:10:23		0:11:10												Talk Time (Avg)		0:11:00		0:11:23		0:11:14		0:11:01		0:11:06		0:09:36		0:11:13		0:10:51		0:10:27		0:10:48		0:11:05		0:10:41		0:12:44				0:11:54		0:11:04										Talk Time (Avg)		0:11:50		0:11:04

		Call Handle Time (Avg)		0:17:28		0:17:57		0:17:01		0:17:11		0:16:17		0:16:36		0:16:26		0:17:11		0:17:19		0:18:22		0:17:48		0:18:29		0:19:04												Call Handle Time (Avg)		0:17:38		0:18:19		0:18:16		0:17:36		0:17:37		0:15:04		0:17:45		0:17:10		0:17:09		0:17:59		0:17:48		0:17:24		0:19:33				0:18:48		0:17:38										Call Handle Time (Avg)		0:19:51		0:17:38

		Percent. calls transferred by vendor		11.47%		10%		11%		10%		7%		7%		7%		8%		10%		14%		17%		5:01:37		3:37:03												Percent. calls transferred by vendor		10%		9.78%		10%		11%		10%		14%		10%		8%		10%		12%		11%		9%		10%				8.06%		10.25%										Percent. calls transferred by vendor		11%		10%

		Max Agents		44		30		44		27		15		13		13		16		16		22		27		26		38												Max Agents		44.46		28.83		27		26		23		2		25		44		17		21		27		21		11				44		44										Max Agents		59.57		44.46

				days		20		21		20		19		23		20		22		21		20		23		20		22



		CCB Helpline		Total/ Average		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23												CCB Helpline		Total/ Average		Week 11/1		Week 11/6		Week 11/13		Week 11/20		Week 11/27		Week 12/4		Week 12/11		Week 12/18		Week 12/25		Week 1/1		Week 1/8		Week 1/15																CCB Helpline		Total/ Average		Total/ Average

		Busy		17		2		6		0		1		0		0		0		6		1		0		0		1												Busy		8		0		1		0		1		0		0		5		1		0		0		0		0				5		7										Busy		8		7

		Caller canceled		37		1		4		2		1		2		0		2		0		1		0		3		21												Caller canceled		6		0		0		0		1		0		0		4		0		0		0		0		1				4		5										Caller canceled		42		5

		Connected		6,230		256		708		402		164		426		155		188		221		330		8		266		3106												Connected		1,234		63		78		18		75		27		54		614		7		6		14		88		190				612		927										Connected		3,713		927

		Error		28		0		1		1		0		0		0		0		1		1		0		1		23												Error		2		0		0		0		0		0		0		1		0		0		1		0		0				1		1										Error		83		1

		Invalid Number		2		0		1		0		0		1		0		0		0		0		0		0		0												Invalid Number		1		0		0		0		0		0		0		1		0		0		0		0		0				1		1										Invalid Number		1		1

		No Answer		445		18		46		23		9		24		11		18		14		20		1		13		248												No Answer		73		5		5		0		4		5		3		38		0		0		2		5		6				38		60										No Answer		414		60

		No Response		885		35		126		57		26		56		25		46		39		99		3		36		337												No Response		188		8		7		5		7		10		18		97		0		1		1		14		20				97		152										No Response		583		152

		Total Requests		7,644		312		892		485		201		509		191		254		281		452		12		319		3736												Total Requests		1,512		76		91		23		88		42		75		760		8		7		18		107		217				758		1153										Total Requests		4,844		1,153

		% Connected 		74%		80%		79%		74%		86%		71%		86%		77%		84%		73%		8%		86%		86%												% Connected 		79%		81%		91%		79%		90%		63%		65%		86%		88%		92%		41%		83%		88%				82.09%		78.69%										% Connected 		79%		79%

																0



		CCB General		Total/ Average		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23												CCB General		Total/ Average		Week 11/1		Week 11/6		Week 11/13		Week 11/20		Week 11/27		Week 12/4		Week 12/11		Week 12/18		Week 12/25		Week 1/1		Week 1/8		Week 1/15																CCB General		Total/ Average		Total/ Average

		Busy		10		0		2		1		0		0		0		0		6		1		0		0		0												Busy		2		0		0		0		0		0		0		2		0		0		0		0		0				2		2										Busy		2		2

		Caller canceled		32		0		12		1		1		3		1		1		1		4		0		1		7												Caller canceled		12		0		0		0		0		0		6		6		0		0		0		0		0				6		12										Caller canceled		57		12

		Connected		3,238		89		977		265		87		246		163		83		146		529		12		23		618												Connected		1,209		34		2		8		27		19		254		660		18		26		41		120		0				660		1004										Connected		3,510		1,004

		Error		32		0		4		0		0		13		6		0		2		6		0		0		1												Error		4		0		0		0		0		0		1		3		0		0		0		0		0				3		4										Error		21		4

		Invalid Number		19		0		0		0		0		18		1		0		0		0		0		0		0												Invalid Number		0		0		0		0		0		0		0		0		0		0		0		0		0				0		0										Invalid Number		2		0

		No Answer		500		9		57		14		4		294		7		3		20		46		1		0		45												No Answer		73		4		0		0		2		3		8		44		1		1		0		10		0				44		61										No Answer		391		61

		No Response		565		14		152		48		12		72		21		26		30		114		2		9		65												No Response		191		9		0		0		3		2		20		127		3		0		9		18		0				127		161										No Response		585		161

		Total Requests		4,108		112		1204		329		104		358		199		113		205		700		15		33		736												Total Requests		1,491		47		2		8		32		24		289		842		22		27		50		148		0				842		1244										Total Requests		4,568		1,244

		% Connected 		74%		87%		88%		85%		92%		58%		86%		71%		69%		77%		10%		79%		88%												% Connected 		86%		72%		100%		100%		84%		89%		92%		80%		82%		96%		67%		84%		na				80.07%		88.30%										% Connected 		73%		88%





				For Julian













		CCB Helpline Q		OE6     (15 min)		OE7    (10 min)		OE8    (7 min)		OE9    (7 min)		OE10    (7 min)

		Busy		14		3		22		8		17

		Caller canceled		103		50		20		57		37

		Connected		12,298		5,309		1,792		5,136		6,230

		Error		57		11		211		87		28

		Invalid Number		212		27		3		1		2

		No Answer		1,087		462		100		536		445

		No Response		1,860		792		111		837		885

		Total Requests		15,631		6,654		2,259		6,662		7,644

		% Connected 		79%		73%		83%		80%		74%



		CCB General Q								OE9    (7 min)		OE10    (7 min)

		Busy								2		10

		Caller canceled								68		32

		Connected								4,117		3,238

		Error								21		32

		Invalid Number								3		19

		No Answer								468		500

		No Response								721		565

		Total Requests								5,400		4,108

		% Connected 								77%		74%







		Highest Calls Per Day										Highest Calls Per interval (30 min)

		Rank		Day		Date		Calls				12/14 @  2:30PM -169 calls

		1		Thu		15-Dec		2689				12/15 @  2:00PM - 165 calls

		2		Wed		14-Dec		2478

		3		Tue		13-Dec		1935

		4		Mon		12-Dec		1734

		5		Tue		3-Jan		1549

		6		Fri		13-Jan		1547

		7		Mon		28-Nov		1429

		8		Tue		1-Nov		1408

		9		Mon		5-Dec		1401

		10		Tue		29-Nov		1305





3.9.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Calls Received		 														0

				Calls Handled																0

				Calls Abandoned																0

				Abandon % (>5%)(Less Short Aban)																ERROR:#DIV/0!

				Avg Time to Abandon																ERROR:#DIV/0!

				Average Wait Time (>5 min)																ERROR:#DIV/0!

				Max Wait Time																ERROR:#NUM!

				Service Level (<80% calls under 5 min)																ERROR:#DIV/0!

				Talk Time (Avg)																ERROR:#DIV/0!

				Call Handle Time (Avg)																ERROR:#DIV/0!

				Transfer Out																na

				First Call Resolution %																ERROR:#DIV/0!

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)																0

		 		Short Abandon (under 60 seconds)																0

				% of calls answered in under 10 minutes																ERROR:#DIV/0!

				Occupancy																na

				Max Agents																ERROR:#NUM!



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Calls Received																0

				Calls Handled																0

				Calls Abandoned																0

				Abandon % (>5%)(Less Short Aban)																ERROR:#DIV/0!

				Avg Time to Abandon																ERROR:#DIV/0!

				Average Wait Time (>5 min)																ERROR:#DIV/0!

				Max Wait Time																ERROR:#NUM!

				Service Level (<80% calls under 5 min)																ERROR:#DIV/0!

				Talk Time (Avg)																ERROR:#DIV/0!

				Call Handle Time (Avg)																ERROR:#DIV/0!

				Max Agents																ERROR:#NUM!				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Calls Received																0

				Calls Handled																0

				Calls Abandoned																0

				Abandon % (>5%)(Less Short Aban)																ERROR:#DIV/0!

				Avg Time to Abandon																ERROR:#DIV/0!

		 		Average Wait Time (>5 min)																ERROR:#DIV/0!

				Max Wait Time																ERROR:#NUM!

				Service Level (<80% calls under 5 min)																ERROR:#DIV/0!

				Talk Time (Avg)																ERROR:#DIV/0!

				Call Handle Time (Avg)																ERROR:#DIV/0!

				Max Agents																ERROR:#NUM!				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Calls Received																0

				Calls Handled																0

				Calls Abandoned																0

				Abandon % (>5%)(Less Short Aban)																ERROR:#DIV/0!

				Avg Time to Abandon																ERROR:#DIV/0!

				Average Wait Time (>5 min)																ERROR:#DIV/0!

				Max Wait Time																ERROR:#NUM!

				Service Level (<80% calls under 5 min)																ERROR:#DIV/0!

				Talk Time (Avg)																ERROR:#DIV/0!

				Call Handle Time (Avg)																ERROR:#DIV/0!

				Percent. calls transferred by CSS																ERROR:#DIV/0!

				Max Agents																ERROR:#NUM!

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Busy																0

				Caller canceled																0

				Connected																0

				Error																0

				Invalid Number																0

				No Answer																0

				No Response																0

				Total Requests																0

				% Connected																ERROR:#DIV/0!

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Busy																0

				Caller canceled																0

				Connected																0

				Error																0

				Invalid Number																0

				No Answer																0

				No Response																0

				Total Requests																0

				% Connected																ERROR:#DIV/0!







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week

				Busy																0

				Caller canceled																0

				Connected																0

				Error																0

				Invalid Number																0

				No Answer																0

				No Response																0

				Total Requests																0

				% Connected																ERROR:#DIV/0!





































































































































3.2.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Calls Received		 		1212												1212

				Calls Handled				880												880

				Calls Abandoned				292												292

				Abandon % (>5%)(Less Short Aban)				24.06%												24.06%

				Avg Time to Abandon				0:22:25												0:22:25

				Average Wait Time (>5 min)				0:28:27												0:28:27

				Max Wait Time				2:01:09												2:01:09

				Service Level (<80% calls under 5 min)				12.22%												12.22%

				Talk Time (Avg)				0:09:36												0:09:36

				Call Handle Time (Avg)				0:17:05												0:17:05

				Transfer Out				na												na

				First Call Resolution %				81.38%												81.38%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				114												114

		 		Short Abandon (under 60 seconds)				0												0

				% of calls answered in under 10 minutes				16.36%												16.36%

				Occupancy				na												na

				Max Agents				63												63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Calls Received				151												151

				Calls Handled				144												144

				Calls Abandoned				6												6

				Abandon % (>5%)(Less Short Aban)				3.97%												3.97%

				Avg Time to Abandon				0:03:31												0:03:31

				Average Wait Time (>5 min)				0:01:53												0:01:53

				Max Wait Time				0:14:54												0:14:54

				Service Level (<80% calls under 5 min)				85.42%												85.42%

				Talk Time (Avg)				0:06:58												0:06:58

				Call Handle Time (Avg)				0:11:36												0:11:36

				Max Agents				4.23												4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Calls Received				337												337

				Calls Handled				317												317

				Calls Abandoned				20												20

				Abandon % (>5%)(Less Short Aban)				5.93%												5.93%

				Avg Time to Abandon				0:05:11												0:05:11

		 		Average Wait Time (>5 min)				0:03:10												0:03:10

				Max Wait Time				0:14:50												0:14:50

				Service Level (<80% calls under 5 min)				71.61%												71.61%

				Talk Time (Avg)				0:07:04												0:07:04

				Call Handle Time (Avg)				0:09:11												0:09:11

				Max Agents				8.09												8				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Calls Received				114												114

				Calls Handled				86												86

				Calls Abandoned				19												19

				Abandon % (>5%)(Less Short Aban)				22.20%												22.20%

				Avg Time to Abandon				0:20:28												0:20:28

				Average Wait Time (>5 min)				0:26:22												0:26:22

				Max Wait Time				2:01:09												2:01:09

				Service Level (<80% calls under 5 min)				11.07%												11.07%

				Talk Time (Avg)				0:10:59												0:10:59

				Call Handle Time (Avg)				0:18:52												0:18:52

				Percent. calls transferred by CSS				9.41%												9.41%

				Max Agents				26.65												27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Busy				0												0

				Caller canceled				1												1

				Connected				190												190

				Error				0												0

				Invalid Number				0												0

				No Answer				6												6

				No Response				20												20

				Total Requests				217												217

				% Connected				88%												87.56%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Busy				0												0

				Caller canceled				6												6

				Connected				229												229

				Error				1												1

				Invalid Number				0												0

				No Answer				8												8

				No Response				17												17

				Total Requests				261												261

				% Connected				88%												87.74%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week

				Busy				0												0

				Caller canceled				0												0

				Connected				3												3

				Error				0												0

				Invalid Number				0												0

				No Answer				0												0

				No Response				0												0

				Total Requests				3												3

				% Connected				100%												100.00%





































































































































2.23.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Calls Received		 		1254		1170		1044		1186		1251				5905

				Calls Handled				865		946		872		868		928				4478

				Calls Abandoned				359		205		161		277		306				1308

				Abandon % (>5%)(Less Short Aban)				28.65%		17.52%		15.40%		23.37%		24.46%				21.88%

				Avg Time to Abandon				0:22:18		0:15:56		0:15:29		0:19:55		0:24:12				0:19:34

				Average Wait Time (>5 min)				0:36:48		0:23:56		0:18:32		0:34:39		0:37:58				0:30:22

				Max Wait Time				1:10:50		1:08:24		0:44:34		1:34:07		2:01:26				2:01:26

				Service Level (<80% calls under 5 min)				10.95%		3.29%		20.64%		3.28%		4.60%				8.55%

				Talk Time (Avg)				0:09:17		0:09:16		0:09:20		0:10:24		0:10:58				0:09:51

				Call Handle Time (Avg)				0:16:53		0:16:46		0:17:07		0:17:53		0:18:21				0:17:24

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.23%		83.50%		85.97%		83.05%		84.05%				84.16%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				128		154		118		132		139				671

		 		Short Abandon (under 60 seconds)				0		0		0		1		0				1

				% of calls answered in under 10 minutes				14.21%		8.84%		25.90%		4.62%		7.64%				12.24%

				Occupancy				na		na		na		na		na				na

				Max Agents				65		62		55		65		71				71



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Calls Received				241		219		224		235		270				1189

				Calls Handled				220		192		216		227		249				1104

				Calls Abandoned				18		26		8		8		20				80

				Abandon % (>5%)(Less Short Aban)				7.47%		11.87%		3.57%		3.40%		7.41%				6.74%

				Avg Time to Abandon				0:05:44		0:04:27		0:02:55		0:03:30		0:05:22				0:04:23

				Average Wait Time (>5 min)				0:07:14		0:06:39		0:03:53		0:02:57		0:06:09				0:05:22

				Max Wait Time				0:28:06		0:29:31		0:17:28		0:25:50		0:39:59				0:39:59

				Service Level (<80% calls under 5 min)				42.73%		53.65%		67.13%		78.41%		58.63%				60.11%

				Talk Time (Avg)				0:07:30		0:07:23		0:07:12		0:07:24		0:06:55				0:07:16

				Call Handle Time (Avg)				0:11:54		0:12:23		0:11:20		0:11:41		0:11:08				0:11:41

				Max Agents				7.84		7.28		6.73		6.69		6.79				8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Calls Received				370		305		337		259		331				1602

				Calls Handled				354		260		316		253		324				1507

				Calls Abandoned				16		45		21		5		7				94

				Abandon % (>5%)(Less Short Aban)				4.32%		14.75%		6.23%		1.93%		2.11%				5.87%

				Avg Time to Abandon				0:02:52		0:06:58		0:05:32		0:00:41		0:01:47				0:03:34

		 		Average Wait Time (>5 min)				0:03:26		0:07:45		0:04:35		0:00:16		0:00:49				0:03:22

				Max Wait Time				0:13:01		0:29:55		0:19:39		0:05:07		0:10:24				0:29:55

				Service Level (<80% calls under 5 min)				71.19%		45.77%		63.61%		99.60%		96.30%				75.29%

				Talk Time (Avg)				0:07:21		0:07:39		0:07:21		0:06:47		0:07:07				0:07:15

				Call Handle Time (Avg)				0:09:17		0:09:50		0:09:35		0:09:24		0:09:39				0:09:33

				Max Agents				9.13		7.10		8.42		6.61		8.69				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Calls Received				128		154		118		132		139				671

				Calls Handled				85		117		97		107		93				500

				Calls Abandoned				26		25		17		18		29				115

				Abandon % (>5%)(Less Short Aban)				30.53%		21.66%		17.31%		16.39%		31.05%				23.39%

				Avg Time to Abandon				0:24:34		0:18:47		0:17:14		0:17:56		0:26:55				0:21:05

				Average Wait Time (>5 min)				0:39:36		0:32:38		0:20:42		0:28:15		0:41:35				0:32:33

				Max Wait Time				1:10:50		1:08:24		0:44:34		0:52:59		2:01:19				2:01:19

				Service Level (<80% calls under 5 min)				6.63%		5.60%		13.70%		4.39%		4.56%				6.98%

				Talk Time (Avg)				0:11:04		0:11:13		0:09:15		0:10:19		0:12:26				0:10:51

				Call Handle Time (Avg)				0:19:32		0:19:24		0:19:22		0:19:11		0:20:07				0:19:31

				Percent. calls transferred by CSS				10.21%		13.16%		11.30%		11.13%		11.11%				11.38%

				Max Agents				28.41		28.59		22.36		25.98		28.59				29

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Busy				0		1		0		0		0				1

				Caller canceled				1		0		0		0		6				7

				Connected				212		213		106		213		192				936

				Error				1		0		0		0		2				3

				Invalid Number				0		0		0		0		0				0

				No Answer				3		4		7		5		8				27

				No Response				28		26		8		26		21				109

				Total Requests				245		244		121		244		229				1083

				% Connected				87%		87%		88%		87%		84%				86.51%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				5		2		1		1		6				15

				Connected				241		202		168		231		269				1111

				Error				0		0		1		1		2				4

				Invalid Number				0		0		0		0		0				0

				No Answer				9		8		6		9		15				47

				No Response				17		11		10		21		27				86

				Total Requests				272		223		186		263		319				1263

				% Connected				89%		91%		90%		88%		84%				88.33%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				14		10		7		6		10				47

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		0				1

				No Response				1		2		0		2		2				7

				Total Requests				15		13		8		8		12				56

				% Connected				93%		77%		88%		75%		83%				83.22%





































































































































2.16.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received		 				1401		1112		1009		994				4516

				Calls Handled						987		902		845		800				3535

				Calls Abandoned						358		199		143		169				869

				Abandon % (>5%)(Less Short Aban)						25.56%		17.88%		14.16%		17.05%				18.66%

				Avg Time to Abandon						0:24:03		0:17:56		0:14:20		0:14:29				0:17:42

				Average Wait Time (>5 min)						0:40:22		0:23:17		0:14:59		0:22:10				0:25:12

				Max Wait Time						2:01:29		1:09:56		0:53:12		0:52:19				2:01:29

				Service Level (<80% calls under 5 min)						2.97%		10.03%		20.15%		13.15%				11.58%

				Talk Time (Avg)						0:09:12		0:08:41		0:08:43		0:09:30				0:09:01

				Call Handle Time (Avg)						0:17:09		0:16:18		0:16:24		0:17:09				0:16:45

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.94%		83.77%		84.12%		83.40%				83.30%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						113		124		121		126				484

		 		Short Abandon (under 60 seconds)						1		0		0		2				3

				% of calls answered in under 10 minutes						4.46%		18.66%		35.76%		17.13%				19.00%

				Occupancy						na		na		na		na				na

				Max Agents						72		56		51		53				72



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						224		213		198		182				817

				Calls Handled						203		196		177		179				755

				Calls Abandoned						21		16		21		3				61

				Abandon % (>5%)(Less Short Aban)						9.38%		7.51%		10.61%		1.65%				7.29%

				Avg Time to Abandon						0:03:20		0:02:56		0:09:22		0:03:26				0:04:46

				Average Wait Time (>5 min)						0:06:11		0:05:36		0:09:16		0:02:09				0:05:48

				Max Wait Time						0:22:40		0:25:43		0:40:56		0:14:44				0:40:56

				Service Level (<80% calls under 5 min)						47.29%		47.45%		41.81%		82.12%				54.67%

				Talk Time (Avg)						0:07:17		0:07:29		0:08:27		0:07:36				0:07:42

				Call Handle Time (Avg)						0:12:01		0:12:10		0:12:11		0:11:34				0:11:59

				Max Agents						7.07		6.64		6.45		5.83				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						340		356		343		295				1334

				Calls Handled						314		327		334		285				1260

				Calls Abandoned						26		29		9		10				74

				Abandon % (>5%)(Less Short Aban)						7.65%		8.15%		2.62%		3.39%				5.45%

				Avg Time to Abandon						0:06:25		0:04:32		0:03:44		0:04:19				0:04:45

		 		Average Wait Time (>5 min)						0:06:09		0:05:59		0:01:50		0:01:59				0:03:59

				Max Wait Time						0:18:10		0:21:32		0:14:53		0:14:06				0:21:32

				Service Level (<80% calls under 5 min)						51.59%		39.76%		85.63%		83.51%				65.12%

				Talk Time (Avg)						0:07:26		0:07:38		0:07:05		0:07:03				0:07:18

				Call Handle Time (Avg)						0:09:47		0:10:13		0:08:56		0:08:40				0:09:24

				Max Agents						8.53		9.28		8.29		6.86				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						113		124		121		126				484

				Calls Handled						89		95		103		105				391

				Calls Abandoned						18		21		14		16				68

				Abandon % (>5%)(Less Short Aban)						20.48%		21.57%		13.76%		14.84%				17.66%

				Avg Time to Abandon						0:19:16		0:22:39		0:14:05		0:15:42				0:17:55

				Average Wait Time (>5 min)						0:25:41		0:31:25		0:15:51		0:21:02				0:23:29

				Max Wait Time						2:01:29		1:09:56		0:53:12		0:52:19				2:01:29

				Service Level (<80% calls under 5 min)						5.81%		15.72%		7.87%		15.78%				11.30%

				Talk Time (Avg)						0:10:19		0:10:22		0:08:42		0:10:51				0:10:03

				Call Handle Time (Avg)						0:18:52		0:18:32		0:17:43		0:19:02				0:18:32

				Percent. calls transferred by CSS						8.07%		11.15%		11.99%		12.68%				10.97%

				Max Agents						28.12		22.89		21.44		23.14				28

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Busy						0		0		0		0				0

				Caller canceled						1		3		1		0				5

				Connected						238		166		142		142				688

				Error						3		0		3		0				6

				Invalid Number						0		0		0		0				0

				No Answer						6		7		6		3				22

				No Response						27		18		14		7				66

				Total Requests						275		194		166		152				787

				% Connected						87%		86%		86%		93%				87.77%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Busy						0		0		0		0				0

				Caller canceled						6		1		2		3				12

				Connected						296		218		150		173				837

				Error						0		1		0		1				2

				Invalid Number						0		0		0		0				0

				No Answer						14		5		8		12				39

				No Response						32		21		24		16				93

				Total Requests						348		246		184		205				983

				% Connected						85%		89%		82%		84%				84.90%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Busy						0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						6		6		6		5				23

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		1				1

				No Response						0		1		1		0				2

				Total Requests						6		7		7		6				26

				% Connected						100%		86%		86%		83%				88.69%





































































































































2.9.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received		 		1053		1048		909		805		775				4590

				Calls Handled				924		924		835		780		708				4171

				Calls Abandoned				112		113		65		19		64				373

				Abandon % (>5%)(Less Short Aban)				10.65%		10.82%		7.10%		2.33%		8.23%				7.83%

				Avg Time to Abandon				0:12:08		0:13:25		0:10:27		0:08:02		0:12:31				0:11:18

				Average Wait Time (>5 min)				0:10:53		0:09:59		0:06:40		0:01:56		0:08:30				0:07:35

				Max Wait Time				0:33:56		0:50:19		0:31:10		0:27:54		0:37:52				0:50:19

				Service Level (<80% calls under 5 min)				33.52%		32.84%		55.49%		86.30%		43.55%				50.34%

				Talk Time (Avg)				0:08:48		0:09:18		0:09:00		0:08:56		0:09:27				0:09:05

				Call Handle Time (Avg)				0:16:44		0:16:56		0:16:24		0:16:20		0:16:46				0:16:38

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.85%		84.38%		84.27%		86.45%		85.05%				84.80%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				130		117		119		98		100				564

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				47.22%		51.12%		73.00%		95.43%		61.08%				65.57%

				Occupancy				na		na		na		na		na				na

				Max Agents				55		55		47				41				55



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				171		151		160		163		188				833

				Calls Handled				148		139		143		148		170				748

				Calls Abandoned				21		9		17		15		16				78

				Abandon % (>5%)(Less Short Aban)				12.28%		5.96%		10.62%		9.20%		8.51%				9.31%

				Avg Time to Abandon				0:06:07		0:02:42		0:03:43		0:03:02		0:04:24				0:03:59

				Average Wait Time (>5 min)				0:06:47		0:03:48		0:07:40		0:04:03		0:07:31				0:05:57

				Max Wait Time				0:33:30		0:27:34		0:33:43		0:26:52		0:27:55				0:33:43

				Service Level (<80% calls under 5 min)				49.32%		71.22%		48.95%		67.57%		47.65%				56.94%

				Talk Time (Avg)				0:07:48		0:07:13		0:07:16		0:07:04		0:06:39				0:07:12

				Call Handle Time (Avg)				0:11:59		0:11:59		0:11:42		0:11:48		0:10:46				0:11:38

				Max Agents				5.55		5.49		5.10		5.63		5.05				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				340		331		316		305		260				1552

				Calls Handled				325		321		310		293		250				1499

				Calls Abandoned				15		9		6		12		10				52

				Abandon % (>5%)(Less Short Aban)				4.41%		2.72%		1.90%		3.93%		3.85%				3.36%

				Avg Time to Abandon				0:03:06		0:03:52		0:02:34		0:03:09		0:02:30				0:03:02

		 		Average Wait Time (>5 min)				0:01:59		0:01:14		0:01:14		0:02:07		0:01:54				0:01:41

				Max Wait Time				0:10:17		0:09:57		0:11:56		0:15:49		0:14:39				0:15:49

				Service Level (<80% calls under 5 min)				85.54%		95.02%		89.68%		82.25%		88.40%				88.18%

				Talk Time (Avg)				0:08:32		0:07:29		0:07:52		0:07:48		0:07:31				0:07:50

				Call Handle Time (Avg)				0:10:45		0:09:37		0:09:58		0:10:04		0:09:55				0:10:03

				Max Agents				9.70		8.58		8.59		8.20		6.91				10				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				130		117		119		98		100				564

				Calls Handled				120		99		113		96		91				519

				Calls Abandoned				9		14		4		1		8				36

				Abandon % (>5%)(Less Short Aban)				7.13%		13.82%		3.88%		1.52%		8.77%				7.02%

				Avg Time to Abandon				0:10:46		0:15:43		0:08:26		0:08:28		0:16:11				0:11:54

				Average Wait Time (>5 min)				0:10:11		0:13:39		0:04:34		0:01:22		0:09:53				0:07:55

				Max Wait Time				0:33:56		0:50:19		0:18:19		0:11:30		0:37:52				0:50:19

				Service Level (<80% calls under 5 min)				20.31%		16.85%		37.01%		65.55%		35.59%				35.06%

				Talk Time (Avg)				0:10:01		0:11:02		0:10:14		0:09:12		0:10:41				0:10:14

				Call Handle Time (Avg)				0:18:53		0:19:04		0:18:08		0:18:07		0:19:11				0:18:40

				Percent. calls transferred by CSS				12.35%		11.16%		13.09%		12.17%		12.90%				12.34%

				Max Agents				23.53		24.50		20.74		16.49		18.21				25

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				120		138		57		9		88				412

				Error				0		0		0		0		3				3

				Invalid Number				0		0		0		0		0				0

				No Answer				3		5		0		0		0				8

				No Response				7		9		2		2		8				28

				Total Requests				131		152		59		11		99				452

				% Connected				92%		91%		97%		82%		89%				89.94%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		2		0		1				5

				Connected				116		110		91		38		95				450

				Error				3		0		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				5		2		2		2		0				11

				No Response				15		8		3		3		9				38

				Total Requests				140		121		98		43		105				507

				% Connected				83%		91%		93%		88%		90%				89.09%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				7		5		5		1		6				24

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		0		2		0				4

				No Response				0		1		0		0		2				3

				Total Requests				7		8		5		3		8				31

				% Connected				100%		63%		100%		33%		75%				74.17%





































































































































2.2.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received		 		1267		1044		951		909		788				4959

				Calls Handled				1003		909		894		877		760				4444

				Calls Abandoned				239		117		47		29		21				454

				Abandon % (>5%)(Less Short Aban)				18.89%		11.21%		4.99%		3.24%		2.65%				8.20%

				Avg Time to Abandon				0:18:54		0:13:11		0:08:36		0:08:10		0:10:22				0:11:50

				Average Wait Time (>5 min)				0:25:27		0:12:46		0:05:10		0:03:33		0:03:46				0:10:08

				Max Wait Time				1:23:21		0:46:15		0:28:18		0:23:33		0:20:45				1:23:21

				Service Level (<80% calls under 5 min)				13.64%		27.73%		55.24%		67.55%		71.17%				47.06%

				Talk Time (Avg)				0:09:35		0:09:26		0:08:37		0:09:13		0:09:31				0:09:16

				Call Handle Time (Avg)				0:16:59		0:16:54		0:15:55		0:16:48		0:16:56				0:16:42

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.99%		80.62%		82.60%		84.05%		83.67%				82.19%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				141		142		152		109		116				660

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				20.29%		48.89%		84.15%		94.00%		86.50%				66.76%

				Occupancy				na		na		na		na		na				na

				Max Agents				66		56		49		47		42				66



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				185		209		164		173		159				890

				Calls Handled				172		178		145		150		146				791

				Calls Abandoned				13		31		18		22		12				96

				Abandon % (>5%)(Less Short Aban)				7.03%		14.83%		10.98%		12.72%		7.55%				10.62%

				Avg Time to Abandon				0:06:57		0:08:54		0:08:43		0:08:55		0:07:23				0:08:10

				Average Wait Time (>5 min)				0:06:54		0:09:52		0:09:12		0:10:10		0:05:57				0:08:25

				Max Wait Time				0:35:41		0:46:01		0:56:20		0:41:22		0:35:38				0:56:20

				Service Level (<80% calls under 5 min)				45.35%		41.01%		57.24%		39.33%		58.90%				48.37%

				Talk Time (Avg)				0:07:32		0:07:41		0:07:08		0:08:36		0:07:24				0:07:40

				Call Handle Time (Avg)				0:13:11		0:12:31		0:11:45		0:12:35		0:11:39				0:12:20

				Max Agents				6.48		6.39		4.98		5.45		5.16				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				309		310		304		343		251				1517

				Calls Handled				301		290		302		333		246				1472

				Calls Abandoned				8		19		2		10		4				43

				Abandon % (>5%)(Less Short Aban)				2.59%		6.13%		0.66%		2.92%		1.59%				2.78%

				Avg Time to Abandon				0:03:59		0:05:36		0:00:46		0:02:11		0:01:49				0:02:52

		 		Average Wait Time (>5 min)				0:01:38		0:03:29		0:00:44		0:02:11		0:00:36				0:01:43

				Max Wait Time				0:12:35		0:21:14		0:07:33		0:11:36		0:07:54				0:21:14

				Service Level (<80% calls under 5 min)				89.04%		70.34%		96.03%		84.68%		98.78%				87.77%

				Talk Time (Avg)				0:07:55		0:08:31		0:07:14		0:07:31		0:08:12				0:07:52

				Call Handle Time (Avg)				0:10:10		0:11:06		0:09:33		0:09:33		0:10:02				0:10:04

				Max Agents				8.49		8.94		8.01		8.84		6.88				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				141		142		152		109		116				660

				Calls Handled				111		126		147		106		114				603

				Calls Abandoned				22		13		4		2		2				42

				Abandon % (>5%)(Less Short Aban)				19.58%		10.17%		2.74%		1.82%		1.34%				7.13%

				Avg Time to Abandon				0:22:11		0:12:26		0:11:07		0:07:32		0:06:38				0:11:58

				Average Wait Time (>5 min)				0:31:41		0:11:31		0:04:09		0:01:34		0:02:46				0:10:20

				Max Wait Time				1:23:21		0:42:10		0:28:18		0:15:45		0:18:15				1:23:21

				Service Level (<80% calls under 5 min)				10.19%		9.85%		42.79%		59.01%		47.58%				33.88%

				Talk Time (Avg)				0:10:24		0:10:50		0:10:16		0:10:34		0:10:05				0:10:25

				Call Handle Time (Avg)				0:18:44		0:19:22		0:17:41		0:18:20		0:18:25				0:18:30

				Percent. calls transferred by CSS				11.13%		13.60%		15.98%		11.99%		14.72%				13.49%

				Max Agents				30.00		25.91		21.50		19.54		19.12				30

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				4		0		0		0		0				4

				Connected				203		138		49		20		52				462

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				8		4		0		0		0				12

				No Response				26		8		4		3		0				41

				Total Requests				241		150		53		23		52				519

				% Connected				84%		92%		92%		87%		100%				91.13%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		3		0		0		0				4

				Connected				189		149		77		78		50				543

				Error				1		1		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				10		4		0		0		0				14

				No Response				17		12		4		5		1				39

				Total Requests				218		169		81		83		51				602

				% Connected				87%		88%		95%		94%		98%				92.39%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				6		12		6		10		10				44

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				1		1		0		1		2				5

				Total Requests				8		14		6		11		12				51

				% Connected				75%		86%		100%		91%		83%				86.99%





































































































































1.26.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received		 		1280		1175		1060		1109		1121				5745

				Calls Handled				1148		1119		1027		1024		828				5146

				Calls Abandoned				126		59		39		84		271				579

				Abandon % (>5%)(Less Short Aban)				9.88%		5.04%		3.70%		7.56%		24.14%				10.06%

				Avg Time to Abandon				0:14:09		0:12:58		0:15:40		0:10:51		0:24:11				0:15:33

				Average Wait Time (>5 min)				0:13:54		0:07:12		0:03:09		0:09:15		0:36:10				0:13:56

				Max Wait Time				0:50:34		0:37:54		2:01:22		0:35:55		1:22:35				2:01:22

				Service Level (<80% calls under 5 min)				20.17%		55.46%		75.50%		34.19%		13.64%				39.79%

				Talk Time (Avg)				0:08:26		0:08:53		0:08:41		0:08:59		0:09:59				0:08:59

				Call Handle Time (Avg)				0:15:47		0:16:24		0:15:56		0:16:32		0:17:11				0:16:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.98%		83.98%		84.89%		84.91%		84.58%				84.47%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				278		235		237		240		130				1120

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				44.74%		76.15%		86.91%		57.42%		21.75%				57.39%

				Occupancy				na		na		na		na		na				na

				Max Agents				68		65		58		62		60				68



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				246		243		240		294		288				1311

				Calls Handled				226		226		221		262		252				1187

				Calls Abandoned				18		17		19		31		35				120

				Abandon % (>5%)(Less Short Aban)				7.32%		7.00%		7.92%		10.54%		12.15%				8.99%

				Avg Time to Abandon				0:02:48		0:03:16		0:05:46		0:06:20		0:05:14				0:04:40

				Average Wait Time (>5 min)				0:04:51		0:04:00		0:08:06		0:06:09		0:12:07				0:07:02

				Max Wait Time				0:21:22		0:21:41		0:33:56		0:36:54		0:38:03				0:38:03

				Service Level (<80% calls under 5 min)				54.42%		66.37%		49.32%		56.87%		29.76%				51.35%

				Talk Time (Avg)				0:07:45		0:07:30		0:08:34		0:08:17		0:08:20				0:08:05

				Call Handle Time (Avg)				0:12:34		0:11:46		0:13:19		0:13:26		0:13:32				0:12:55

				Max Agents				8.03		7.46		7.32		8.80		9.46				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				336		310		317		311		306				1580

				Calls Handled				294		288		307		290		285				1464

				Calls Abandoned				42		22		10		21		20				115

				Abandon % (>5%)(Less Short Aban)				12.50%		7.10%		3.15%		6.75%		6.54%				7.21%

				Avg Time to Abandon				0:08:05		0:06:04		0:04:14		0:08:13		0:03:45				0:06:04

		 		Average Wait Time (>5 min)				0:10:33		0:06:40		0:02:43		0:06:25		0:02:57				0:05:51

				Max Wait Time				0:26:39		0:19:59		0:15:24		0:21:07		0:19:41				0:26:39

				Service Level (<80% calls under 5 min)				21.43%		43.40%		75.57%		48.28%		75.79%				52.89%

				Talk Time (Avg)				0:08:23		0:08:00		0:07:36		0:08:04		0:08:24				0:08:05

				Call Handle Time (Avg)				0:11:19		0:09:56		0:10:20		0:10:42		0:11:15				0:10:42

				Max Agents				9.24		7.95		8.81		8.62		8.94				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				278		235		237		240		130				1120

				Calls Handled				240		210		218		216		96				980

				Calls Abandoned				29		20		16		20		24				111

				Abandon % (>5%)(Less Short Aban)				12.22%		9.55%		7.52%		9.48%		25.27%				12.81%

				Avg Time to Abandon				0:16:46		0:14:06		0:16:50		0:10:49		0:28:54				0:17:29

				Average Wait Time (>5 min)				0:20:01		0:14:43		0:07:02		0:12:55		0:28:26				0:16:37

				Max Wait Time				0:50:34		0:37:54		2:01:22		0:35:55		1:22:35				2:01:22

				Service Level (<80% calls under 5 min)				7.76%		8.84%		30.18%		9.20%		8.96%				12.99%

				Talk Time (Avg)				0:09:56		0:10:33		0:10:01		0:10:11		0:10:36				0:10:15

				Call Handle Time (Avg)				0:18:25		0:19:13		0:18:31		0:19:08		0:18:26				0:18:44

				Percent. calls transferred by CSS				21.72%		20.00%		22.36%		21.64%		11.60%				19.46%

				Max Agents				34.71		32.96		29.40		30.80		24.10				35

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		0		0		0				2

				Connected				233		152		62		176		146				769

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				15		3		0		5		2				25

				No Response				40		11		5		11		14				81

				Total Requests				289		167		67		192		162				877

				% Connected				81%		91%		93%		92%		90%				89.19%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		0		0		4				6

				Connected				130		26		0		72		244				472

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				5		1		0		0		3				9

				No Response				13		3		0		9		22				47

				Total Requests				150		30		0		81		274				535

				% Connected				87%		87%		na		89%		89%				87.82%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		6		9		7		14				44

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		1				1

				No Response				4		0		0		2		6				12

				Total Requests				12		6		9		9		21				57

				% Connected				67%		100%		100%		78%		67%				82.22%





































































































































1.19.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Calls Received						1262		1084		1024		922				4292

				Calls Handled						1102		1027		973		906				4008

				Calls Abandoned						148		50		55		18				271

				Abandon % (>5%)(Less Short Aban)						11.75%		4.62%		5.35%		1.96%				5.92%

				Avg Time to Abandon						0:14:32		0:09:38		0:12:13		0:10:15				0:11:39

				Average Wait Time (>5 min)						0:17:27		0:06:08		0:06:10		0:02:27				0:08:03

				Max Wait Time						0:59:03		0:30:22		0:30:22		0:32:10				0:59:03

				Service Level (<80% calls under 5 min)						20.21%		45.92%		66.24%		85.09%				54.37%

				Talk Time (Avg)						0:08:32		0:08:49		0:09:12		0:08:11				0:08:41

				Call Handle Time (Avg)						0:15:57		0:16:31		0:16:45		0:15:38				0:16:12

				Transfer Out						na		na		na		na				na

				First Call Resolution %						82.94%		82.28%		83.48%		84.41%				83.28%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						244		236		228		203				911

		 		Short Abandon (under 60 seconds)						0		0		0		0				0

				% of calls answered in under 10 minutes						37.83%		71.68%		77.21%		89.18%				68.97%

				Occupancy						na		na		na		na				na

				Max Agents						67		61		59		49				67



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Calls Received						226		196		230		197				849

				Calls Handled						215		186		207		187				795

				Calls Abandoned						11		9		23		9				52

				Abandon % (>5%)(Less Short Aban)						4.87%		4.59%		10.00%		4.57%				6.01%

				Avg Time to Abandon						0:04:08		0:02:30		0:07:12		0:04:10				0:04:30

				Average Wait Time (>5 min)						0:02:46		0:04:03		0:08:16		0:06:17				0:05:20

				Max Wait Time						0:20:31		0:18:08		0:29:09		0:26:48				0:29:09

				Service Level (<80% calls under 5 min)						79.07%		62.90%		52.66%		53.48%				62.03%

				Talk Time (Avg)						0:07:47		0:08:27		0:08:44		0:07:56				0:08:13

				Call Handle Time (Avg)						0:13:03		0:13:48		0:14:01		0:13:02				0:13:28

				Max Agents						4.15		3.75		7.20		5.82				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Calls Received						284		338		338		334				1294

				Calls Handled						264		320		310		312				1206

				Calls Abandoned						20		18		28		22				88

				Abandon % (>5%)(Less Short Aban)						7.04%		5.33%		8.28%		6.59%				6.81%

				Avg Time to Abandon						0:03:44		0:06:13		0:02:45		0:05:48				0:04:37

		 		Average Wait Time (>5 min)						0:04:26		0:04:16		0:03:50		0:05:05				0:04:24

				Max Wait Time						0:20:07		0:28:30		0:19:46		0:20:52				0:28:30

				Service Level (<80% calls under 5 min)						66.67%		75.94%		71.29%		65.71%				69.90%

				Talk Time (Avg)						0:08:15		0:07:39		0:07:14		0:07:39				0:07:41

				Call Handle Time (Avg)						0:11:16		0:10:21		0:10:13		0:10:21				0:10:32

				Max Agents						3.81		4.52		8.80		8.97				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Calls Received						244		236		228		203				911

				Calls Handled						204		223		203		194				824

				Calls Abandoned						29		11		20		8				68

				Abandon % (>5%)(Less Short Aban)						14.31%		4.87%		9.93%		4.17%				8.32%

				Avg Time to Abandon						0:16:42		0:08:26		0:12:53		0:10:31				0:12:08

				Average Wait Time (>5 min)						0:25:58		0:07:00		0:12:14		0:04:59				0:12:32

				Max Wait Time						0:59:03		0:30:22		0:30:22		0:32:10				0:59:03

				Service Level (<80% calls under 5 min)						6.00%		20.45%		18.67%		50.20%				23.83%

				Talk Time (Avg)						0:09:34		0:10:08		0:10:44		0:10:16				0:10:10

				Call Handle Time (Avg)						0:17:37		0:18:24		0:19:25		0:18:37				0:18:30

				Percent. calls transferred by CSS						19.33%		21.77%		22.27%		22.02%				21.35%

				Max Agents						33.15		29.37		30.40		25.99				33

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						1		0		0		0				1

				Connected						300		95		134		0				529

				Error						0		1		0		0				1

				Invalid Number						0		1		0		0				1

				No Answer						9		1		3		0				13

				No Response						25		16		34		0				75

				Total Requests						335		114		171		0				620

				% Connected						90%		83%		78%		na				83.75%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						2		1		0		0				3

				Connected						195		110		12		57				374

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						3		7		0		0				10

				No Response						19		11		1		6				37

				Total Requests						219		129		13		63				424

				% Connected						89%		85%		92%		90%				89.27%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						0		0		1		0				1

				Connected						9		6		19		4				38

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		1		0		0				1

				No Response						0		0		4		0				4

				Total Requests						9		7		24		4				44

				% Connected						100%		86%		79%		100%				91.22%





































































































































1.12.2025

								 				 		 		 										to 1/15

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Calls Received				2685		3392		4382		1033		887				12379						10459

				Calls Handled				1731		1835		2188		975		875				7604						5754

				Calls Abandoned				847		1407		2009		59		10				4332						4263

				Abandon % (>5%)(Less Short Aban)				31.56%		41.47%		45.85%		5.71%		1.10%				25.14%						39.63%

				Avg Time to Abandon				0:32:41		0:38:27		0:46:28		0:10:30		0:05:05				0:26:38						0:39:12

				Average Wait Time (>5 min)				1:03:46		1:14:28		1:20:18		0:08:45		0:01:52				0:45:49						1:12:50

				Max Wait Time				1:52:31		2:01:45		2:04:45		0:41:24		0:17:39				2:04:45						2:04:45

				Service Level (<80% calls under 5 min)				3.17%		2.27%		1.54%		58.10%		82.01%				29.42%						2.33%

				Talk Time (Avg)				0:09:42		0:09:31		0:10:07		0:09:02		0:08:51				0:09:26						0:09:46

				Call Handle Time (Avg)				0:16:52		0:16:29		0:16:45		0:16:34		0:16:34				0:16:38						0:16:42

				Transfer Out				na		na		na		na		na				na						na

				First Call Resolution %				85.74%		87.42%		88.44%		83.60%		83.01%				85.64%						87.20%

				Complaints Received																0						na

				Complaints Resolved																0						na

				Helpline (Transfers)				262		249		257		211		204				1183						768

		 		Short Abandon (under 60 seconds)				0		0		1		0		0				1						1

				% of calls answered in under 10 minutes				4.53%		3.40%		2.54%		66.29%		96.64%				34.68%						3.49%

				Occupancy				na		na		na		na		na				na						na

				Max Agents				137		163		210		58		50				210						210



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls						Count of Calls





















																		Top 10 Total		0						0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Calls Received				450		467		491		203		199				1810						1408

				Calls Handled				372		370		365		192		176				1475						1107

				Calls Abandoned				74		86		125		8		21				314						285

				Abandon % (>5%)(Less Short Aban)				16.44%		18.42%		25.46%		3.94%		10.55%				14.96%						20.11%

				Avg Time to Abandon				0:07:24		0:10:22		0:19:39		0:03:23		0:07:33				0:09:40						0:12:28

				Average Wait Time (>5 min)				0:12:46		0:21:02		0:28:12		0:01:35		0:08:16				0:14:22						0:20:40

				Max Wait Time				0:41:17		0:55:43		1:55:57		0:27:56		0:58:05				1:55:57						1:55:57

				Service Level (<80% calls under 5 min)				28.15%		20.53%		16.43%		90.63%		52.27%				41.60%						21.71%

				Talk Time (Avg)				0:08:49		0:09:43		0:09:33		0:06:32		0:08:35				0:08:38						0:09:21

				Call Handle Time (Avg)				0:13:42		0:14:47		0:14:21		0:11:35		0:14:22				0:13:45						0:14:16

				Max Agents				8.44		9.84		11.33		2.80		3.99				11				 		11







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Calls Received				426		439		497		327		280				1969						1362

				Calls Handled				383		384		466		307		272				1812						1233

				Calls Abandoned				43		55		31		20		8				157						129

				Abandon % (>5%)(Less Short Aban)				10.09%		12.53%		6.24%		6.12%		2.86%				7.57%						9.62%

				Avg Time to Abandon				0:08:15		0:06:57		0:04:47		0:04:21		0:04:16				0:05:43						0:06:39

		 		Average Wait Time (>5 min)				0:08:52		0:12:00		0:05:54		0:05:30		0:02:19				0:06:55						0:08:55

				Max Wait Time				0:31:11		0:35:40		0:19:33		0:17:27		0:12:13				0:35:40						0:35:40

				Service Level (<80% calls under 5 min)				43.86%		29.17%		48.71%		51.47%		76.84%				50.01%						40.58%

				Talk Time (Avg)				0:08:37		0:09:13		0:07:57		0:07:59		0:07:28				0:08:14						0:08:35

				Call Handle Time (Avg)				0:11:57		0:12:03		0:10:45		0:10:44		0:09:58				0:11:05						0:11:35

				Max Agents				7.02		7.95		8.51		4.30		3.98				9				 		9

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Calls Received				262		249		257		211		204				1183						768

				Calls Handled				191		179		190		185		198				943						560

				Calls Abandoned				46		43		43		19		4				155						132

				Abandon % (>5%)(Less Short Aban)				24.24%		23.87%		22.62%		10.32%		2.10%				16.63%						23.58%

				Avg Time to Abandon				0:27:24		0:25:04		0:24:08		0:11:07		0:04:51				0:18:30						0:25:32

				Average Wait Time (>5 min)				0:47:11		0:48:05		0:40:23		0:18:36		0:03:49				0:31:36						0:45:13

				Max Wait Time				1:14:12		1:23:03		1:12:39		0:41:24		0:17:39				1:23:03						1:23:03

				Service Level (<80% calls under 5 min)				4.26%		3.12%		4.07%		17.21%		40.80%				13.89%						3.82%

				Talk Time (Avg)				0:11:57		0:11:18		0:12:07		0:10:50		0:10:00				0:11:14						0:11:47

				Call Handle Time (Avg)				0:19:36		0:19:18		0:19:33		0:19:48		0:18:24				0:19:19						0:19:29

				Percent. calls transferred by CSS				9.76%		7.34%		5.86%		20.43%		23.00%				13.28%						7.65%

				Max Agents				48.47		51.16		59.74		29.29		24.31				60						60

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Busy				0		0		0		0		0				0						0

				Caller canceled				4		2		2		2		0				10						8

				Connected				444		408		391		216		47				1506						1243

				Error				2		2		1		1		0				6						5

				Invalid Number				0		0		0		0		0				0						0

				No Answer				16		18		10		11		2				57						44

				No Response				50		41		44		43		3				181						135

				Total Requests				516		471		448		273		52				1760						1435

				% Connected				86%		87%		87%		79%		90%				85.89%						86.65%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Busy				1		0		0		0		0				1						1

				Caller canceled				15		14		18		0		0				47						47

				Connected				580		560		547		28		3				1718						1687

				Error				0		3		2		1		0				6						5

				Invalid Number				0		0		0		0		0				0						0

				No Answer				17		47		42		0		1				107						106

				No Response				84		78		124		7		3				296						286

				Total Requests				697		702		733		36		7				2175						2132

				% Connected				83%		80%		75%		78%		43%				71.65%						79.20%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week						Week

				Busy				0		0		0		0		0				0						0

				Caller canceled				0		1		1		0		0				2						2

				Connected				46		54		40		1		9				150						140

				Error				0		2		0		0		0				2						2

				Invalid Number				0		0		0		0		0				0						0

				No Answer				1		3		2		0		1				7						6

				No Response				3		16		7		0		0				26						26

				Total Requests				50		76		50		1		10				187						176

				% Connected				92%		71%		80%		100%		90%				86.61%						81.02%





































































































































1.5.2025

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				2208		2058		1983		1689		1640		203		9781

				Calls Handled				1545		1506		1501		1389		1378		202		7520

				Calls Abandoned				564		473		426		265		215		0		1942

				Abandon % (>5%)(Less Short Aban)				25.54%		22.96%		21.48%		15.68%		13.09%		0.00%		16.46%

				Avg Time to Abandon				0:24:25		0:22:41		0:22:00		0:16:48		0:17:09		0:00:00		0:17:10

				Average Wait Time (>5 min)				0:46:22		0:40:49		0:32:05		0:24:25		0:21:27		0:00:02		0:27:31

				Max Wait Time				1:30:40		1:23:12		1:18:12		1:09:00		1:01:47		0:00:45		1:30:40

				Service Level (<80% calls under 5 min)				2.60%		9.58%		7.37%		10.26%		19.23%		100.00%		24.84%

				Talk Time (Avg)				0:09:02		0:09:05		0:09:17		0:08:41		0:09:13		0:10:33		0:09:18

				Call Handle Time (Avg)				0:16:09		0:16:04		0:16:16		0:15:45		0:16:22		0:17:29		0:16:20

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.09%		81.98%		84.99%		85.08%		84.26%		87.02%		84.24%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				255		290		275		250		216		42		1328

		 		Short Abandon (under 60 seconds)				0		1		0		0		0		0		1

				% of calls answered in under 10 minutes				4.91%		12.25%		13.04%		17.25%		31.99%		100.00%		29.91%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				110		105		103		85		84		12		110



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				333		348		352		281		314		26		1654

				Calls Handled				280		286		283		261		295		25		1430

				Calls Abandoned				48		58		65		19		16		1		207

				Abandon % (>5%)(Less Short Aban)				14.41%		16.67%		18.47%		6.76%		5.10%		3.85%		10.88%

				Avg Time to Abandon				0:08:11		0:06:40		0:07:19		0:04:56		0:03:58		0:00:36		0:05:16

				Average Wait Time (>5 min)				0:12:22		0:13:30		0:12:36		0:06:06		0:04:51		0:00:31		0:08:19

				Max Wait Time				0:50:13		0:39:20		0:41:42		0:39:02		0:39:02		0:07:47		0:50:13

				Service Level (<80% calls under 5 min)				36.79%		29.37%		31.10%		60.15%		66.78%		96.00%		53.36%

				Talk Time (Avg)				0:07:49		0:08:07		0:08:45		0:08:58		0:07:43		0:08:24		0:08:17

				Call Handle Time (Avg)				0:12:19		0:12:52		0:13:48		0:14:12		0:12:58		0:13:12		0:13:13

				Max Agents				7.41		7.26		7.81		5.29		6.02		0.40		8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				371		389		394		415		353		44		1966

				Calls Handled				315		348		341		373		319		43		1739

				Calls Abandoned				56		40		52		42		34		1		225

				Abandon % (>5%)(Less Short Aban)				15.09%		10.28%		13.20%		10.12%		9.63%		2.27%		10.10%

				Avg Time to Abandon				0:07:53		0:08:31		0:06:54		0:04:44		0:05:01		0:01:35		0:05:46

		 		Average Wait Time (>5 min)				0:10:25		0:11:34		0:11:05		0:07:21		0:08:01		0:00:38		0:08:10

				Max Wait Time				0:32:23		0:34:19		0:35:26		0:21:37		0:22:25		0:09:49		0:35:26

				Service Level (<80% calls under 5 min)				41.90%		37.07%		22.58%		37.53%		37.62%		97.67%		45.73%

				Talk Time (Avg)				0:08:37		0:07:55		0:09:18		0:07:51		0:08:38		0:07:42		0:08:20

				Call Handle Time (Avg)				0:11:25		0:10:48		0:12:23		0:10:50		0:11:51		0:09:58		0:11:12

				Max Agents				5.70		6.40		6.18		5.84		6.88		1.19		7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				255		290		275		250		216		42		1328

				Calls Handled				186		217		194		199		182		41		1020

				Calls Abandoned				45		48		51		36		26		0		206

				Abandon % (>5%)(Less Short Aban)				23.97%		22.23%		26.49%		18.01%		14.22%		0.00%		17.49%

				Avg Time to Abandon				0:22:31		0:20:27		0:28:32		0:19:06		0:16:14		0:00:00		0:17:48

				Average Wait Time (>5 min)				0:38:50		0:38:35		0:45:41		0:34:21		0:20:32		0:00:02		0:29:40

				Max Wait Time				1:08:02		1:01:47		1:18:12		1:09:00		1:01:47		0:00:45		1:18:12

				Service Level (<80% calls under 5 min)				6.21%		5.63%		4.95%		4.46%		3.78%		98.75%		20.63%

				Talk Time (Avg)				0:10:54		0:10:34		0:11:25		0:10:06		0:10:49		0:13:22		0:11:11

				Call Handle Time (Avg)				0:18:31		0:18:14		0:19:28		0:17:50		0:18:14		0:21:09		0:18:54

				Percent. calls transferred by CSS				11.55%		14.09%		13.87%		14.80%		13.17%		20.69%		14.70%

				Max Agents				47.59		44.38		46.09		36.28		35.22		4.75		48

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				6		3		4		0		2				15

				Connected				483		440		472		396		287				2078

				Error				0		1		2		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				15		16		7		13		15				66

				No Response				52		47		36		22		21				178

				Total Requests				556		507		521		431		325				2340

				% Connected				87%		87%		91%		92%		88%				88.89%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				14		11		6		5		3				39

				Connected				537		492		476		354		362				2221

				Error				1		1		2		1		0				5

				Invalid Number				0		0		0		0		0				0

				No Answer				18		15		10		14		10				67

				No Response				81		62		49		22		27				241

				Total Requests				651		581		543		396		402				2573

				% Connected				82%		85%		88%		89%		90%				86.85%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		3		4		0		0				8

				Connected				30		38		305		10		13				396

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				3		1		5		0		0				9

				No Response				8		8		27		1		2				46

				Total Requests				42		50		342		11		15				460

				% Connected				71%		76%		89%		91%		87%				82.84%





































































































































12.29.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				2570		1318				1972		1882		149		7891

				Calls Handled				1617		1077				1443		1398		147		5682

				Calls Abandoned				875		220				444		395		0.8493		1934

				Abandon % (>5%)(Less Short Aban)				34.05%		16.70%				22.49%		20.98%		0.57%		18.96%

				Avg Time to Abandon				0:33:59		0:19:28				0:22:32		0:23:37		0:04:53		0:20:53

				Average Wait Time (>5 min)				1:02:32		0:28:51				0:40:06		0:38:05		0:00:32		0:34:01

				Max Wait Time				1:38:50		1:24:58				1:19:10		1:31:38		0:23:00		1:38:50

				Service Level (<80% calls under 5 min)				2.16%		15.83%				13.61%		11.50%		97.08%		28.04%

				Talk Time (Avg)				0:09:01		0:09:26				0:09:16		0:09:23		0:09:05		0:09:14

				Call Handle Time (Avg)				0:16:01		0:16:26				0:16:31		0:16:09		0:15:27		0:16:06

				Transfer Out				na		na				na		na		na		na

				First Call Resolution %				85.52%		86.45%				79.88%		79.21%		81.63%		82.54%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				358		299				296		272		25		1250

		 		Short Abandon (under 60 seconds)				0		1				0		0		0		1

				% of calls answered in under 10 minutes				3.14%		26.79%				17.89%		13.61%		99.42%		32.17%

				Occupancy				na		na				na		na		na		na

				Max Agents				130		74				104		96		7		130



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		4-Jan

				Calls Received				453		276				263		301		8		1301

				Calls Handled				318		244				226		259		8		1055

				Calls Abandoned				127		30				37		40		0		234

				Abandon % (>5%)(Less Short Aban)				28.04%		10.87%				14.07%		13.29%		0.00%		13.25%

				Avg Time to Abandon				0:16:30		0:08:52				0:08:37		0:07:21		0:00:00		0:08:16

				Average Wait Time (>5 min)				0:35:04		0:17:53				0:13:27		0:12:37		0:00:05		0:15:49

				Max Wait Time				1:48:09		0:49:19				1:00:16		0:47:18		0:00:11		1:48:09

				Service Level (<80% calls under 5 min)				13.21%		22.13%				31.42%		33.59%		100.00%		40.07%

				Talk Time (Avg)				0:09:56		0:08:22				0:09:19		0:07:30		0:08:26		0:08:42

				Call Handle Time (Avg)				0:15:07		0:13:18				0:15:08		0:12:24		0:17:06		0:14:36

				Max Agents				8.19		5.60				4.99		6.21		0.02		8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				385		215				360		324		4		1288

				Calls Handled				350		205				330		298		4		1187

				Calls Abandoned				34		10				30		25		0		99

				Abandon % (>5%)(Less Short Aban)				8.83%		4.65%				8.33%		7.72%		0.00%		5.91%

				Avg Time to Abandon				0:05:38		0:03:08				0:05:11		0:05:09		0:00:00		0:03:49

		 		Average Wait Time (>5 min)				0:05:53		0:05:29				0:07:34		0:05:17		0:00:01		0:04:50

				Max Wait Time				0:22:46		0:23:58				0:25:14		0:22:16		0:00:02		0:25:14

				Service Level (<80% calls under 5 min)				57.14%		58.05%				39.70%		63.09%		100.00%		63.60%

				Talk Time (Avg)				0:08:17		0:08:20				0:08:12		0:08:25		0:07:30		0:08:08

				Call Handle Time (Avg)				0:11:17		0:11:57				0:11:46		0:11:37		0:08:49		0:11:05

				Max Agents				6.82		4.34				7.53		4.72		0.10		8				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				358		299				296		272		25		1250

				Calls Handled				233		237				217		219		24		930

				Calls Abandoned				74		44				52		39		0		209

				Abandon % (>5%)(Less Short Aban)				31.95%		18.43%				23.84%		17.66%		2.08%		18.79%

				Avg Time to Abandon				0:33:19		0:24:09				0:23:52		0:19:26		0:04:53		0:21:07

				Average Wait Time (>5 min)				1:06:12		0:43:06				0:50:30		0:37:02		0:01:37		0:39:41

				Max Wait Time				1:38:07		1:24:58				1:19:10		1:08:20		0:23:00		1:38:07

				Service Level (<80% calls under 5 min)				3.97%		6.38%				5.91%		5.18%		70.21%		18.33%

				Talk Time (Avg)				0:10:20		0:11:18				0:11:23		0:11:23		0:13:09		0:11:30

				Call Handle Time (Avg)				0:18:15		0:19:45				0:19:20		0:18:49		0:20:12		0:19:16

				Percent. calls transferred by CSS				13.93%		22.69%				15.01%		14.45%		16.78%		16.57%

				Max Agents				53.74		34.21				47.49		41.99		2.69		54

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Busy				0		0				0		0		0		0

				Caller canceled				3		3				6		5		0		17

				Connected				491		279				483		459		1		1713

				Error				8		0				2		3		0		13

				Invalid Number				0		0				0		0		0		0

				No Answer				17		14				18		12		0		61

				No Response				54		37				52		38		0		181

				Total Requests				573		333				561		517		1		1985

				% Connected				86%		84%				86%		89%		100%		88.87%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Busy				0		0				0		0				0

				Caller canceled				11		5				6		11				33

				Connected				477		217				419		440				1553

				Error				0		1				2		1				4

				Invalid Number				1		0				0		0				1

				No Answer				21		9				18		15				63

				No Response				40		20				42		58				160

				Total Requests				550		252				487		525				1814

				% Connected				87%		86%				86%		84%				85.67%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Busy				1		0				0		0				1

				Caller canceled				1		0				1		0				2

				Connected				72		38				32		29				171

				Error				0		0				0		0				0

				Invalid Number				0		0				0		0				0

				No Answer				3		2				1		0				6

				No Response				17		9				3		1				30

				Total Requests				94		49				37		30				210

				% Connected				77%		78%				86%		97%				84.32%





































































































































12.22.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received				1336		320				832		1128				3616

				Calls Handled				1229		319				738		948				3234

				Calls Abandoned				109		0				99		186				394

				Abandon % (>5%)(Less Short Aban)				8.15%		0.00%				11.95%		16.47%				9.14%

				Avg Time to Abandon				0:13:14		0:00:00				0:23:00		0:27:28				0:15:55

				Average Wait Time (>5 min)				0:11:55		0:00:09				0:15:18		0:28:58				0:14:05

				Max Wait Time				0:49:38		0:11:15				1:13:03		2:00:18				2:00:18

				Service Level (<80% calls under 5 min)				46.78%		99.48%				51.51%		31.46%				57.31%

				Talk Time (Avg)				0:09:07		0:09:18				0:09:00		0:08:53				0:09:04

				Call Handle Time (Avg)				0:16:20		0:16:31				0:16:07		0:15:55				0:16:13

				Transfer Out				na		na				na		na				na

				First Call Resolution %				82.04%		85.88%				84.16%		83.36%				83.86%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				259		67				164		238				728

		 		Short Abandon (under 60 seconds)				0		0				0		0				0

				% of calls answered in under 10 minutes				57.85%		99.74%				59.40%		39.32%				64.08%

				Occupancy				na		na				na		na				na

				Max Agents				73		18				68		61				73



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received				235		45				154		216				650

				Calls Handled				199		43				144		183				569

				Calls Abandoned				34		2				9		33				78

				Abandon % (>5%)(Less Short Aban)				14.47%		4.44%				5.84%		15.28%				10.01%

				Avg Time to Abandon				0:08:44		0:00:50				0:03:46		0:06:48				0:05:02

				Average Wait Time (>5 min)				0:14:17		0:03:58				0:04:48		0:18:26				0:10:22

				Max Wait Time				1:02:02		0:20:24				0:19:41		0:56:41				1:02:02

				Service Level (<80% calls under 5 min)				25.63%		67.44%				63.19%		25.68%				45.49%

				Talk Time (Avg)				0:07:34		0:07:33				0:07:28		0:08:15				0:07:42

				Call Handle Time (Avg)				0:12:15		0:13:56				0:12:32		0:12:49				0:12:53

				Max Agents				3.63		1.24				2.49		4.24				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received				301		157				183		209				850

				Calls Handled				0:00:00		144				174		200				768

				Calls Abandoned				51		13				9		9				82

				Abandon % (>5%)(Less Short Aban)				16.94%		8.28%				4.92%		4.31%				8.61%

				Avg Time to Abandon				0:11:08		0:08:11				0:04:25		0:04:47				0:07:07

		 		Average Wait Time (>5 min)				0:19:18		0:08:49				0:04:24		0:02:49				0:08:50

				Max Wait Time				0:40:53		0:27:03				0:17:20		0:13:50				0:40:53

				Service Level (<80% calls under 5 min)				15.20%		45.83%				60.34%		80.00%				50.34%

				Talk Time (Avg)				0:08:28		0:08:37				0:07:48		0:08:20				0:08:18

				Call Handle Time (Avg)				0:12:40		0:12:35				0:10:31		0:11:12				0:11:44

				Max Agents				4.65		2.29				2.77		3.49				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received				259		67				164		238				728

				Calls Handled				216		67				124		171				578

				Calls Abandoned				31		0				28		44				103

				Abandon % (>5%)(Less Short Aban)				14.51%		0.00%				22.63%		25.57%				15.68%

				Avg Time to Abandon				0:14:26		0:00:00				0:25:54		0:34:53				0:18:48

				Average Wait Time (>5 min)				0:24:02		0:00:17				0:34:46		1:01:59				0:30:16

				Max Wait Time				0:49:38		0:11:15				1:13:03		2:00:18				2:00:18

				Service Level (<80% calls under 5 min)				6.01%		92.86%				12.71%		5.39%				29.24%

				Talk Time (Avg)				0:10:48		0:10:34				0:10:40		0:10:12				0:10:33

				Call Handle Time (Avg)				0:19:07		0:18:35				0:18:48		0:18:07				0:18:39

				Percent. calls transferred by CSS				19.39%		20.94%				19.71%		21.10%				20.28%

				Max Agents				36.93		8.67				22.59		30.67				37

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Busy				0		0				1		0				1

				Caller canceled				1		0				1		6				8

				Connected				265		0				87		229				581

				Error				0		0				0		1				1

				Invalid Number				0		0				0		0				0

				No Answer				7		0				0		12				19

				No Response				24		0				10		30				64

				Total Requests				297		0				99		278				674

				% Connected				89%		na				88%		82%				86.49%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Busy				0		0				0		0				0

				Caller canceled				1		0				0		0				1

				Connected				60		0				41		87				188

				Error				0		0				0		0				0

				Invalid Number				0		0				0		0				0

				No Answer				0		0				0		4				4

				No Response				11		1				3		5				20

				Total Requests				72		1				44		96				213

				% Connected				83%		na				93%		91%				89.05%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Busy				0		0				0		0				1

				Caller canceled				2		0				0		0				5

				Connected				28		3				2		24				330

				Error				0		0				0		0				1

				Invalid Number				0		0				0		0				0

				No Answer				1		1				0		1				19

				No Response				2		1				0		0				64

				Total Requests				33		5				2		25				419

				% Connected				85%		60%				100%		96%				85.67%





































































































































12.15.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received		274		2884		3150		3610		1713		1267				12898

				Calls Handled		264		1953		2080		2121		1403		1085				8906

				Calls Abandoned		9		784		903		1336		325		174				3532

				Abandon % (>5%)(Less Short Aban)		3.23%		27.20%		28.67%		37.01%		19.00%		13.72%				21.47%

				Avg Time to Abandon		0:05:52		0:24:52		0:24:55		0:37:46		0:30:44		0:17:00				0:23:31

				Average Wait Time (>5 min)		0:05:09		0:50:55		0:54:39		1:11:46		0:31:00		0:20:47				0:39:02

				Max Wait Time		0:26:32		1:27:59		2:00:44		2:01:54		2:42:35		1:06:51				2:42:35

				Service Level (<80% calls under 5 min)		57.25%		3.48%		1.37%		1.40%		36.82%		22.10%				20.40%

				Talk Time (Avg)		0:09:35		0:09:59		0:09:47		0:09:55		0:09:44		0:09:12				0:09:42

				Call Handle Time (Avg)		0:16:43		0:17:00		0:16:52		0:16:42		0:16:37		0:16:09				0:16:40

				Transfer Out		na		na		na		na		na		na				na

				First Call Resolution %		96.00%		86.70%		88.70%		88.35%		79.72%		82.34%				86.97%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)		5		219		240		230		287		220				1201

		 		Short Abandon (under 60 seconds)		0		0		0		0		1		0				1

				% of calls answered in under 10 minutes		78.44%		5.22%		1.86%		2.19%		48.14%		28.22%				27.34%

				Occupancy		na		na		na		na		na		na				na

				Max Agents		13		146		159		177		95		67				177



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received		41		569		641		595		241		265				2352

				Calls Handled		39		436		381		440		228		225				1749

				Calls Abandoned		2		122		234		140		11		39				548

				Abandon % (>5%)(Less Short Aban)		4.88%		21.44%		36.51%		23.53%		4.56%		14.72%				17.61%

				Avg Time to Abandon		0:04:31		0:11:35		0:22:12		0:14:39		0:05:47		0:05:49				0:10:45

				Average Wait Time (>5 min)		0:03:25		0:29:13		0:48:12		0:32:58		0:04:38		0:07:37				0:21:00

				Max Wait Time		0:17:57		1:06:58		1:55:10		1:43:01		0:26:02		0:42:43				1:55:10

				Service Level (<80% calls under 5 min)		71.79%		8.72%		14.73%		11.98%		68.86%		54.22%				38.38%

				Talk Time (Avg)		0:07:50		0:09:19		0:10:03		0:09:47		0:08:20		0:08:26				0:08:57

				Call Handle Time (Avg)		0:11:50		0:13:59		0:15:03		0:14:51		0:13:43		0:14:00				0:13:54

				Max Agents		0.93		11.65		11.50		11.96		4.32		4.15				12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received		9		339		409		362		286		251				1656

				Calls Handled		0:00:00		252		301		300		258		215				1335

				Calls Abandoned		0		87		107		62		27		36				319

				Abandon % (>5%)(Less Short Aban)		0.00%		25.66%		26.16%		17.13%		9.44%		14.34%				15.46%

				Avg Time to Abandon		0:00:00		0:16:45		0:11:53		0:11:30		0:07:42		0:10:09				0:09:39

		 		Average Wait Time (>5 min)		0:00:04		0:24:00		0:22:39		0:21:02		0:08:41		0:16:27				0:15:28

				Max Wait Time		0:00:15		0:00:15		1:01:21		0:55:39		0:35:19		0:40:54				1:01:21

				Service Level (<80% calls under 5 min)		100.00%		21.03%		12.29%		24.67%		40.31%		21.40%				36.62%

				Talk Time (Avg)		0:10:56		0:09:22		0:08:25		0:08:54		0:07:37		0:08:42				0:08:59

				Call Handle Time (Avg)		0:11:48		0:12:16		0:10:59		0:11:57		0:10:45		0:12:15				0:11:40

				Max Agents		0.30		7.24		8.40		8.01		5.66		4.25				8				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received		5		219		240		230		287		220				1201

				Calls Handled		5		150		151		159		186		173				824

				Calls Abandoned		0		40		48		42		62		34				226

				Abandon % (>5%)(Less Short Aban)		3.33%		26.92%		31.64%		26.17%		33.16%		19.69%				23.49%

				Avg Time to Abandon		0:04:58		0:22:20		0:30:26		0:32:32		0:35:31		0:18:08				0:23:59

				Average Wait Time (>5 min)		0:07:08		0:44:16		1:04:32		0:59:01		1:10:27		0:34:21				0:46:37

				Max Wait Time		0:26:32		1:12:38		2:00:44		1:39:36		2:42:35		1:06:51				2:42:35

				Service Level (<80% calls under 5 min)		28.81%		4.39%		5.12%		3.42%		5.32%		5.36%				8.74%

				Talk Time (Avg)		0:08:20		0:11:26		0:10:40		0:10:56		0:12:12		0:10:47				0:10:43

				Call Handle Time (Avg)		0:14:45		0:18:20		0:18:12		0:18:27		0:19:35		0:18:09				0:17:54

				Percent. calls transferred by CSS		1.82%		7.59%		7.62%		6.37%		16.75%		17.36%				9.59%

				Max Agents		2.46		50.27		50.62		51.47		50.98		32.49				51

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Busy		0		0		0		0		0		0				0

				Caller canceled		0		1		7		8		2		1				19

				Connected		7		434		450		403		373		309				1976

				Error		0		3		1		0		3		0				7

				Invalid Number		0		0		0		0		0		0				0

				No Answer		0		21		15		22		17		7				82

				No Response		0		61		43		60		37		28				229

				Total Requests		0		520		516		493		432		345				2306

				% Connected		100%		83%		87%		82%		86%		90%				88.13%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Busy		0		0		0		0		0		0				0

				Caller canceled		0		12		13		9		2		2				38

				Connected		21		606		607		581		148		188				2151

				Error		0		1		2		0		0		0				3

				Invalid Number		0		0		0		0		0		0				0

				No Answer		0		30		28		37		1		6				102

				No Response		0		80		72		111		17		16				296

				Total Requests		0		729		722		738		168		212				2569

				% Connected		100%		83%		84%		79%		88%		89%				87.12%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Busy		0		0		1		0		0		0				1

				Caller canceled		0		1		3		0		0		1				5

				Connected		1		109		104		83		2		31				330

				Error		0		0		1		0		0		0				1

				Invalid Number		0		0		0		0		0		0				0

				No Answer		0		8		8		3		0		0				19

				No Response		0		13		26		17		0		8				64

				Total Requests		0		131		143		103		2		40				419

				% Connected		100%		83%		73%		81%		100%		78%				85.67%





































































































































12.8.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				2029		1965		2161		2084		2284		283		10806

				Calls Handled				1555		1484		1703		1585		1627		281		8236

				Calls Abandoned				397		414		375		422		542		0.9056		2152

				Abandon % (>5%)(Less Short Aban)				19.59%		21.07%		17.36%		20.26%		23.73%		0.32%		17.05%

				Avg Time to Abandon				0:17:42		0:20:15		0:17:54		0:19:46		0:22:27		0:15:46		0:18:58

				Average Wait Time (>5 min)				0:33:12		0:35:20		0:35:19		0:41:20		0:41:34		0:01:24		0:31:21

				Max Wait Time				1:10:03		1:24:33		1:14:27		1:13:37		1:31:42		0:16:43		1:31:42

				Service Level (<80% calls under 5 min)				10.39%		5.29%		7.95%		7.93%		6.38%		90.10%		21.34%

				Talk Time (Avg)				0:09:17		0:09:30		0:09:20		0:09:52		0:10:02		0:09:57		0:09:39

				Call Handle Time (Avg)				0:16:25		0:16:26		0:16:10		0:16:51		0:17:09		0:17:01		0:16:40

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				86.88%		86.44%		88.75%		85.06%		88.48%		88.48%		87.35%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				197		171		178		162		148		32		888

		 		Short Abandon (under 60 seconds)				0		0		0		1		0		0		1

				% of calls answered in under 10 minutes				16.69%		13.06%		11.14%		9.74%		7.75%		92.33%		25.12%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				101		98		105		105		116		15		116



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				523		489		536		559		586		88		2781

				Calls Handled				405		390		408		338		395		84		2020

				Calls Abandoned				112		93		111		212		165		1		694

				Abandon % (>5%)(Less Short Aban)				21.41%		19.02%		20.71%		37.92%		28.16%		1.14%		21.39%

				Avg Time to Abandon				0:12:41		0:12:16		0:10:48		0:23:02		0:16:36		0:09:51		0:14:12

				Average Wait Time (>5 min)				0:17:57		0:15:41		0:23:38		0:41:15		0:38:27		0:02:39		0:23:16

				Max Wait Time				1:17:01		0:56:03		1:08:02		2:00:28		1:42:08		0:13:17		2:00:28

				Service Level (<80% calls under 5 min)				40.00%		37.44%		37.50%		35.22%		28.79%		76.19%		42.52%

				Talk Time (Avg)				0:08:31		0:08:35		0:08:13		0:10:25		0:09:27		0:09:13		0:09:04

				Call Handle Time (Avg)				0:13:55		0:14:00		0:13:12		0:15:37		0:14:33		0:15:01		0:14:23

				Max Agents				10.23		9.63		10.21		9.47		10.88		1.62		11				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				331		334		365		342		325		26		1723

				Calls Handled				0:00:00		287		301		267		286		26		1464

				Calls Abandoned				34		46		64		75		39		0		258

				Abandon % (>5%)(Less Short Aban)				10.27%		13.77%		17.53%		21.93%		12.00%		0.00%		12.58%

				Avg Time to Abandon				0:03:58		0:06:59		0:07:58		0:09:36		0:08:45		0:00:00		0:06:12

		 		Average Wait Time (>5 min)				0:06:35		0:11:38		0:12:14		0:18:14		0:10:22		0:00:11		0:09:52

				Max Wait Time				0:23:43		0:34:23		0:33:53		0:32:47		0:47:01		0:02:19		0:47:01

				Service Level (<80% calls under 5 min)				41.08%		29.97%		18.27%		10.86%		45.45%		100.00%		40.94%

				Talk Time (Avg)				0:07:58		0:08:10		0:07:52		0:07:34		0:07:51		0:07:51		0:07:52

				Call Handle Time (Avg)				0:10:52		0:11:13		0:10:31		0:10:37		0:10:38		0:09:53		0:10:37

				Max Agents				8.96		8.94		8.83		7.31		8.18		0.71		9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				197		171		178		162		148		32		888

				Calls Handled				159		120		146		124		112		32		692

				Calls Abandoned				26		31		23		26		23		0		129

				Abandon % (>5%)(Less Short Aban)				16.10%		25.71%		15.66%		21.13%		20.72%		0.00%		16.55%

				Avg Time to Abandon				0:16:47		0:24:03		0:19:01		0:22:38		0:20:13		0:00:00		0:17:07

				Average Wait Time (>5 min)				0:32:03		0:42:28		0:34:56		0:43:29		0:42:39		0:00:24		0:32:39

				Max Wait Time				1:10:03		1:24:33		1:14:27		1:11:59		1:26:01		0:08:18		1:26:01

				Service Level (<80% calls under 5 min)				5.41%		7.06%		9.17%		11.00%		8.87%		88.89%		21.73%

				Talk Time (Avg)				0:10:14		0:10:34		0:10:19		0:11:45		0:10:46		0:13:16		0:11:09

				Call Handle Time (Avg)				0:17:39		0:18:24		0:17:40		0:19:22		0:18:29		0:20:27		0:18:40

				Percent. calls transferred by CSS				9.71%		8.70%		8.24%		7.77%		6.48%		11.31%		8.70%

				Max Agents				37.43		37.54		36.63		39.94		37.14		5.62		40

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Busy				1		0		0		0		0		0		1

				Caller canceled				5		3		3		0		7		0		18

				Connected				379		366		426		457		400		1		2029

				Error				0		0		0		0		1		0		1

				Invalid Number				0		0		0		0		0		0		0

				No Answer				11		6		7		10		10		0		44

				No Response				44		38		57		42		43		0		224

				Total Requests				440		413		493		509		461		1		2317

				% Connected				86%		89%		86%		90%		87%		100%		89.62%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Busy				0		0		0		0		0		0		0

				Caller canceled				12		6		15		16		10		0		59

				Connected				536		567		609		611		584		12		2919

				Error				0		2		3		1		7		0		13

				Invalid Number				0		0		0		0		0		0		0

				No Answer				15		19		16		25		27		0		102

				No Response				68		59		78		75		96		0		376

				Total Requests				631		653		721		728		724		12		3469

				% Connected				85%		87%		84%		84%		81%		100%		86.81%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Busy				0		0		0		0		0		0		0

				Caller canceled				0		1		1		2		2		0		6

				Connected				64		69		109		123		126		0		491

				Error				0		0		0		3		3		0		6

				Invalid Number				0		0		0		0		0		0		0

				No Answer				2		3		3		10		13		0		31

				No Response				9		3		14		17		40		0		83

				Total Requests				75		76		127		155		184		0		617

				% Connected				85%		91%		86%		79%		68%		na		81.96%





































































































































12.1.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				2497		2017		1858		1777		1740		155		10044

				Calls Handled				1858		1613		1459		1492		1414		155		7991

				Calls Abandoned				563		343		354		239		267		0		1766

				Abandon % (>5%)(Less Short Aban)				22.56%		17.02%		19.03%		13.47%		15.33%		0.00%		14.57%

				Avg Time to Abandon				0:20:34		0:15:51		0:18:21		0:14:30		0:14:29		0:00:00		0:13:57

				Average Wait Time (>5 min)				0:38:46		0:31:49		0:28:26		0:21:15		0:23:43		0:00:02		0:24:00

				Max Wait Time				1:35:35		1:20:18		1:04:09		1:03:44		1:00:46		0:01:16		1:35:35

				Service Level (<80% calls under 5 min)				3.12%		9.04%		13.26%		16.15%		4.08%		100.00%		24.28%

				Talk Time (Avg)				0:09:38		0:09:40		0:09:41		0:09:03		0:09:25		0:10:24		0:09:38

				Call Handle Time (Avg)				0:16:40		0:16:49		0:16:53		0:16:06		0:16:26		0:16:57		0:16:38

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.76%		82.77%		84.50%		87.09%		85.55%		79.72%		83.73%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				264		192		207		175		191		22		1051

		 		Short Abandon (under 60 seconds)				0		0		0		0		1		0		1

				% of calls answered in under 10 minutes				5.76%		13.00%		17.71%		22.85%		10.40%		100.00%		28.29%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				128		103		97		87		88		8		128



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				337		354		363		376		306		43		1779

				Calls Handled				302		300		310		332		282		42		1568

				Calls Abandoned				33		51		47		39		23		0		193

				Abandon % (>5%)(Less Short Aban)				9.79%		14.41%		12.95%		10.37%		7.52%		0.00%		9.17%

				Avg Time to Abandon				0:06:57		0:06:58		0:09:29		0:04:34		0:08:53		0:00:00		0:06:08

				Average Wait Time (>5 min)				0:07:02		0:08:38		0:08:31		0:05:48		0:06:21		0:02:45		0:06:30

				Max Wait Time				0:41:29		0:43:04		0:46:27		0:26:52		0:36:38		0:17:16		0:46:27

				Service Level (<80% calls under 5 min)				59.93%		56.67%		52.90%		58.13%		59.57%		73.81%		60.17%

				Talk Time (Avg)				0:08:33		0:08:18		0:08:00		0:07:33		0:07:51		0:09:32		0:08:17

				Call Handle Time (Avg)				0:14:52		0:13:58		0:13:35		0:13:20		0:13:42		0:16:08		0:14:15

				Max Agents				8.56		7.15		7.01		5.72		6.62		0.64		9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				308		321		324		327		311		17		1608

				Calls Handled				291		288		294		303		281		17		1474

				Calls Abandoned				17		31		30		23		29		0		130

				Abandon % (>5%)(Less Short Aban)				5.52%		9.66%		9.26%		7.03%		9.32%		0.00%		6.80%

				Avg Time to Abandon				0:03:56		0:05:29		0:05:14		0:05:12		0:05:37		0:00:00		0:04:14

		 		Average Wait Time (>5 min)				0:03:56		0:07:06		0:07:24		0:06:25		0:10:39		0:00:10		0:05:56

				Max Wait Time				0:15:34		0:23:43		0:21:13		0:22:24		0:27:30		0:02:16		0:27:30

				Service Level (<80% calls under 5 min)				65.64%		38.89%		34.35%		38.94%		32.03%		100.00%		51.64%

				Talk Time (Avg)				0:08:03		0:07:45		0:07:49		0:07:05		0:08:36		0:09:05		0:08:03

				Call Handle Time (Avg)				0:11:10		0:10:46		0:10:37		0:10:03		0:12:18		0:11:00		0:10:59

				Max Agents				9.03		8.61		8.67		8.46		9.59		0.52		10				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				264		192		207		175		191		22		1051

				Calls Handled				190		156		162		148		153		22		831

				Calls Abandoned				46		26		31		20		26		0		150

				Abandon % (>5%)(Less Short Aban)				24.26%		16.47%		19.23%		13.79%		17.12%		0.00%		15.15%

				Avg Time to Abandon				0:24:42		0:16:22		0:20:33		0:16:17		0:16:12		0:00:00		0:15:41

				Average Wait Time (>5 min)				0:49:50		0:34:35		0:31:24		0:24:41		0:30:00		0:00:03		0:28:25

				Max Wait Time				1:35:35		1:20:18		1:04:09		1:03:44		1:00:46		0:01:16		1:35:35

				Service Level (<80% calls under 5 min)				5.06%		5.23%		6.65%		13.40%		5.84%		98.48%		22.44%

				Talk Time (Avg)				0:11:28		0:11:06		0:11:20		0:10:49		0:10:51		0:13:07		0:11:26

				Call Handle Time (Avg)				0:19:03		0:18:50		0:18:50		0:18:19		0:18:06		0:19:47		0:18:49

				Percent. calls transferred by CSS				10.57%		9.52%		11.14%		9.85%		10.98%		14.19%		11.04%

				Max Agents				57.32		45.06		41.87		35.03		36.97		3.62		57

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Busy				0		0		0		0		1		0		1

				Caller canceled				14		5		5		5		6		0		35

				Connected				584		455		418		299		377		0		2133

				Error				1		0		0		0		1		0		2

				Invalid Number				0		0		0		0		0		0		0

				No Answer				19		20		17		12		13		0		81

				No Response				75		58		53		25		38		0		249

				Total Requests				693		538		493		341		436		0		2501

				% Connected				84%		85%		85%		88%		86%		na		85.56%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Busy				0		0		0		0		0		0		0

				Caller canceled				9		14		8		9		10		0		50

				Connected				570		505		476		484		459		0		2494

				Error				0		0		1		0		1		0		2

				Invalid Number				0		0		0		0		0		0		0

				No Answer				19		11		11		14		10		0		65

				No Response				59		42		46		38		36		0		221

				Total Requests				657		572		542		545		516		0		2832

				% Connected				87%		88%		88%		89%		89%		na		88.13%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Busy				0		0		0		0		0		0		0

				Caller canceled				0		0		0		1		0		0		1

				Connected				28		39		48		29		34		3		181

				Error				0		0		0		0		1		0		1

				Invalid Number				0		0		0		0		0		0		0

				No Answer				1		2		1		1		0		0		5

				No Response				3		3		3		2		6		0		17

				Total Requests				32		44		52		33		41		3		205

				% Connected				88%		89%		92%		88%		83%		100%		89.87%





































































































































11.24.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				1576		1517		1167								4260

				Calls Handled				1490		1367		1132								3989

				Calls Abandoned				76		129		34								239

				Abandon % (>5%)(Less Short Aban)				4.82%		8.50%		2.90%								5.41%

				Avg Time to Abandon				0:10:54		0:10:13		0:09:24								0:10:10

				Average Wait Time (>5 min)				0:07:05		0:11:14		0:04:29								0:07:36

				Max Wait Time				0:34:04		0:45:33		0:28:33								0:45:33

				Service Level (<80% calls under 5 min)				58.10%		30.12%		69.73%								52.65%

				Talk Time (Avg)				0:08:51		0:09:13		0:09:24								0:09:09

				Call Handle Time (Avg)				0:16:04		0:16:26		0:17:01								0:16:30

				Transfer Out				na		na		na								na

				First Call Resolution %				85.25%		84.92%		85.36%								85.18%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				229		247		212								688

		 		Short Abandon (under 60 seconds)				0		0		0								0

				% of calls answered in under 10 minutes				65.54%		51.54%		80.57%								65.89%

				Occupancy				na		na		na								na

				Max Agents				81		81		65								81



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				328		363		326								1017

				Calls Handled				303		327		298								928

				Calls Abandoned				24		36		26								86

				Abandon % (>5%)(Less Short Aban)				7.32%		9.92%		7.98%								8.41%

				Avg Time to Abandon				0:03:44		0:09:48		0:05:15								0:06:15

				Average Wait Time (>5 min)				0:03:10		0:06:41		0:05:41								0:05:10

				Max Wait Time				0:20:13		0:52:57		0:31:54								0:52:57

				Service Level (<80% calls under 5 min)				75.25%		65.14%		62.08%								67.49%

				Talk Time (Avg)				0:07:07		0:07:11		0:07:52								0:07:23

				Call Handle Time (Avg)				0:12:19		0:12:22		0:13:17								0:12:39

				Max Agents				6.05		5.80		5.92								6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				323		330		279								932

				Calls Handled				286		246		251								783

				Calls Abandoned				36		84		28								148

				Abandon % (>5%)(Less Short Aban)				11.15%		25.45%		10.04%								15.55%

				Avg Time to Abandon				0:09:18		0:10:57		0:07:26								0:09:13

		 		Average Wait Time (>5 min)				0:08:32		0:23:17		0:07:15								0:13:01

				Max Wait Time				0:32:39		0:37:32		0:26:31								0:37:32

				Service Level (<80% calls under 5 min)				41.61%		6.50%		49.40%								32.50%

				Talk Time (Avg)				0:07:40		0:08:39		0:07:49								0:08:02

				Call Handle Time (Avg)				0:10:20		0:12:23		0:11:11								0:11:18

				Max Agents				8.24		8.47		7.80								8				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				229		247		212								688

				Calls Handled				202		220		196								618

				Calls Abandoned				17		21		12								50

				Abandon % (>5%)(Less Short Aban)				8.49%		9.37%		6.08%								7.98%

				Avg Time to Abandon				0:12:20		0:10:43		0:09:48								0:10:57

				Average Wait Time (>5 min)				0:16:17		0:13:53		0:10:07								0:13:25

				Max Wait Time				0:34:04		0:34:19		0:28:33								0:34:19

				Service Level (<80% calls under 5 min)				4.56%		11.11%		8.00%								7.89%

				Talk Time (Avg)				0:10:15		0:11:04		0:10:53								0:10:44

				Call Handle Time (Avg)				0:18:04		0:18:43		0:19:31								0:18:46

				Percent. calls transferred by CSS				14.53%		16.28%		18.17%								16.33%

				Max Agents				37.21		36.05		32.99								37

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Busy				0		0		0								0

				Caller canceled				1		1		3								5

				Connected				252		233		126								611

				Error				1		1		2								4

				Invalid Number				0		0		0								0

				No Answer				1		8		0								9

				No Response				16		22		10								48

				Total Requests				271		265		141								677

				% Connected				93%		88%		89%								90.09%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Busy				0		0		0								0

				Caller canceled				1		2		0								3

				Connected				11		232		0								243

				Error				0		1		0								1

				Invalid Number				0		0		0								0

				No Answer				0		5		0								5

				No Response				1		16		0								17

				Total Requests				13		256		0								269

				% Connected				85%		91%		na								87.62%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Busy				0		0		0								0

				Caller canceled				0		0		0								0

				Connected				15		22		29								66

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				0		0		0								0

				No Response				0		2		3								5

				Total Requests				15		24		32								71

				% Connected				100%		92%		91%								94.10%





































































































































Nov 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week Nov 5		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		Calls Received (MNsure)		27962								1616		1335		1110				4061				1604		1386		1258		1287						5535				1854		1461		1208		1248		1292		0		7063				1757		1368		1017								4142				2253		1758		1646		1504						7161

		Calls Handled		24813								1413		1247		1069				3730				1356		1249		1160		1168						4934				1600		1288		1167		1152		1135		0		6342				1572		1309		1002								3883				1700		1441		1423		1361						5925

		Calls Abandoned		2705								166		78		34				277				217		122		93		106						537				232		139		32		91		142		0		637				154		52		16								222				467		270		183		112						1032

		Abandon % (>5%)(Less Short Aban)		8.57%								10.25%		5.82%		3.03%				6.37%				13.51%		8.77%		7.40%		8.24%						9.48%				12.51%		9.51%		2.69%		7.33%		10.97%		0.00%		8.60%				8.79%		3.83%		1.53%								4.72%				20.75%		15.34%		11.09%		7.46%						13.66%

		Avg Time to Abandon		0:10:30								0:11:32		0:08:23		0:07:00				0:08:58				0:11:50		0:11:43		0:11:21		0:11:54						0:11:42				0:11:36		0:09:48		0:07:46		0:10:42		0:11:11		0:00:00		0:10:12				0:10:30		0:08:05		0:06:48								0:08:27				0:16:20		0:14:49		0:13:10		0:08:26						0:13:11

		Average Wait Time (< 5 minutes)		0:11:18								0:10:40		0:06:49		0:03:41				0:07:03				0:18:00		0:14:10		0:10:36		0:10:39						0:13:21				0:15:56		0:10:41		0:02:42		0:07:23		0:14:01		0:00:00		0:10:08				0:11:50		0:04:03		0:01:20								0:05:44				0:34:48		0:23:09		0:14:36		0:08:17						0:20:12

		Max Wait Time		1:06:44								0:51:52		0:26:32		0:30:26				0:51:52				0:48:59		0:55:20		1:00:08		0:45:22						1:00:08				0:47:44		0:35:43		0:23:52		0:44:52		0:41:49		0:00:00		0:47:44				0:39:08		0:29:38		0:42:18								0:42:18				1:06:44		0:59:26		0:47:34		0:28:40						1:06:44

		Service Level (<80% calls under 5 min)		41.68%								40.07%		50.74%		73.01%				54.61%				13.06%		34.60%		49.42%		44.12%						35.30%				15.04%		28.16%		79.54%		54.88%		27.92%		0.00%		41.11%				24.26%		65.24%		93.44%								60.98%				3.82%		11.67%		23.64%		26.58%						16.43%

		Talk Time (Avg)		0:09:19								0:09:55		0:09:38		0:09:23				0:09:38				0:09:20		0:09:10		0:09:21		0:09:03						0:09:13				0:09:20		0:09:25		0:09:09		0:09:13		0:09:49		0:00:00		0:09:23				0:08:57		0:09:06		0:09:15								0:09:06				0:09:25		0:09:36		0:08:58		0:08:59						0:09:14

		Call Handle Time (Avg)		0:16:45								0:17:13		0:16:48		0:16:49				0:16:56				0:16:41		0:16:36		0:17:28		0:17:08						0:16:58				0:16:37		0:17:10		0:16:49		0:16:30		0:17:41		0:00:00		0:16:57				0:16:29		0:16:11		0:16:37								0:16:25				0:16:35		0:16:35		0:16:18		0:16:24						0:16:28

		Transfer Out		na								na		na		na				na				na		na		na		na						na				na		na		na		na		na		0		na				na		na		na								na				na		na		na		na						na

		First Call Resolution %		83.39%								79.21%		82.46%		81.77%				81.15%				82.62%		81.48%		82.92%		84.55%						82.89%				83.95%		84.19%		84.63%		82.49%		84.15%		0.00%		83.88%				84.02%		83.70%		85.78%								84.50%				84.63%		84.76%		85.80%		82.99%						84.55%

		Complaints Received		0								0		0		0				0				0		0		0		0						0				0		0		0		0		0		0		0				0		0		0								0				0		0		0		0						0

		Complaints Resolved		0								0		0		0				0				0		0		0		0						0				0		0		0		0		0		0		0				0		0		0								0				0		0		0		0						0

		Helpline (Transfers from Vendor)		3805								219		195		176				590				210		177		160		169						716				217		180		170		171		185		0		923				199		200		160								559				268		230		266		253						1017

		Short Abandon (under 60 seconds)		154								10		2		2				14				16		7		7		6						36				14		5		0		3		10		0		32				8		5		4								17				21		14		15		5						55

		% of calls answered in under 10 minutes		57.03%								60.67%		69.26%		85.09%				71.67%				26.31%		48.11%		66.23%		55.57%						49.06%				34.90%		49.21%		91.00%		66.49%		38.13%		0.00%		55.95%				47.37%		86.79%		96.37%								76.85%				8.84%		14.31%		38.21%		65.08%						31.61%

		Occupany		na								na		na		na				na				na		na		na		na						na				na		na		na		na		na		0.00%		na				na		na		na								na				na		na		na		na						na

		Max Agents		115.77								87.30		71.46		60.06				87.30				84.28		72.31		68.95		69.49						84.28				95.60		78.09		64.28		65.30		72.64		0.00		95.60				89.46		70.44		54.34								89.46				115.77		91.56		86.40		87.54						115.77





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week Nov 5		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		Calls Received (MNsure)		5811								230		261		193				684				247		279		272		263						1061				336		299		275		284		322		0		1516				316		333		329								978				415		391		387		379						1572

		Calls Handled		4934								209		243		189				641				219		255		255		240						969				282		267		234		236		225		0		1244				280		288		268								836				356		259		313		316						1244

		Calls Abandoned		802								17		16		1				34				24		20		15		18						77				52		26		34		47		93		0		252				36		40		60								136				51		130		59		63						303

		Abandon % (>5%)(Less Short Aban)		12.32%								7.39%		6.13%		0.52%				4.68%				9.72%		7.17%		5.51%		6.84%						7.31%				15.48%		8.70%		12.36%		16.55%		28.88%		0.00%		16.39%				11.39%		12.01%		18.24%								13.88%				12.29%		33.25%		15.25%		16.62%						19.35%

		Avg Time to Abandon		0:07:06								0:04:58		0:05:59		0:01:15				0:04:04				0:07:17		0:03:47		0:05:07		0:03:43						0:04:58				0:06:36		0:03:59		0:07:20		0:11:05		0:15:17		0:00:00		0:08:51				0:06:29		0:06:17		0:11:05								0:07:57				0:06:12		0:13:49		0:11:04		0:07:39						0:09:41

		Average Wait Time (>5 min)		0:07:04								0:03:44		0:04:27		0:00:51				0:03:00				0:05:39		0:03:17		0:02:21		0:03:18						0:03:38				0:08:10		0:04:30		0:04:56		0:08:06		0:18:07		0:00:00		0:08:45				0:05:00		0:06:02		0:13:25								0:08:09				0:07:34		0:21:03		0:09:33		0:09:02						0:11:48

		Max Wait Time		1:03:24								0:23:08		0:28:49		0:07:27				0:28:49				0:29:46		0:22:23		0:15:23		0:17:09						0:29:46				0:31:36		0:26:14		0:26:08		0:37:45		0:51:14		0:00:00		0:51:14				0:47:36		0:27:09		0:49:15								0:49:15				0:30:32		1:03:24		0:47:57		0:39:03						1:03:24

		Service Level (<95% calls under 5 min)		59.90%								71.70%		67.90%		94.74%				78.11%				56.76%		75.58%		83.27%		72.13%						71.93%				41.37%		67.28%		64.14%		58.72%		25.00%		0.00%		51.30%				68.21%		57.68%		39.93%								55.27%				49.72%		24.60%		52.52%		44.62%						42.87%

		Talk Time (Avg)		0:08:21								0:08:39		0:09:05		0:07:40				0:08:28				0:08:07		0:08:11		0:07:27		0:07:36						0:07:50				0:08:18		0:08:02		0:07:59		0:08:46		0:09:08		0:00:00		0:08:26				0:08:09		0:08:33		0:08:22								0:08:21				0:08:26		0:09:18		0:07:42		0:09:15						0:08:40

		Call Handle Time (Avg)		0:13:26								0:13:51		0:14:35		0:12:37				0:13:41				0:12:32		0:14:22		0:12:07		0:12:17						0:12:49				0:12:25		0:13:05		0:12:49		0:13:56		0:14:37		0:00:00		0:13:22				0:13:03		0:13:37		0:13:33								0:13:24				0:13:44		0:14:09		0:12:35		0:15:06						0:13:53

		Max Agents		14.00								11.85		9.88		6.69				11.85				9.64		10.30		8.65		8.32						10.30				11.72		9.93		8.54		9.13		9.30		0.00		11.72				12.36		12.37		10.09								12.37				14.00		10		11.29		13.24						14.00





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		Week Oct 5		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		Calls Received (MNsure)		4504								236		237		211				684				226		256		244		240						966				280		232		245		230		234		0		1221				256		190		230								676				217		239		245		256						957

		Calls Handled		3703								184		206		196				586				194		238		210		185						827				208		179		184		182		190		0		943				201		133		188								522				194		208		219		204						825

		Calls Abandoned		796								52		31		15				98				32		17		34		55						138				72		53		60		48		43		0		276				55		57		42								154				23		30		26		51						130

		Abandon % (>5%)(Less Short Aban)		17.52%								22.03%		13.08%		7.11%				14.07%				14.16%		6.64%		13.93%		22.92%						14.41%				25.71%		22.84%		24.49%		20.87%		18.38%		0.00%		22.46%				21.48%		30.00%		18.26%								23.25%				10.60%		12.55%		10.61%		19.92%						13.42%

		Avg Time to Abandon		0:08:08								0:08:17		0:05:16		0:05:41				0:06:24				0:04:20		0:05:51		0:06:52		0:11:10						0:07:03				0:08:45		0:08:08		0:12:11		0:10:45		0:10:24		0:00:00		0:10:02				0:11:29		0:11:50		0:08:44								0:10:41				0:05:29		0:05:15		0:05:02		0:10:16						0:06:30

		Average Wait Time (>5 min)		0:11:10								0:09:27		0:06:49		0:04:48				0:07:01				0:04:52		0:06:05		0:07:09		0:15:03						0:08:17				0:16:43		0:13:12		0:18:32		0:12:54		0:10:03		0:00:00		0:14:16				0:18:25		0:25:21		0:09:21								0:17:42				0:07:29		0:05:19		0:07:44		0:13:49						0:08:35

		Max Wait Time		0:52:26								0:28:16		0:22:48		0:24:30				0:28:16				0:19:11		0:27:31		0:28:22		0:43:37						0:43:37				0:35:42		0:39:09		0:47:35		0:45:08		0:42:22		0:00:00		0:47:35				0:37:22		0:48:59		0:41:24								0:48:59				0:27:13		0:23:22		0:24:25		0:52:26						0:52:26

		Service Level (<95% calls under 5 min)		35.49%								35.87%		48.06%		64.80%				49.57%				62.37%		52.10%		40.48%		16.22%						42.79%				11.54%		18.44%		22.28%		41.21%		30.00%		0.00%		24.69%				14.43%		6.02%		29.26%								16.57%				43.30%		55.77%		43.38%		32.84%						43.82%

		Talk Time (Avg)		0:07:25								0:08:12		0:07:12		0:06:36				0:07:20				0:06:58		0:06:34		0:06:50		0:07:47						0:07:02				0:07:28		0:07:34		0:07:15		0:07:04		0:06:30		0:00:00		0:07:10				0:07:40		0:09:36		0:07:09								0:08:08				0:07:13		0:07:19		0:07:28		0:07:42						0:07:25

		Call Handle Time (Avg)		0:10:00								0:10:28		0:09:32		0:09:11				0:09:43				0:09:27		0:08:52		0:09:22		0:10:25						0:09:31				0:09:45		0:09:49		0:09:45		0:09:08		0:08:40		0:00:00		0:09:25				0:09:54		0:12:13		0:10:06								0:10:44				0:10:13		0:10:36		0:10:36		0:11:04						0:10:37

		Max Agents		5.87								5.35		5.45		5.00				5.45				5.09		5.87		5.46		5.35						5.87				5.64		4.88		5.01		4.61		4.58		0.00		5.64				5.52		4.51		4.26								5.52				4.41		5		5.42		5.03						5.42





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week Nov 5		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		Calls Received		3805								219		195		176				590				210		177		160		169						716				217		180		170		171		185		0		923				199		200		160								559				268		230		266		253						1017

		Calls Handled		3348								204		178		165				546.4110256705				168		150		137		141						595				182		161		167		149		158		0		817				180		190		156								526				211		187		231		234						863.0040730897

		Calls Abandoned		334								13		13		8				33.6271998067				30		19		17		20						87				26		13		2		17		21		0		79				15		8		4								27				40		30		24		14						108.0510422676

		Abandon %		9.60%								6.29%		7.35%		4.70%				6.11%				17.98%		12.70%		12.63%		14.31%						14.41%				14.10%		8.36%		1.47%		11.54%		12.98%		0.00%		9.69%				8.30%		4.27%		2.27%								4.95%				18.92%		16.09%		10.56%		5.85%						12.86%

		Avg Time to Abandon		0:11:05								0:08:46		0:08:57		0:07:54				0:08:32				0:13:06		0:13:57		0:13:00		0:13:37						0:13:25				0:11:41		0:09:40		0:07:03		0:12:09		0:12:06		0:00:00		0:10:31				0:09:40		0:08:37		0:08:18								0:08:51				0:16:16		0:18:15		0:14:25		0:07:27						0:14:05

		Average Wait Time (>5 min)		0:14:15								0:06:45		0:10:35		0:07:31				0:08:17				0:20:36		0:26:02		0:22:10		0:21:02						0:22:27				0:20:09		0:12:49		0:02:04		0:12:59		0:18:19		0:00:00		0:13:16				0:13:19		0:04:07		0:02:50								0:06:45				0:32:55		0:25:32		0:16:51		0:06:56						0:20:33

		Max Wait Time		1:06:44								0:47:57		0:43:29		0:42:02				0:47:57				0:50:49		0:44:12		0:42:02		0:41:11						0:50:49				0:50:58		0:50:15		0:45:38		0:41:11		0:53:08		0:00:00		0:53:08				0:39:08		0:29:38		0:42:18								0:42:18				1:06:44		0:59:26		0:47:34		0:19:51						1:06:44

		Service Level (<95% calls under 5 min)		18.92%								28.30%		11.26%		26.98%				22.18%				5.16%		10.00%		15.25%		8.90%						9.83%				6.38%		14.38%		58.42%		13.43%		4.78%		0.00%		19.48%				5.83%		30.84%		67.95%								34.87%				7.65%		6.99%		7.57%		10.81%						8.26%

		Talk Time (Avg)		0:11:11								0:12:00		0:11:50		0:10:39				0:11:29				0:11:14		0:11:10		0:11:21		0:10:52						0:11:09				0:10:55		0:11:39		0:10:40		0:11:34		0:11:44		0:00:00		0:11:18				0:10:03		0:11:15		0:11:43								0:11:00				0:10:56		0:11:55		0:10:42		0:10:19						0:10:58

		Call Handle Time (Avg)		0:18:36								0:19:19		0:18:49		0:18:11				0:18:46				0:18:38		0:18:26		0:18:55		0:18:33						0:18:38				0:18:08		0:19:20		0:18:25		0:19:16		0:19:53		0:00:00		0:19:00				0:17:28		0:18:26		0:18:57								0:18:17				0:18:02		0:18:56		0:18:20		0:17:57						0:18:18

		Percent. calls transferred by front line/General Queue		13.84%								3:15:08		3:30:20		3:48:19				14.67%				3:08:31		3:03:53		3:03:08		3:09:05						3:06:09				2:48:32		2:57:24		3:22:38		3:17:18		3:26:11		0:00:00		3:10:25				2:43:05		3:30:31		3:46:32								3:20:03				2:51:17		3:08:23		3:52:42		4:02:14						14.49%

		Max Agents		46.30								37.53		31.96		25.79				37.53				36.82		31.82		30.77		29.86						36.82				38.55		34.02		27.91		30.59		32.73		0.00		38.55				36.21		32.33		23.14								36.21				46.30		6:14:13		37.10		33.23						46.30





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week Nov 5		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		Busy		2								0		0		0				0				0		0		0		0						0				0		0		0		1		0		0		1				0		0		0								0				0		0		0		1						1

		Caller canceled		33								0		3		1				4				1		1		1		3						6				2		4		0		4		0		0		10				3		0		0								3				4		2		2		2						10

		Connected		4025								141		220		22				383				296		186		269		280						1031				300		261		36		215		297		0		1109				308		99		32								439				295		301		297		170						1063

		Error		8								1		0		0				1				2		0		1		1						4				0		0		0		1		0		0		1				1		0		0								1				0		0		0		1						1

		Invalid Number		0								0		0		0				0				0		0		0		0						0				0		0		0		0		0		0		0				0		0		0								0				0		0		0		0						0

		No Answer		241								8		14		2				24				11		21		11		11						54				22		31		0		18		21		0		92				8		7		3								18				12		18		17		6						53

		No Response		333								8		13		1				22				37		17		17		11						82				24		25		1		17		20		0		87				23		12		2								37				38		26		32		9						105

		Total Requests		4642								158		250		26				434				347		225		299		306						1177				348		321		37		256		338		0		1300				343		118		37								498				349		347		348		189						1233

		% Connected 		87.27%								89%		88%		85%				87.29%				85%		83%		90%		92%						87%				86%		81%		97%		84%		88%		0%		87%				90%		84%		86%								87%				85%		87%		85%		90%						87.65%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week Nov 5		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		Busy		1								0		0		0				0				0		0		0		0						0				0		0		0		0		0		0		0				0		0		0								0				0		0		0		1						1

		Caller canceled		53								6		0		1				7				5		1		1		3						10				1		3		1		1		3		0		9				7		0		1								8				5		3		9		2						19

		Connected		3469								293		85		22				400				293		186		53		121						653				291		230		56		73		225		0		875				298		111		0								409				297		301		291		243						1132

		Error		7								0		0		0				0				1		0		0		0						1				1		0		0		0		0		0		1				2		0		0								2				1		0		1		1						3

		Invalid Number		0								0		0		0				0				0		0		0		0						0				0		0		0		0		0		0		0				0		0		0								0				0		0		0		0						0

		No Answer		239								24		5		2				31				17		21		0		5						43				19		39		5		2		11		0		76				12		2		0								14				13		12		26		24						75

		No Response		329								27		4		1				32				31		17		5		5						58				38		28		6		9		22		0		103				28		8		1								37				29		31		21		18						99

		Total Requests		4097								350		94		26				470				347		225		59		134						765				350		300		68		85		261		0		1064				347		121		1								469				345		347		348		289						1329

		% Connected 		86.45%								84%		90%		85%				86.25%				84%		83%		90%		90%						87%				83%		77%		82%		86%		86%		0%		83%				86%		92%		100%								93%				86%		87%		84%		84%						83.85%





		Top Call Drivers		Nov		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week Nov 5		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week Nov 12		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week Nov 19		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		1042								58		48		40				146				48		60				42						150				65		79		52		46		53				295				63		44		53								160				91		71		70		59						291

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		126																0																0				43												43				43												43				40												40

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		500																0						36		34		44						114				51		35		33		40		37				196				54				25								79						35		38		38						111

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1056								40		42		36				118				46		46		38		41						171				62		53		63		68		76				322				91		68		48								207				55		63		63		57						238

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		635								64				48				112				41		46				30						117				46				34				43				123						38		31								69				60		47		35		72						214

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1900								115		108		83				306				100		98		101		81						380				108		105		101		69		65				448				106		108		75								289				145		120		116		96						477

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		2037								112		117		91				320				94		103		86		99						382				127		119		119		91		90				546				131		107		81								319				144		110		108		108						470

		How To Enroll In a Plan?		3223								195		166		150				511				178		169		152		170						669				205		183		140		120		126				774				187		178		143								508				223		183		178		177						761

		Income Change		0																0																0																0																0																0

		Income Decrease		568								50		43		38				131				61		55		38								154						45						31				76						34		25								59				44		33		35		36						148

		Income Increase		217																0						35		33		34						102										41		37				78																0				37												37

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		4211								178		194		176				548				209		216		166		219						810				276		209		215		206		206				1112				297		222		195								714				272		275		246		234						1027

		MNTR		0																0																0																0																0																0

		Multiple changes		572								66		60		48				174				45				41		40						126				48		52		37		42						179						35		24								59								34								34

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		209										36		32				68								35								35						35		33								68																0						38										38

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		283								46		42						88				44												44										33						33				45		36										81										37						37

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		Close in Lieu of Processing Change^		16																0																0																0																0										16						16

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		110																0						12		11								23												13				13						17		19								36				22		16										38

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		85												7				7								12								12																0								17								17						30		19								49

		CSR-Determination Result		287										10						10										12						12				16		10		14		13		25				78				15		28		28								71				30		17		35		34						116

		CSR-Status of Enrollment		436								20		26		10				56				22		14		19		29						84				25		23		28		24		21				121				28		25										53				41		32		23		26						122

		CSR-Status of Reported Change		14																0																0																0						14										14																0

		CSR-Status Before Appt		1392								47		67		45				159				57		78		63		61						259				106		85		56		74		64				385				72		91		78								241				96		77		96		79						348

		CSR-Status of SEP		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		67								16								16				12		14				10						36																0				15												15																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		25																0																0										11						11								14								14																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		65								18		10						28				12		11				14						37																0																0																0

		How To Enroll In a Plan?		31												7				7																0				12				12								24																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		33																0																0																0																0								17		16						33

		Lost or will lose other health care coverage		0																0																0																0																0																0

		Multipe Changes		11								11								11																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		53																0				12				10								22						15		16								31																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		117										13		16				29																0				16		12				14		13				55				16												16				17												17

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		551								24		28		17				69				27		36		20		27						110				37		33		30		25		39				164				35		23		22								80				28		27		38		35						128

		CSR-Determination Result		766								38		46		34				118				40		36		43		34						153				56		46		37		47		28				214				31		25		51								107				49		42		47		36						174

		CSR-Newborn Status		274								27				34				61				17				19		17						53				25		29				12						66				19				15								34				17		20				23						60

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		14																0																0																0						14										14																0

		CSR-Public Program Status		1152								58		66		72				196				78		65		48		48						239				60		83		49		66		49				307				68		48		44								160				57		72		60		61						250

		CSR-Public Program Renewal		651								21		24		30				75				32		35		26		53						146				31		33		37		28		37				166				36		41		27								104				38		44		40		38						160

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		101										19						19						24										24								24				14				38																0								20								20

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		1611		 						66		62		56				184		 		71		73				77						221		 		90		80		88		86		89				433		 		140		102		87								329		 		128		118		91		107						444

		Counties		2434		 						112		132		120				364		 		138		143				142						423		 		186		129		127		120		117				679		 		157		120		108								385		 		144		157		155		127						583









		 



		Top Call Drivers		Nov

		CC				24813

		MCRE/Counties		4211		0.1697108237

		How To Enroll In a Plan?		3223		0.1298926585

		How Do I Update My Application?		2037		0.0820947395

		How Do I Apply?		1900		0.0765733947

		Enrollment Status Check		1056		0.0425586867

		A Referral		1042		0.0419944617

		Gain of ESI/MEC		635		0.0255916345

		Multiple changes		572		0.023052622

		Income Decrease		568		0.0228914148

		Directed to Submit Verifications		500		0.0201508933

		Request to Close Application^		283		0.0114054056

		Income Increase		217		0.0087454877

		Password Reset/Account Unlock		209		0.0084230734

		Checking on Status of Reported Change		126		0.0050780251

		Broker		 

						4934

		CSR-Status Before Appt		1392		28.21%

		CSR-Status of Enrollment		436		8.84%

		CSR-Determination Result		287		5.82%

		Request to Close Application^		117		2.37%

		CSR Public Program renewal		110		2.23%

		CSR QHP  Status		85		1.72%

		Gain of ESI/MEC		67		1.36%

		How Do I Update My Application?		65		1.32%

		Password Reset/Account Unlock		53		1.07%

		Lost or will lose employer health care coverage		33		0.67%

		How To Enroll In a Plan?		31		0.63%

		How Do I Apply?		25		0.51%

		Close in Lieu of Processing Change^		16		0.32%

		CSR-Status of Reported Change		14		0.28%

		Multipe Changes		11		0.22%

		ARC

		 				3703

		CSR-Public Program Status		1152		31.11%

		CSR-Determination Result		766		20.69%

		CSR-Public Program Renewal		651		17.58%

		CSR- QHP Status		551		14.88%

		CSR-Newborn Status		274		7.40%

		Password Reset/Account Unlock		101		2.73%

		CSR-Pending Case		14		0.38%





11.17.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				1795		1619		1528		1396		1416				7754

				Calls Handled				1441		1327		1282		1281		1276				6608

				Calls Abandoned				280		260		212		105		117				974

				Abandon % (>5%)(Less Short Aban)				15.58%		16.04%		13.89%		7.52%		8.26%				12.26%

				Avg Time to Abandon				0:14:56		0:12:45		0:12:10		0:09:10		0:10:40				0:11:56

				Average Wait Time (>5 min)				0:25:20		0:19:37		0:22:03		0:08:21		0:10:48				0:17:13

				Max Wait Time				0:59:23		0:46:53		0:49:06		0:30:56		0:39:02				0:59:23

				Service Level (<80% calls under 5 min)				5.09%		9.21%		4.89%		29.36%		30.82%				15.87%

				Talk Time (Avg)				0:09:13		0:09:06		0:09:42		0:09:38		0:09:01				0:09:20

				Call Handle Time (Avg)				0:16:37		0:16:19		0:17:34		0:17:04		0:16:25				0:16:47

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.10%		84.50%		82.94%		86.00%		83.18%				84.34%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				201		164		178		159		218				920

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				15.59%		20.46%		13.07%		66.64%		47.69%				32.69%

				Occupancy				na		na		na		na		na				na

				Max Agents				92		81		83		74		75				92



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				299		340		308		331		264				1542

				Calls Handled				270		301		270		276		245				1362

				Calls Abandoned				25		34		34		53		14				160

				Abandon % (>5%)(Less Short Aban)				8.36%		10.00%		11.04%		16.01%		5.30%				10.14%

				Avg Time to Abandon				0:04:42		0:04:30		0:03:39		0:06:29		0:03:12				0:04:30

				Average Wait Time (>5 min)				0:04:30		0:05:02		0:05:00		0:07:50		0:02:32				0:04:58

				Max Wait Time				0:23:34		0:22:22		0:23:15		0:37:07		0:16:14				0:37:07

				Service Level (<80% calls under 5 min)				62.59%		61.79%		60.89%		44.20%		82.04%				62.30%

				Talk Time (Avg)				0:06:58		0:07:26		0:07:29		0:08:09		0:07:03				0:07:25

				Call Handle Time (Avg)				0:12:07		0:12:31		0:12:45		0:13:36		0:12:14				0:12:38

				Max Agents				4.90		5.14		4.90		5.54		3.93				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				330		274		293		336		285				1518

				Calls Handled				0:00:00		258		254		276		255				1323

				Calls Abandoned				50		16		39		60		30				195

				Abandon % (>5%)(Less Short Aban)				15.15%		5.84%		13.31%		17.86%		10.53%				12.54%

				Avg Time to Abandon				0:05:05		0:04:54		0:06:07		0:08:23		0:05:04				0:05:54

		 		Average Wait Time (>5 min)				0:11:24		0:04:40		0:07:45		0:13:54		0:07:07				0:08:58

				Max Wait Time				0:26:23		0:15:46		0:22:43		0:47:10		0:21:04				0:47:10

				Service Level (<80% calls under 5 min)				21.43%		60.85%		46.06%		30.07%		36.47%				38.98%

				Talk Time (Avg)				0:08:18		0:07:40		0:08:02		0:08:09		0:07:50				0:07:59

				Call Handle Time (Avg)				0:11:28		0:10:38		0:11:14		0:11:04		0:10:35				0:10:59

				Max Agents				8.92		7.62		7.93		8.48		7.49				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				201		164		178		159		218				920

				Calls Handled				169		139		149		146		194				796

				Calls Abandoned				23		18		21		11		18				93

				Abandon % (>5%)(Less Short Aban)				13.77%		13.16%		14.37%		7.85%		9.42%				11.71%

				Avg Time to Abandon				0:16:03		0:11:57		0:12:46		0:09:43		0:10:33				0:12:12

				Average Wait Time (>5 min)				0:25:06		0:17:45		0:23:27		0:11:11		0:12:30				0:17:59

				Max Wait Time				0:55:31		0:43:42		0:49:06		0:30:56		0:39:02				0:55:31

				Service Level (<80% calls under 5 min)				6.75%		6.24%		5.09%		10.88%		10.08%				7.81%

				Talk Time (Avg)				0:10:31		0:10:11		0:10:43		0:10:53		0:10:42				0:10:36

				Call Handle Time (Avg)				0:18:09		0:17:35		0:18:34		0:18:35		0:18:12				0:18:13

				Percent. calls transferred by CSS				11.20%		10.13%		11.65%		11.39%		15.40%				11.95%

				Max Agents				38.79		34.11		35.15		29.55		31.62				39

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Busy				0		1		0		0		1				2

				Caller canceled				1		1		0		2		0				4

				Connected				391		310		308		177		222				1408

				Error				3		3		4		0		1				11

				Invalid Number				0		0		0		0		0				0

				No Answer				15		3		5		4		7				34

				No Response				32		20		31		10		20				113

				Total Requests				442		338		348		193		251				1572

				% Connected				88%		92%		89%		92%		88%				89.77%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				11		5		1		0		2				19

				Connected				476		398		423		165		229				1691

				Error				2		0		5		1		1				9

				Invalid Number				0		0		0		0		0				0

				No Answer				20		20		11		4		4				59

				No Response				45		45		33		17		15				155

				Total Requests				554		468		473		187		251				1933

				% Connected				86%		85%		89%		88%		91%				87.97%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		2		1				3

				Connected				25		26		18		31		7				107

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		3		0		4		1				8

				No Response				2		4		2		5		2				15

				Total Requests				27		33		20		42		11				133

				% Connected				93%		79%		90%		74%		64%				79.77%





































































































































11.10.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received						2313		1777		1608		1426				7124

				Calls Handled						1780		1449		1338		1258				5826

				Calls Abandoned						441		297		225		156				1118

				Abandon % (>5%)(Less Short Aban)						19.06%		16.73%		13.97%		10.91%				15.17%

				Avg Time to Abandon						0:16:50		0:14:02		0:13:12		0:14:06				0:14:32

				Average Wait Time (>5 min)						0:31:02		0:22:23		0:22:03		0:15:17				0:22:41

				Max Wait Time						1:25:01		0:56:24		0:54:37		1:06:42				1:25:01

				Service Level (<80% calls under 5 min)						3.24%		2.72%		15.61%		34.75%				14.08%

				Talk Time (Avg)						0:10:14		0:09:30		0:09:36		0:09:15				0:09:38

				Call Handle Time (Avg)						0:17:39		0:16:54		0:17:08		0:16:57				0:17:09

				Transfer Out						na		na		na		na				na

				First Call Resolution %						82.92%		84.75%		84.04%		83.11%				83.70%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						216		213		167		214				810

		 		Short Abandon (under 60 seconds)						0		0		0		0				0

				% of calls answered in under 10 minutes						6.43%		7.68%		21.15%		48.92%				21.04%

				Occupancy						na		na		na		na				na

				Max Agents						124		94		84		77				124



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received						410		339		297		284				1330

				Calls Handled						350		306		257		242				1155

				Calls Abandoned						52		28		36		42				158

				Abandon % (>5%)(Less Short Aban)						12.68%		8.26%		12.12%		14.79%				11.96%

				Avg Time to Abandon						0:06:57		0:04:53		0:07:15		0:07:14				0:06:34

				Average Wait Time (>5 min)						0:08:34		0:05:22		0:05:18		0:09:14				0:07:07

				Max Wait Time						0:46:10		0:35:58		0:37:14		0:45:10				0:46:10

				Service Level (<80% calls under 5 min)						49.43%		65.69%		69.26%		57.02%				60.35%

				Talk Time (Avg)						0:07:45		0:07:01		0:07:17		0:06:41				0:07:11

				Call Handle Time (Avg)						0:12:40		0:12:37		0:11:51		0:11:44				0:12:13

				Max Agents						7.27		5.71		5.66		3.95				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received						342		324		317		269				1252

				Calls Handled						250		304		267		256				1077

				Calls Abandoned						92		20		50		13				175

				Abandon % (>5%)(Less Short Aban)						26.90%		6.17%		15.77%		4.83%				13.42%

				Avg Time to Abandon						0:09:40		0:03:10		0:09:18		0:03:29				0:06:24

		 		Average Wait Time (>5 min)						0:23:42		0:03:45		0:16:43		0:02:38				0:11:42

				Max Wait Time						0:40:08		0:17:11		0:34:50		0:15:23				0:40:08

				Service Level (<80% calls under 5 min)						5.20%		67.11%		6.74%		80.47%				39.88%

				Talk Time (Avg)						0:08:05		0:07:19		0:07:55		0:07:21				0:07:40

				Call Handle Time (Avg)						0:10:59		0:10:23		0:11:15		0:10:31				0:10:47

				Max Agents						7.63		8.77		8.34		7.47				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received						216		213		167		214				810

				Calls Handled						165		166		142		174				646

				Calls Abandoned						34		33		19		28				114

				Abandon % (>5%)(Less Short Aban)						20.39%		20.02%		13.45%		15.92%				17.45%

				Avg Time to Abandon						0:18:11		0:15:34		0:14:05		0:17:01				0:16:12

				Average Wait Time (>5 min)						0:36:23		0:26:21		0:26:04		0:29:09				0:29:29

				Max Wait Time						1:25:01		0:56:24		0:54:37		1:06:42				1:25:01

				Service Level (<80% calls under 5 min)						6.57%		6.73%		6.25%		5.63%				6.30%

				Talk Time (Avg)						0:12:08		0:11:09		0:11:10		0:10:26				0:11:13

				Call Handle Time (Avg)						0:20:16		0:18:42		0:18:57		0:18:12				0:19:01

				Percent. calls transferred by CSS						9.34%		11.99%		10.39%		15.01%				11.68%

				Max Agents						54.90		41.73		35.98		35.87				55

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Busy						0		0		1		0				1

				Caller canceled						4		1		0		4				9

				Connected						288		308		307		306				1209

				Error						0		0		1		1				2

				Invalid Number						1		0		0		0				1

				No Answer						11		2		11		8				32

				No Response						46		33		26		24				129

				Total Requests						350		344		346		343				1383

				% Connected						82%		90%		89%		89%				87.44%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Busy						0		0		0		0				0

				Caller canceled						2		5		9		2				18

				Connected						305		302		295		130				1032

				Error						5		0		1		1				7

				Invalid Number						0		0		0		0				0

				No Answer						6		9		14		2				31

				No Response						28		29		29		12				98

				Total Requests						346		345		348		147				1186

				% Connected						88%		88%		85%		88%				87.22%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Busy						0		0		0		0				0

				Caller canceled						2		0		0		0				2

				Connected						47		31		14		28				120

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						2		1		1		2				6

				No Response						11		3		2		6				22

				Total Requests						62		35		17		36				150

				% Connected						76%		89%		82%		78%				81.13%





































































































































11.3.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				2158		1458		1498		1501		1279				7894

				Calls Handled				1787		1345		1248		1350		1156				6886

				Calls Abandoned				300		107		199		134		103				843

				Abandon % (>5%)(Less Short Aban)				13.89%		7.33%		13.31%		8.94%		8.02%				10.30%

				Avg Time to Abandon				0:12:58		0:11:08		0:12:40		0:09:50		0:11:42				0:11:39

				Average Wait Time (>5 min)				0:21:08		0:08:32		0:16:24		0:11:03		0:10:53				0:13:36

				Max Wait Time				0:57:03		0:49:21		0:42:22		0:39:50		0:36:38				0:57:03

				Service Level (<80% calls under 5 min)				10.79%		50.03%		20.01%		35.92%		39.66%				31.28%

				Talk Time (Avg)				0:09:47		0:08:43		0:09:24		0:09:46		0:09:42				0:09:28

				Call Handle Time (Avg)				0:17:17		0:15:53		0:17:02		0:17:05		0:16:52				0:16:49

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.86%		82.85%		81.32%		82.12%		84.40%				82.51%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				240		221		155		211		180				1007

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				23.20%		67.04%		29.05%		48.96%		47.14%				43.08%

				Occupancy				na		na		na		na		na				na

				Max Agents				115		74		78		81		69				115



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				247		246		248		244		239				1224

				Calls Handled				225		234		223		221		228				1131

				Calls Abandoned				20		11		21		21		10				83

				Abandon % (>5%)(Less Short Aban)				8.10%		4.47%		8.47%		8.61%		4.18%				6.77%

				Avg Time to Abandon				0:05:35		0:03:07		0:05:31		0:05:11		0:01:41				0:04:13

				Average Wait Time (>5 min)				0:03:55		0:04:15		0:03:08		0:02:19		0:01:45				0:03:04

				Max Wait Time				0:19:52		0:18:23		0:33:24		0:22:08		0:20:04				0:33:24

				Service Level (<80% calls under 5 min)				72.44%		64.96%		75.78%		83.71%		88.60%				77.10%

				Talk Time (Avg)				0:06:38		0:06:37		0:06:44		0:06:45		0:06:09				0:06:34

				Call Handle Time (Avg)				0:11:53		0:11:32		0:12:23		0:11:40		0:11:47				0:11:51

				Max Agents				10.04		8.47		8.53		7.78		3.32				10				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				324		286		292		279		294				1475

				Calls Handled				273		273		276		253		262				1337

				Calls Abandoned				51		13		16		25		32				137

				Abandon % (>5%)(Less Short Aban)				15.74%		4.55%		5.48%		8.96%		10.88%				9.12%

				Avg Time to Abandon				0:08:51		0:03:56		0:04:20		0:04:37		0:06:39				0:05:40

		 		Average Wait Time (>5 min)				0:16:10		0:01:49		0:02:01		0:07:11		0:07:27				0:06:55

				Max Wait Time				0:34:55		0:13:51		0:14:11		0:22:00		0:33:07				0:34:55

				Service Level (<80% calls under 5 min)				9.16%		88.64%		84.42%		41.50%		56.87%				56.12%

				Talk Time (Avg)				0:07:55		0:07:06		0:07:19		0:07:29		0:07:38				0:07:29

				Call Handle Time (Avg)				0:11:15		0:09:44		0:10:04		0:10:31		0:10:18				0:10:22

				Max Agents				8.53		7.38		7.71		7.39		7.49				9				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				240		221		155		211		180				1007

				Calls Handled				196		190		134		184		155				859

				Calls Abandoned				30		22		14		19		17				102

				Abandon % (>5%)(Less Short Aban)				15.08%		11.60%		10.30%		10.48%		11.09%				11.71%

				Avg Time to Abandon				0:14:04		0:12:41		0:12:42		0:09:49		0:12:35				0:12:22

				Average Wait Time (>5 min)				0:26:23		0:16:16		0:14:16		0:17:26		0:16:26				0:18:09

				Max Wait Time				0:57:03		0:49:21		0:36:07		0:39:50		0:36:38				0:57:03

				Service Level (<80% calls under 5 min)				4.96%		7.92%		23.28%		4.80%		9.56%				10.10%

				Talk Time (Avg)				0:11:08		0:09:44		0:10:14		0:11:20		0:11:11				0:10:43

				Call Handle Time (Avg)				0:19:15		0:17:34		0:18:00		0:19:04		0:18:40				0:18:30

				Percent. calls transferred by CSS				11.12%		15.16%		10.35%		14.06%		14.07%				12.95%

				Max Agents				52.09		35.30		34.42		38.37		32.69				52

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Busy				1		0		0		0		1				2

				Caller canceled				4		0		1		0		0				5

				Connected				485		299		302		308		272				1666

				Error				10		0		0		0		0				10

				Invalid Number				0		0		0		0		0				0

				No Answer				30		9		14		9		9				71

				No Response				93		29		20		27		28				197

				Total Requests				623		337		337		344		310				1951

				% Connected				78%		89%		90%		90%		88%				86.69%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		4		2		1				9

				Connected				293		71		296		157		132				949

				Error				3		0		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				14		2		14		4		4				38

				No Response				38		10		35		8		15				106

				Total Requests				350		83		349		171		152				1105

				% Connected				84%		86%		85%		92%		87%				86.55%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				14		15		12		8		3				52

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		1				1

				No Response				1		0		2		0		0				3

				Total Requests				15		15		15		8		4				57

				% Connected				93%		100%		80%		100%		75%				89.67%





































































































































10.27.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				1225		1032		1137		1126		1897				6417

				Calls Handled				1166		995		1042		1017		1612				5832

				Calls Abandoned				51		35		95		97		229				507

				Abandon % (>5%)(Less Short Aban)				4.14%		3.42%		8.38%		8.60%		12.08%				7.32%

				Avg Time to Abandon				0:08:56		0:06:37		0:13:11		0:11:52		0:11:34				0:10:26

				Average Wait Time (>5 min)				0:05:08		0:02:50		0:10:11		0:09:47		0:14:32				0:08:29

				Max Wait Time				0:36:41		0:28:18		0:51:09		0:37:18		0:49:47				0:51:09

				Service Level (<80% calls under 5 min)				72.15%		77.32%		50.97%		45.55%		23.03%				53.80%

				Talk Time (Avg)				0:09:53		0:09:10		0:08:39		0:09:20		0:09:37				0:09:19

				Call Handle Time (Avg)				0:17:07		0:16:33		0:15:43		0:17:01		0:17:02				0:16:41

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.77%		82.69%		82.17%		83.13%		81.97%				82.15%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				225		195		235		223		223				1101

		 		Short Abandon (under 60 seconds)				0		0		0		1		0				1

				% of calls answered in under 10 minutes				81.29%		91.08%		64.22%		56.36%		43.19%				67.23%

				Occupancy				na		na		na		na		na				na

				Max Agents				69		57		60		64		100				100



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				164		164		166		234		226				954

				Calls Handled				150		160		162		219		207				898

				Calls Abandoned				12		4		4		13		19				52

				Abandon % (>5%)(Less Short Aban)				7.32%		2.44%		2.41%		5.56%		8.41%				5.23%

				Avg Time to Abandon				0:07:12		0:02:06		0:02:44		0:04:38		0:04:02				0:04:08

				Average Wait Time (>5 min)				0:03:12		0:01:58		0:00:51		0:03:28		0:03:20				0:02:33

				Max Wait Time				0:21:10		0:29:47		0:12:05		0:30:41		0:33:11				0:33:11

				Service Level (<80% calls under 5 min)				78.67%		83.75%		93.21%		77.17%		79.71%				82.50%

				Talk Time (Avg)				0:08:36		0:07:34		0:07:31		0:07:53		0:07:13				0:07:45

				Call Handle Time (Avg)				0:14:46		0:12:48		0:13:08		0:13:08		0:12:58				0:13:21

				Max Agents				6.58		5.69		5.91		7.99		8.54				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				250		230		204		249		261				1194

				Calls Handled				218		204		179		212		240				1053

				Calls Abandoned				32		26		25		37		21				141

				Abandon % (>5%)(Less Short Aban)				12.80%		11.30%		12.25%		14.86%		8.05%				11.85%

				Avg Time to Abandon				0:07:18		0:06:45		0:07:59		0:08:48		0:03:27				0:06:51

		 		Average Wait Time (>5 min)				0:11:26		0:10:56		0:07:30		0:12:45		0:02:39				0:09:03

				Max Wait Time				0:34:14		0:31:24		0:31:02		0:34:48		0:17:16				0:34:48

				Service Level (<80% calls under 5 min)				34.40%		28.92%		51.96%		19.34%		79.17%				42.76%

				Talk Time (Avg)				0:08:21		0:07:38		0:07:20		0:08:18		0:07:54				0:07:54

				Call Handle Time (Avg)				0:11:13		0:10:05		0:09:53		0:11:45		0:10:51				0:10:45

				Max Agents				6.79		5.72		4.92		6.92		7.23				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				225		195		235		223		223				1101

				Calls Handled				202		182		196		186		194				960

				Calls Abandoned				15		10		28		26		20				99

				Abandon % (>5%)(Less Short Aban)				7.51%		5.70%		14.09%		13.82%		10.27%				10.28%

				Avg Time to Abandon				0:09:28		0:06:45		0:14:38		0:12:52		0:09:50				0:10:42

				Average Wait Time (>5 min)				0:10:46		0:05:35		0:19:38		0:17:18		0:13:50				0:13:25

				Max Wait Time				0:36:41		0:28:18		0:51:09		0:37:18		0:42:34				0:51:09

				Service Level (<80% calls under 5 min)				21.12%		20.68%		15.40%		6.76%		7.75%				14.34%

				Talk Time (Avg)				0:11:43		0:11:10		0:09:32		0:10:35		0:10:48				0:10:45

				Call Handle Time (Avg)				0:19:26		0:19:50		0:17:25		0:18:47		0:18:37				0:18:49

				Percent. calls transferred by CSS				18.37%		18.90%		20.67%		19.80%		11.76%				17.90%

				Max Agents				36.62		30.88		31.23		33.94		41.75				42

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		3		4		6				15

				Connected				169		81		238		225		302				1015

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				1		5		7		8		7				28

				No Response				16		3		31		20		29				99

				Total Requests				187		90		279		257		345				1158

				% Connected				90%		90%		85%		88%		88%				88.15%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		1		6				7

				Connected				3		6		37		51		302				399

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		3		1		7				11

				No Response				0		0		5		9		29				43

				Total Requests				3		6		45		62		345				461

				% Connected				100%		100%		82%		82%		88%				90.40%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				12		4		0		13		5				34

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				2		0		0		2		0				4

				Total Requests				15		4		0		15		5				39

				% Connected				80%		100%		na		87%		100%				91.67%





































































































































10.20.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				1144		1249		1123		965		983				5464

				Calls Handled				1099		1166		1078		893		951				5187

				Calls Abandoned				47		86		43		79		33				289

				Abandon % (>5%)(Less Short Aban)				4.13%		6.88%		3.87%		8.14%		3.39%				5.28%

				Avg Time to Abandon				0:09:54		0:13:07		0:10:06		0:14:17		0:07:36				0:11:00

				Average Wait Time (>5 min)				0:03:32		0:10:20		0:03:22		0:08:39		0:03:57				0:05:58

				Max Wait Time				0:31:44		0:44:07		0:32:59		0:50:20		0:26:47				0:50:20

				Service Level (<80% calls under 5 min)				76.74%		53.13%		76.35%		62.75%		71.01%				68.00%

				Talk Time (Avg)				0:08:52		0:09:21		0:09:00		0:09:09		0:09:33				0:09:11

				Call Handle Time (Avg)				0:16:08		0:16:57		0:16:20		0:16:56		0:16:58				0:16:39

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.61%		80.41%		81.64%		82.66%		84.04%				82.07%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				211		204		194		153		166				928

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				87.83%		61.34%		91.43%		69.12%		80.25%				77.99%

				Occupancy				na		na		na		na		na				na

				Max Agents				61		69		60		53		54				69



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				146		155		152		166		149				768

				Calls Handled				137		149		144		156		146				732

				Calls Abandoned				8		5		6		8		0				27

				Abandon % (>5%)(Less Short Aban)				5.48%		3.23%		3.95%		4.82%		0.00%				3.50%

				Avg Time to Abandon				0:03:32		0:05:08		0:03:02		0:03:09		0:00:00				0:02:58

				Average Wait Time (>5 min)				0:01:07		0:01:49		0:01:14		0:01:54		0:01:51				0:01:35

				Max Wait Time				0:08:51		0:21:24		0:21:50		0:19:50		0:14:16				0:21:50

				Service Level (<80% calls under 5 min)				92.70%		85.91%		90.28%		87.18%		84.93%				88.20%

				Talk Time (Avg)				0:07:21		0:06:20		0:07:32		0:07:10		0:07:23				0:07:09

				Call Handle Time (Avg)				0:13:35		0:11:45		0:12:31		0:12:48		0:13:03				0:12:44

				Max Agents				5.17		4.86		5.04		5.55		5.36				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				258		265		266		277		227				1293

				Calls Handled				220		234		230		233		222				1139

				Calls Abandoned				37		31		36		43		5				152

				Abandon % (>5%)(Less Short Aban)				14.34%		11.70%		13.53%		15.52%		2.20%				11.46%

				Avg Time to Abandon				0:07:24		0:06:43		0:10:28		0:06:26		0:04:26				0:07:05

		 		Average Wait Time (>5 min)				0:15:24		0:08:46		0:11:59		0:12:13		0:03:47				0:10:25

				Max Wait Time				0:32:53		0:40:00		0:36:09		0:27:14		0:24:03				0:40:00

				Service Level (<80% calls under 5 min)				17.73%		39.74%		35.22%		15.88%		74.32%				36.58%

				Talk Time (Avg)				0:07:48		0:07:38		0:07:39		0:07:59		0:06:46				0:07:34

				Call Handle Time (Avg)				0:10:54		0:10:21		0:10:45		0:10:54		0:09:55				0:10:33

				Max Agents				6.66		6.72		6.87		7.05		6.11				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				211		204		194		153		166				928

				Calls Handled				191		174		182		127		153				827

				Calls Abandoned				15		22		10		20		11				79

				Abandon % (>5%)(Less Short Aban)				8.00%		12.93%		5.35%		16.02%		7.01%				9.86%

				Avg Time to Abandon				0:10:20		0:13:28		0:11:37		0:14:36		0:07:39				0:11:32

				Average Wait Time (>5 min)				0:07:28		0:21:20		0:06:12		0:18:37		0:08:39				0:12:27

				Max Wait Time				0:31:44		0:44:07		0:32:59		0:50:20		0:26:47				0:50:20

				Service Level (<80% calls under 5 min)				22.29%		5.81%		35.34%		18.99%		13.97%				19.28%

				Talk Time (Avg)				0:10:05		0:10:31		0:10:04		0:10:15		0:11:32				0:10:29

				Call Handle Time (Avg)				0:18:07		0:18:30		0:17:50		0:18:15		0:19:16				0:18:23

				Percent. calls transferred by CSS				18.44%		16.33%		17.28%		15.85%		16.89%				16.96%

				Max Agents				31.43		37.74		30.54		27.51		28.98				38

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Busy				0		0		1		0		0				1

				Caller canceled				0		1		0		2		0				3

				Connected				107		307		118		213		0				745

				Error				0		1		0		3		0				4

				Invalid Number				0		0		0		0		0				0

				No Answer				1		13		2		4		0				20

				No Response				3		23		8		20		0				54

				Total Requests				111		345		129		242		0				827

				% Connected				96%		89%		91%		88%		na				91.22%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Busy				0		0		0		0		1				1

				Caller canceled				0		0		0		0		1				1

				Connected				1		8		7		5		111				132

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		4				4

				No Response				0		0		0		1		12				13

				Total Requests				1		8		7		6		129				151

				% Connected				100%		100%		100%		83%		86%				93.88%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		1		0		1		0				2

				Connected				2		5		2		3		4				16

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		3		1		0		0				4

				Total Requests				2		9		3		4		4				22

				% Connected				100%		56%		67%		75%		100%				79.44%





































































































































10.13.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				781		712		783		783		685				3744

				Calls Handled				747		693		759		765		671				3636

				Calls Abandoned				34		19		19		22		12				105

				Abandon % (>5%)(Less Short Aban)				4.31%		2.63%		2.38%		2.81%		1.82%				2.79%

				Avg Time to Abandon				0:07:49		0:11:01		0:07:47		0:10:08		0:08:00				0:08:57

				Average Wait Time (>5 min)				0:03:35		0:03:17		0:02:24		0:03:22		0:02:34				0:03:02

				Max Wait Time				0:32:07		0:31:07		0:22:24		0:24:52		0:21:59				0:32:07

				Service Level (<80% calls under 5 min)				76.40%		84.20%		82.38%		74.94%		80.40%				79.66%

				Talk Time (Avg)				0:09:31		0:09:23		0:09:10		0:09:31		0:08:44				0:09:15

				Call Handle Time (Avg)				0:18:03		0:17:53		0:17:33		0:17:49		0:16:42				0:17:36

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.06%		82.38%		83.22%		81.00%		81.79%				82.89%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				124		124		142		142		137				669

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				86.74%		89.88%		92.03%		84.08%		86.02%				87.75%

				Occupancy				na		na		na		na		na				na

				Max Agents				45		42		45		46		38				46



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				135		116		113		115		98				577

				Calls Handled				126		111		106		111		96				550

				Calls Abandoned				8		4		6		3		2				23

				Abandon % (>5%)(Less Short Aban)				5.93%		3.45%		5.31%		2.61%		2.04%				3.87%

				Avg Time to Abandon				0:03:25		0:03:10		0:04:42		0:01:42		0:04:17				0:03:27

				Average Wait Time (>5 min)				0:01:44		0:01:01		0:01:10		0:01:16		0:02:03				0:01:26

				Max Wait Time				0:32:54		0:17:23		0:14:03		0:23:43		0:15:31				0:32:54

				Service Level (<80% calls under 5 min)				90.48%		90.09%		91.51%		92.79%		82.29%				89.43%

				Talk Time (Avg)				0:07:13		0:06:28		0:07:07		0:06:46		0:06:03				0:06:43

				Call Handle Time (Avg)				0:12:46		0:11:19		0:12:37		0:12:36		0:11:45				0:12:12

				Max Agents				4.04		2.17		3.71		3.89		3.13				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				249		238		212		245		209				1153

				Calls Handled				181		170		188		210		192				941

				Calls Abandoned				68		68		24		35		17				212

				Abandon % (>5%)(Less Short Aban)				27.31%		28.57%		11.32%		14.29%		8.13%				17.92%

				Avg Time to Abandon				0:14:03		0:12:33		0:09:30		0:13:19		0:03:26				0:10:34

		 		Average Wait Time (>5 min)				0:30:23		0:28:07		0:13:01		0:19:26		0:05:07				0:19:12

				Max Wait Time				0:59:25		1:01:28		0:43:28		0:45:30		0:21:52				1:01:28

				Service Level (<80% calls under 5 min)				2.21%		0.59%		33.51%		21.43%		57.81%				23.11%

				Talk Time (Avg)				0:08:20		0:07:05		0:06:23		0:07:56		0:07:37				0:07:28

				Call Handle Time (Avg)				0:11:15		0:09:45		0:08:56		0:11:10		0:11:20				0:10:29

				Max Agents				5.66		4.61		4.66		6.51		6.05				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				124		124		142		142		137				669

				Calls Handled				113		117		132		133		130				624

				Calls Abandoned				9		7		6		8		5				35

				Abandon % (>5%)(Less Short Aban)				7.98%		5.68%		4.66%		6.20%		3.91%				5.69%

				Avg Time to Abandon				0:08:32		0:10:46		0:07:57		0:10:20		0:08:00				0:09:07

				Average Wait Time (>5 min)				0:08:29		0:07:14		0:05:15		0:07:51		0:05:38				0:06:53

				Max Wait Time				0:32:07		0:31:07		0:22:24		0:24:52		0:21:59				0:32:07

				Service Level (<80% calls under 5 min)				24.21%		36.47%		29.00%		24.63%		40.48%				30.96%

				Talk Time (Avg)				0:10:58		0:10:54		0:09:57		0:10:45		0:09:13				0:10:21

				Call Handle Time (Avg)				0:19:57		0:20:05		0:18:47		0:19:28		0:17:48				0:19:13

				Percent. calls transferred by CSS				15.88%		17.42%		18.14%		18.14%		20.00%				17.91%

				Max Agents				19.44		19.62		21.27		21.77		18.97				22

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				83		0		0		59		55				197

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				5		0		0		2		1				8

				No Response				11		0		0		5		2				18

				Total Requests				99		0		0		67		58				224

				% Connected				84%		na		na		88%		95%				88.91%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				9		48		53		0		0				110

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		3		0		0				3

				No Response				1		5		3		0		0				9

				Total Requests				10		53		60		0		0				123

				% Connected				90%		91%		88%		na		na				89.63%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				2		3		5		0		0				10

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				1		2		0		0		0				3

				Total Requests				3		5		5		0		0				13

				% Connected				67%		60%		100%		na		na				75.56%





































































































































10.6.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				776		714		638		590		561				3279

				Calls Handled				762		686		632		587		556				3224

				Calls Abandoned				14		30		3		3		3				53

				Abandon % (>5%)(Less Short Aban)				1.77%		4.18%		0.53%		0.43%		0.58%				1.50%

				Avg Time to Abandon				0:06:26		0:09:08		0:05:55		0:07:36		0:06:22				0:07:05

				Average Wait Time (>5 min)				0:01:33		0:02:41		0:00:46		0:00:49		0:00:26				0:01:15

				Max Wait Time				0:25:38		0:32:21		0:14:53		0:16:52		0:20:00				0:32:21

				Service Level (<80% calls under 5 min)				88.01%		83.31%		95.70%		93.18%		97.09%				91.46%

				Talk Time (Avg)				0:08:41		0:09:07		0:09:10		0:08:51		0:08:59				0:08:57

				Call Handle Time (Avg)				0:16:58		0:17:33		0:17:21		0:17:35		0:16:56				0:17:16

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.17%		86.07%		85.93%		82.31%		83.32%				84.76%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				127		147		113		103		134				624

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				95.36%		87.61%		98.92%		98.26%		99.27%				95.89%

				Occupancy				na		na		na		na		na				na

				Max Agents				43		42		36		34		33				43



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				98		94		114		134		119				559

				Calls Handled				96		93		112		122		117				540

				Calls Abandoned				1		0		0		12		2				15

				Abandon % (>5%)(Less Short Aban)				1.02%		0.00%		0.00%		8.96%		1.68%				2.33%

				Avg Time to Abandon				0:01:20		0:00:00		0:00:00		0:02:16		0:05:21				0:01:47

				Average Wait Time (>5 min)				0:00:14		0:00:04		0:00:25		0:01:43		0:02:45				0:01:02

				Max Wait Time				0:05:47		0:00:32		0:10:50		0:16:56		0:13:59				0:16:56

				Service Level (<80% calls under 5 min)				98.96%		100.00%		98.21%		88.52%		74.36%				92.01%

				Talk Time (Avg)				0:06:21		0:06:49		0:06:04		0:07:03		0:06:56				0:06:38

				Call Handle Time (Avg)				0:10:58		0:12:11		0:11:14		0:11:42		0:11:20				0:11:29

				Max Agents				1.84		2.03		2.12		2.17		3.69				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				263		242		251		254		222				1232

				Calls Handled				197		189		219		210		188				1003

				Calls Abandoned				66		53		32		44		34				229

				Abandon % (>5%)(Less Short Aban)				25.10%		21.90%		12.75%		17.32%		15.32%				18.48%

				Avg Time to Abandon				0:12:57		0:09:49		0:11:17		0:08:12		0:07:06				0:09:52

		 		Average Wait Time (>5 min)				0:22:38		0:18:19		0:11:09		0:15:28		0:12:33				0:16:01

				Max Wait Time				0:55:36		0:44:24		0:40:17		0:31:25		0:25:20				0:55:36

				Service Level (<80% calls under 5 min)				9.64%		13.76%		41.55%		15.24%		15.96%				19.23%

				Talk Time (Avg)				0:06:36		0:07:24		0:06:27		0:07:04		0:06:26				0:06:47

				Call Handle Time (Avg)				0:08:59		0:09:53		0:08:54		0:09:11		0:08:38				0:09:07

				Max Agents				4.91		5.18		5.42		5.35		4.51				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				127		147		113		103		134				624

				Calls Handled				122		129		112		102		132				596

				Calls Abandoned				4		13		1		1		1				20

				Abandon % (>5%)(Less Short Aban)				3.36%		10.11%		0.62%		0.97%		1.02%				3.22%

				Avg Time to Abandon				0:06:21		0:09:08		0:04:53		0:07:36		0:06:42				0:06:56

				Average Wait Time (>5 min)				0:02:51		0:06:48		0:01:17		0:01:49		0:00:56				0:02:44

				Max Wait Time				0:25:38		0:32:21		0:14:53		0:16:52		0:20:00				0:32:21

				Service Level (<80% calls under 5 min)				56.18%		39.37%		67.08%		71.52%		80.82%				62.99%

				Talk Time (Avg)				0:09:22		0:10:48		0:10:23		0:09:55		0:10:33				0:10:12

				Call Handle Time (Avg)				0:18:40		0:19:22		0:19:00		0:18:41		0:19:21				0:19:00

				Percent. calls transferred by CSS				16.37%		20.59%		17.71%		17.46%		23.89%				19.20%

				Max Agents				18.50		19.14		16.93		16.02		15.74				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Busy				0		3		0		0		0				3

				Caller canceled				0		0		0		0		0				0

				Connected				26		66		9		0		0				101

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		0		0		0				2

				No Response				2		6		0		0		0				8

				Total Requests				28		77		9		0		0				114

				% Connected				93%		86%		100%		na		na				92.86%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		0		2		16		5				31

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		1				2

				No Response				1		0		0		2		2				5

				Total Requests				10		0		2		18		8				38

				% Connected				80%		na		100%		89%		63%				82.85%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		2		0		3		7				12

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		2		0		3		7				12

				% Connected				na		100%		na		100%		100%				100.00%





































































































































9.29.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				1063		881		763		705		614				4026

				Calls Handled				971		842		726		697		606				3842

				Calls Abandoned				82		34		33		4		5				159

				Abandon % (>5%)(Less Short Aban)				7.73%		3.87%		4.36%		0.59%		0.79%				3.47%

				Avg Time to Abandon				0:10:38		0:10:25		0:11:53		0:07:27		0:06:38				0:09:24

				Average Wait Time (>5 min)				0:10:46		0:03:54		0:04:01		0:00:43		0:00:43				0:04:01

				Max Wait Time				0:38:10		0:33:05		0:36:13		0:13:07		0:12:43				0:38:10

				Service Level (<80% calls under 5 min)				29.43%		74.41%		74.14%		95.69%		95.60%				73.86%

				Talk Time (Avg)				0:09:23		0:09:33		0:09:02		0:09:07		0:08:52				0:09:11

				Call Handle Time (Avg)				0:17:01		0:17:05		0:16:55		0:16:08		0:16:34				0:16:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.98%		82.17%		83.02%		81.88%		83.38%				82.89%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				230		152		132		138		145				797

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				46.82%		85.73%		87.96%		99.64%		99.60%				83.95%

				Occupancy				na		na		na		na		na				na

				Max Agents				61		49		42		38		35				61



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				272		98		100		117		104				691

				Calls Handled				259		97		92		116		100				664

				Calls Abandoned				12		1		8		1		4				26

				Abandon % (>5%)(Less Short Aban)				4.41%		1.02%		8.00%		0.85%		3.85%				3.63%

				Avg Time to Abandon				0:02:45		0:00:45		0:04:26		0:04:46		0:05:55				0:03:43

				Average Wait Time (>5 min)				0:02:30		0:00:34		0:03:07		0:01:44		0:01:27				0:01:52

				Max Wait Time				0:20:04		0:07:09		0:24:55		0:12:17		0:20:50				0:24:55

				Service Level (<80% calls under 5 min)				79.92%		94.85%		77.17%		84.48%		88.00%				84.88%

				Talk Time (Avg)				0:06:27		0:07:37		0:07:30		0:06:55		0:06:39				0:07:01

				Call Handle Time (Avg)				0:12:01		0:13:08		0:11:57		0:12:25		0:12:31				0:12:24

				Max Agents				na		na		1.92		3.39		2.30				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				235		243		234		259		229				1200

				Calls Handled				178		204		195		233		200				1010

				Calls Abandoned				57		38		39		26		28				188

				Abandon % (>5%)(Less Short Aban)				24.26%		15.64%		16.67%		10.04%		12.23%				15.77%

				Avg Time to Abandon				0:09:02		0:07:07		0:08:51		0:05:29		0:09:06				0:07:55

		 		Average Wait Time (>5 min)				0:17:21		0:12:21		0:19:06		0:09:06		0:10:05				0:13:35

				Max Wait Time				0:46:05		0:33:39		0:35:37		0:32:44		0:26:59				0:46:05

				Service Level (<80% calls under 5 min)				5.06%		18.63%		2.56%		33.91%		28.00%				17.63%

				Talk Time (Avg)				0:07:11		0:06:46		0:07:15		0:06:23		0:07:06				0:06:56

				Call Handle Time (Avg)				0:09:50		0:09:55		0:10:03		0:09:03		0:09:39				0:09:42

				Max Agents				4.86		5.65		5.44		5.86		5.36				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				230		152		132		138		145				797

				Calls Handled				208		139		121		138		144				750

				Calls Abandoned				18		10		9		0		1				38

				Abandon % (>5%)(Less Short Aban)				8.64%		7.19%		7.14%		0.29%		0.65%				4.78%

				Avg Time to Abandon				0:12:01		0:11:23		0:13:44		0:00:58		0:08:35				0:09:20

				Average Wait Time (>5 min)				0:12:37		0:07:33		0:07:47		0:00:17		0:00:30				0:05:44

				Max Wait Time				0:38:10		0:33:05		0:36:13		0:05:38		0:07:26				0:38:10

				Service Level (<80% calls under 5 min)				15.00%		39.81%		47.09%		89.68%		82.03%				54.72%

				Talk Time (Avg)				0:11:14		0:10:56		0:10:23		0:10:38		0:10:04				0:10:39

				Call Handle Time (Avg)				0:19:29		0:19:42		0:19:07		0:18:19		0:18:27				0:19:00

				Percent. calls transferred by CSS				21.64%		17.25%		17.30%		19.57%		23.62%				19.88%

				Max Agents				29.42		22.80		19.31		17.74		15.67				29

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				205		67		76		0		2				350

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				8		3		2		0		0				13

				No Response				11		8		7		0		0				26

				Total Requests				225		78		85		0		2				390

				% Connected				91%		86%		89%		na		100%				91.61%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		0		0		0				2

				Connected				172		28		7		8		16				231

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				7		0		0		0		0				7

				No Response				9		1		0		2		3				15

				Total Requests				191		29		7		10		19				256

				% Connected				90%		97%		100%		80%		84%				90.16%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				13		0		3		4		4				24

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		0		0		0				2

				No Response				1		0		0		0		1				2

				Total Requests				16		0		3		4		5				28

				% Connected				81%		na		100%		100%		80%				90.31%





































































































































9.22.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				886		823		745		724		788				3966

				Calls Handled				858		807		729		706		748				3847

				Calls Abandoned				21		9		12		15		31				89

				Abandon % (>5%)(Less Short Aban)				2.32%		1.15%		1.64%		2.14%		3.91%				2.23%

				Avg Time to Abandon				0:07:56		0:07:34		0:06:39		0:08:53		0:09:07				0:08:01

				Average Wait Time (>5 min)				0:02:35		0:01:27		0:01:01		0:01:50		0:03:28				0:02:04

				Max Wait Time				0:21:48		0:18:33		0:14:40		0:16:37		0:34:17				0:34:17

				Service Level (<80% calls under 5 min)				79.82%		87.55%		93.63%		84.15%		74.30%				83.89%

				Talk Time (Avg)				0:09:32		0:09:05		0:09:19		0:09:14		0:09:10				0:09:16

				Call Handle Time (Avg)				0:17:37		0:16:41		0:17:03		0:17:15		0:16:50				0:17:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.97%		82.66%		84.47%		84.14%		82.95%				83.24%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				149		135		107		116		158				665

		 		Short Abandon (under 60 seconds)				0		0		0		0		1				1

				% of calls answered in under 10 minutes				90.95%		95.53%		99.76%		95.73%		87.76%				93.95%

				Occupancy				na		na		na		na		na				na

				Max Agents				51		44		40		40		44				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				146		179		144		154		160				783

				Calls Handled				137		173		137		145		158				750

				Calls Abandoned				9		6		6		7		2				30

				Abandon % (>5%)(Less Short Aban)				6.16%		3.35%		4.17%		4.55%		1.25%				3.90%

				Avg Time to Abandon				0:04:55		0:07:15		0:07:11		0:05:17		0:02:49				0:05:29

				Average Wait Time (>5 min)				0:03:23		0:01:36		0:02:17		0:03:10		0:00:48				0:02:14

				Max Wait Time				0:22:32		0:19:41		0:20:31		0:20:17		0:11:43				0:22:32

				Service Level (<80% calls under 5 min)				69.34%		87.86%		81.75%		77.24%		94.30%				82.10%

				Talk Time (Avg)				0:05:50		0:07:01		0:07:13		0:07:03		0:06:14				0:06:40

				Call Handle Time (Avg)				0:11:10		0:11:56		0:12:11		0:12:48		0:11:17				0:11:52

				Max Agents				4.25		5.73		4.64		4.49		3.12				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				233		212		251		274		208				1178

				Calls Handled				207		178		202		213		171				971

				Calls Abandoned				26		34		49		61		37				207

				Abandon % (>5%)(Less Short Aban)				11.16%		16.04%		19.52%		22.26%		17.79%				17.35%

				Avg Time to Abandon				0:06:28		0:08:29		0:11:36		0:13:16		0:10:28				0:10:03

		 		Average Wait Time (>5 min)				0:09:14		0:12:18		0:19:43		0:23:44		0:14:34				0:15:54

				Max Wait Time				0:29:02		0:34:09		0:58:26		1:00:10		0:32:41				1:00:10

				Service Level (<80% calls under 5 min)				39.13%		30.90%		17.33%		22.07%		22.22%				26.33%

				Talk Time (Avg)				0:07:22		0:06:38		0:07:23		0:07:05		0:07:23				0:07:10

				Call Handle Time (Avg)				0:09:31		0:09:20		0:09:45		0:09:25		0:09:11				0:09:26

				Max Agents				5.47		4.61		5.47		5.57		4.36				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				149		135		107		116		158				665

				Calls Handled				148		133		103		114		151				650

				Calls Abandoned				1		1		2		1		6				11

				Abandon % (>5%)(Less Short Aban)				0.71%		0.57%		1.87%		0.87%		3.82%				1.57%

				Avg Time to Abandon				0:05:47		0:09:03		0:05:49		0:05:59		0:12:06				0:07:44

				Average Wait Time (>5 min)				0:01:08		0:00:17		0:01:24		0:01:18		0:04:37				0:01:44

				Max Wait Time				0:11:01		0:04:54		0:14:40		0:16:23		0:34:17				0:34:17

				Service Level (<80% calls under 5 min)				70.24%		86.46%		65.51%		73.02%		51.41%				69.33%

				Talk Time (Avg)				0:10:30		0:10:36		0:10:50		0:09:36		0:09:51				0:10:16

				Call Handle Time (Avg)				0:19:13		0:18:17		0:18:24		0:18:35		0:18:22				0:18:34

				Percent. calls transferred by CSS				16.82%		16.40%		14.36%		16.02%		20.05%				16.73%

				Max Agents				22.40		17.66		16.39		17.69		20.03				22

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				14		0		9		23		52				98

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		2				2

				No Response				0		0		1		1		3				5

				Total Requests				14		0		10		24		57				105

				% Connected				100%		na		90%		96%		91%				94.27%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Busy				0		na		0		0		0				0

				Caller canceled				0		na		0		0		1				1

				Connected				79		na		10		27		40				156

				Error				0		na		0		0		0				0

				Invalid Number				0		na		0		0		0				0

				No Answer				1		na		0		1		4				6

				No Response				7		na		0		0		0				7

				Total Requests				87		na		10		28		45				170

				% Connected				91%				100%		96%		89%				94.03%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		7		5		8		1				29

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		2		0		0		0				2

				Total Requests				8		9		5		8		1				31

				% Connected				100%		78%		100%		100%		100%				95.56%





































































































































9.15.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received				869		825		682		666		686				3728

				Calls Handled				850		817		678		662		682				3688

				Calls Abandoned				15		8		3		3		2				31

				Abandon % (>5%)(Less Short Aban)				1.75%		0.96%		0.39%		0.52%		0.25%				0.77%

				Avg Time to Abandon				0:07:05		0:06:46		0:07:08		0:05:26		0:06:16				0:06:32

				Average Wait Time (>5 min)				0:01:39		0:01:06		0:00:28		0:00:29		0:00:29				0:00:50

				Max Wait Time				0:20:08		0:17:01		0:06:51		0:12:36		0:07:31				0:20:08

				Service Level (<80% calls under 5 min)				86.91%		91.12%		98.05%		97.89%		98.74%				94.54%

				Talk Time (Avg)				0:09:42		0:09:16		0:09:18		0:09:01		0:09:15				0:09:18

				Call Handle Time (Avg)				0:17:42		0:17:05		0:17:10		0:17:18		0:16:53				0:17:13

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				88.11%		80.86%		82.57%		84.41%		82.76%				83.74%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				101		109		93		98		109				510

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				96.52%		97.83%		100.00%		99.87%		100.00%				98.84%

				Occupancy				na		na		na		na		na				na

				Max Agents				48		44		37		37		37				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received				115		150		131		144		140				680

				Calls Handled				109		147		127		138		125				646

				Calls Abandoned				6		3		3		5		14				31

				Abandon % (>5%)(Less Short Aban)				5.22%		2.00%		2.29%		3.47%		10.00%				4.60%

				Avg Time to Abandon				0:05:29		0:02:39		0:05:38		0:03:46		0:05:00				0:04:30

				Average Wait Time (>5 min)				0:02:14		0:01:26		0:01:15		0:02:10		0:04:06				0:02:14

				Max Wait Time				0:19:55		0:20:57		0:20:26		0:15:00		0:23:11				0:23:11

				Service Level (<80% calls under 5 min)				83.49%		89.80%		91.34%		81.88%		67.20%				82.74%

				Talk Time (Avg)				0:06:46		0:06:47		0:07:02		0:06:41		0:06:55				0:06:50

				Call Handle Time (Avg)				0:11:16		0:11:52		0:11:29		0:11:54		0:12:28				0:11:47

				Max Agents				3.41		4.85		4.05		4.56		4.33				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received				264		242		241		246		223				1216

				Calls Handled				240		186		228		216		181				1051

				Calls Abandoned				24		56		13		30		40				163

				Abandon % (>5%)(Less Short Aban)				9.09%		23.14%		5.39%		12.20%		17.94%				13.55%

				Avg Time to Abandon				0:06:13		0:10:39		0:04:04		0:05:59		0:13:54				0:08:09

		 		Average Wait Time (>5 min)				0:08:06		0:18:34		0:02:43		0:09:22		0:14:56				0:10:44

				Max Wait Time				0:24:14		0:53:25		0:15:38		0:21:54		0:50:31				0:53:25

				Service Level (<80% calls under 5 min)				38.33%		12.37%		76.75%		29.17%		40.88%				39.50%

				Talk Time (Avg)				0:06:52		0:06:06		0:06:12		0:07:20		0:06:53				0:06:40

				Call Handle Time (Avg)				0:09:07		0:08:42		0:08:26		0:09:44		0:09:42				0:09:08

				Max Agents				6.08		4.50		5.34		5.71		4.77				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received				101		109		93		98		109				510

				Calls Handled				97		106		92		97		109				502

				Calls Abandoned				2		2		0		1		0				6

				Abandon % (>5%)(Less Short Aban)				2.08%		2.12%		0.34%		0.68%		0.31%				1.11%

				Avg Time to Abandon				0:07:57		0:06:45		0:09:07		0:06:33		0:04:41				0:07:00

				Average Wait Time (>5 min)				0:02:44		0:02:27		0:00:15		0:00:57		0:00:23				0:01:21

				Max Wait Time				0:20:08		0:17:01		0:05:13		0:12:36		0:07:31				0:20:08

				Service Level (<80% calls under 5 min)				50.40%		55.97%		89.76%		70.65%		87.27%				70.81%

				Talk Time (Avg)				0:11:19		0:09:53		0:09:37		0:10:02		0:10:18				0:10:13

				Call Handle Time (Avg)				0:19:20		0:18:14		0:18:08		0:18:19		0:17:25				0:18:17

				Percent. calls transferred by CSS				11.62%		13.21%		13.64%		14.71%		15.89%				13.81%

				Max Agents				20.66		19.08		14.80		14.95		15.57				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				22		29		1		7		2				61

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				3		1		0		1		0				5

				Total Requests				25		30		1		8		2				66

				% Connected				88%		97%		100%		88%		100%				94.43%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				10		1		5		0		11				27

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		0				1

				No Response				1		0		0		0		0				1

				Total Requests				11		1		7		0		11				30

				% Connected				91%		100%		71%		na		100%				90.58%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		1		1		0				3

				Connected				3		13		5		2		9				32

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		1		0		1				4

				No Response				0		4		0		1		0				5

				Total Requests				6		18		7		4		10				45

				% Connected				50%		72%		71%		50%		90%				66.73%





































































































































9.8.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				846		845		684		614		691				3680

				Calls Handled				796		805		673		612		684				3571

				Calls Abandoned				39		40		10		1		5				95

				Abandon % (>5%)(Less Short Aban)				4.62%		4.69%		1.52%		0.14%		0.75%				2.34%

				Avg Time to Abandon				0:08:05		0:06:39		0:05:27		0:05:41		0:07:49				0:06:44

				Average Wait Time (>5 min)				0:03:48		0:02:58		0:01:32		0:00:08		0:00:53				0:01:51

				Max Wait Time				0:31:49		0:23:50		0:26:50		0:04:39		0:13:53				0:31:49

				Service Level (<80% calls under 5 min)				70.63%		76.39%		89.52%		100.00%		92.68%				85.84%

				Talk Time (Avg)				0:09:04		0:08:49		0:09:00		0:09:48		0:08:54				0:09:07

				Call Handle Time (Avg)				0:17:28		0:17:50		0:17:39		0:18:45		0:16:38				0:17:40

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.41%		84.65%		84.48%		85.28%		87.90%				85.34%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				150		136		103		97		111				597

		 		Short Abandon (under 60 seconds)				0		0		0		1		0				1

				% of calls answered in under 10 minutes				85.15%		91.20%		95.21%		100.00%		98.99%				94.11%

				Occupancy				na		na		na		na		na				na

				Max Agents				48		49		39		37		37				49



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				123		129		117		119		141				629

				Calls Handled				112		128		114		106		135				595

				Calls Abandoned				10		1		2		13		3				29

				Abandon % (>5%)(Less Short Aban)				8.13%		0.78%		1.71%		10.92%		2.13%				4.73%

				Avg Time to Abandon				0:02:48		0:03:10		0:00:51		0:05:36		0:05:00				0:03:29

				Average Wait Time (>5 min)				0:02:13		0:01:08		0:01:29		0:03:36		0:02:17				0:02:08

				Max Wait Time				0:21:30		0:23:19		0:15:37		0:28:30		0:18:07				0:28:30

				Service Level (<80% calls under 5 min)				85.71%		92.19%		88.60%		75.47%		82.22%				84.84%

				Talk Time (Avg)				0:06:59		0:06:17		0:07:00		0:07:05		0:05:49				0:06:38

				Call Handle Time (Avg)				0:11:49		0:11:24		0:11:59		0:11:43		0:10:24				0:11:27

				Max Agents				3.68		4.05		3.79		3.45		3.90				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				286		235		290		231		251				1293

				Calls Handled				241		205		265		211		222				1144

				Calls Abandoned				45		30		25		20		29				149

				Abandon % (>5%)(Less Short Aban)				15.73%		12.77%		8.62%		8.66%		11.55%				11.47%

				Avg Time to Abandon				0:07:54		0:07:17		0:02:47		0:05:17		0:04:52				0:05:37

		 		Average Wait Time (>5 min)				0:13:32		0:07:37		0:03:19		0:04:22		0:11:48				0:08:07

				Max Wait Time				0:36:26		0:28:24		0:13:20		0:30:19		0:27:14				0:36:26

				Service Level (<80% calls under 5 min)				16.60%		47.80%		71.32%		74.88%		18.02%				45.72%

				Talk Time (Avg)				0:06:18		0:06:21		0:06:03		0:04:59		0:06:29				0:06:02

				Call Handle Time (Avg)				0:08:42		0:08:33		0:08:26		0:06:57		0:08:49				0:08:17

				Max Agents				5.82		4.87		6.21		4.07		5.44				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				150		136		103		97		111				597

				Calls Handled				147		127		100		96		108				577

				Calls Abandoned				3		8		3		0		2				15

				Abandon % (>5%)(Less Short Aban)				1.75%		5.93%		3.02%		0.36%		1.62%				2.54%

				Avg Time to Abandon				0:05:27		0:07:01		0:05:15		0:05:41		0:08:35				0:06:23

				Average Wait Time (>5 min)				0:02:13		0:04:50		0:03:11		0:00:17		0:01:53				0:02:28

				Max Wait Time				0:22:13		0:23:50		0:26:50		0:04:39		0:13:53				0:26:50

				Service Level (<80% calls under 5 min)				63.73%		27.79%		60.30%		87.36%		64.14%				60.66%

				Talk Time (Avg)				0:10:14		0:09:56		0:09:52		0:10:35		0:09:50				0:10:05

				Call Handle Time (Avg)				0:17:51		0:18:02		0:18:39		0:19:38		0:17:35				0:18:21

				Percent. calls transferred by CSS				17.73%		16.09%		15.06%		15.80%		16.06%				16.15%

				Max Agents				19.77		20.27		17.13		15.15		15.03				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				37		65		35		1		23				161

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				4		5		2		0		0				11

				Total Requests				42		70		37		1		23				173

				% Connected				88%		93%		95%		100%		100%				95.11%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				85		32		4		0		2				123

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		2		0		0		0				4

				No Response				7		2		0		0		0				9

				Total Requests				94		36		4		0		2				136

				% Connected				90%		89%		100%		na		100%				94.83%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				6		1		0		8		6				21

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				1		0		0		1		2				4

				Total Requests				7		1		0		9		9				26

				% Connected				86%		100%		na		89%		67%				85.32%





































































































































9.1.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						922		833		787		672				3214

				Calls Handled						870		795		758		660				3083

				Calls Abandoned						42		41		29		0				112

				Abandon % (>5%)(Less Short Aban)						4.56%		4.98%		3.67%		0.00%				3.30%

				Avg Time to Abandon						0:08:45		0:15:13		0:08:41		0:17:18				0:12:29

				Average Wait Time (>5 min)						0:05:48		0:06:12		0:03:55		0:01:19				0:04:18

				Max Wait Time						0:29:11		0:50:16		0:42:32		0:18:41				0:50:16

				Service Level (<80% calls under 5 min)						56.21%		73.08%		81.04%		92.05%				75.60%

				Talk Time (Avg)						0:08:50		0:08:34		0:08:31		0:08:47				0:08:40

				Call Handle Time (Avg)						0:17:13		0:16:15		0:16:54		0:16:27				0:16:42

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.50%		83.33%		83.81%		82.70%				82.83%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						153		151		139		98				541

		 		Short Abandon (under 60 seconds)						0		0		0		0				0

				% of calls answered in under 10 minutes						74.85%		74.49%		86.79%		96.82%				83.24%

				Occupancy						na		na		na		na				na

				Max Agents						51		45		44		35				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						116		133		106		122				477

				Calls Handled						107		123		101		107				438

				Calls Abandoned						8		10		5		13				36

				Abandon % (>5%)(Less Short Aban)						6.90%		7.52%		4.72%		10.66%				7.45%

				Avg Time to Abandon						0:06:17		0:04:16		0:04:08		0:04:02				0:04:40

				Average Wait Time (>5 min)						0:02:56		0:04:29		0:03:45		0:06:45				0:04:28

				Max Wait Time						0:26:39		0:20:05		0:20:22		0:25:59				0:26:39

				Service Level (<80% calls under 5 min)						81.31%		61.79%		74.26%		55.14%				68.12%

				Talk Time (Avg)						0:07:20		0:06:15		0:07:13		0:07:12				0:07:00

				Call Handle Time (Avg)						0:13:24		0:11:25		0:12:11		0:12:37				0:12:24

				Max Agents						3.98		3.90		3.42		3.75				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						221		270		237		224				952

				Calls Handled						193		220		211		190				814

				Calls Abandoned						28		50		26		34				138

				Abandon % (>5%)(Less Short Aban)						12.67%		18.52%		10.97%		15.18%				14.34%

				Avg Time to Abandon						0:06:28		0:10:42		0:09:33		0:11:49				0:09:38

		 		Average Wait Time (>5 min)						0:07:51		0:17:39		0:12:03		0:14:37				0:13:02

				Max Wait Time						0:24:41		0:47:12		0:31:55		0:36:19				0:47:12

				Service Level (<80% calls under 5 min)						45.60%		13.64%		19.91%		21.58%				25.18%

				Talk Time (Avg)						0:05:30		0:08:04		0:06:56		0:07:06				0:06:54

				Call Handle Time (Avg)						0:07:33		0:10:05		0:09:23		0:09:15				0:09:04

				Max Agents						4.05		6.16		5.50		4.88				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						153		151		139		98				541

				Calls Handled						144		130		127		95				496

				Calls Abandoned						7		16		10		3				35

				Abandon % (>5%)(Less Short Aban)						4.60%		12.16%		7.79%		2.71%				6.82%

				Avg Time to Abandon						0:10:36		0:15:13		0:08:52		0:08:24				0:10:46

				Average Wait Time (>5 min)						0:08:51		0:16:19		0:08:42		0:02:05				0:08:59

				Max Wait Time						0:29:11		0:50:16		0:42:32		0:18:41				0:50:16

				Service Level (<80% calls under 5 min)						20.00%		22.98%		39.24%		66.27%				37.12%

				Talk Time (Avg)						0:09:27		0:09:51		0:09:51		0:10:02				0:09:47

				Call Handle Time (Avg)						0:18:13		0:17:26		0:17:42		0:17:40				0:17:45

				Percent. calls transferred by CSS						16.59%		18.13%		17.66%		14.58%				16.74%

				Max Agents						21.99		19.50		19.55		16.28				22

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Busy						0		0		0		0				0

				Caller canceled						1		0		0		0				1

				Connected						128		142		83		19				372

				Error						2		0		0		0				2

				Invalid Number						0		0		0		0				0

				No Answer						3		2		4		0				9

				No Response						9		13		6		1				29

				Total Requests						143		157		93		20				413

				% Connected						90%		90%		89%		95%				91.05%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Busy						0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						1		0		1		7				9

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		1				1

				No Response						0		0		0		0				0

				Total Requests						1		0		1		8				10

				% Connected						100%		na		100%		88%				95.83%







				CCB Broker		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Busy						0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						6		15		8		7				36

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		1		0		0				1

				No Response						2		3		0		0				5

				Total Requests						8		19		8		7				42

				% Connected						75%		79%		100%		100%				88.49%





































































































































8.25.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				862		793		809		757		818				4039

				Calls Handled				831		765		777		734		752				3860

				Calls Abandoned				28		28		31		27		80				193

				Abandon % (>5%)(Less Short Aban)				3.26%		3.49%		3.80%		3.55%		9.74%				4.77%

				Avg Time to Abandon				0:08:28		0:11:02		0:09:32		0:11:19		0:17:33				0:11:34

				Average Wait Time (>5 min)				0:03:11		0:03:50		0:05:17		0:04:08		0:10:06				0:05:18

				Max Wait Time				0:32:37		0:26:54		0:41:33		0:31:55		1:05:58				1:05:58

				Service Level (<80% calls under 5 min)				79.01%		74.39%		69.03%		77.83%		64.43%				72.94%

				Talk Time (Avg)				0:08:14		0:08:39		0:08:53		0:08:32		0:08:11				0:08:29

				Call Handle Time (Avg)				0:15:18		0:15:50		0:16:33		0:15:45		0:15:15				0:15:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.63%		86.50%		85.90%		86.97%		88.61%				87.12%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				151		152		138		145		188				774

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				84.18%		82.04%		81.91%		84.53%		67.45%				80.02%

				Occupancy				na		na		na		na		na				na

				Max Agents				43		42		44		40		43				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				170		173		207		214		195				959

				Calls Handled				158		160		189		174		180				861

				Calls Abandoned				12		12		17		40		15				96

				Abandon % (>5%)(Less Short Aban)				7.06%		6.94%		8.21%		18.69%		7.69%				9.72%

				Avg Time to Abandon				0:04:20		0:03:36		0:03:54		0:07:54		0:13:28				0:06:38

				Average Wait Time (>5 min)				0:06:01		0:02:07		0:06:42		0:09:14		0:08:45				0:06:33

				Max Wait Time				0:35:00		0:13:18		0:21:51		0:28:37		0:49:38				0:49:38

				Service Level (<80% calls under 5 min)				58.86%		83.75%		41.27%		47.13%		50.56%				56.31%

				Talk Time (Avg)				0:06:59		0:06:37		0:07:10		0:08:02		0:07:49				0:07:19

				Call Handle Time (Avg)				0:11:34		0:11:59		0:12:25		0:12:42		0:12:08				0:12:09

				Max Agents				5.07		5.36		6.52		6.14		6.17				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				244		246		218		234		225				1167

				Calls Handled				213		217		165		183		196				974

				Calls Abandoned				28		29		53		50		29				189

				Abandon % (>5%)(Less Short Aban)				11.48%		11.79%		24.31%		21.37%		12.89%				16.37%

				Avg Time to Abandon				0:06:25		0:05:13		0:13:14		0:10:06		0:07:46				0:08:32

		 		Average Wait Time (>5 min)				0:09:27		0:09:43		0:21:18		0:17:54		0:14:00				0:14:28

				Max Wait Time				0:33:55		0:20:04		0:49:36		0:39:37		0:32:30				0:49:36

				Service Level (<80% calls under 5 min)				53.05%		16.59%		3.64%		17.49%		23.47%				22.85%

				Talk Time (Avg)				0:07:06		0:06:58		0:08:28		0:07:58		0:07:47				0:07:39

				Call Handle Time (Avg)				0:09:26		0:09:16		0:10:41		0:10:32		0:10:13				0:10:01

				Max Agents				5.66		5.58		4.90		5.39		5.56				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				151		152		138		145		188				774

				Calls Handled				136		137		124		132		142				670

				Calls Abandoned				10		11		10		11		31				74

				Abandon % (>5%)(Less Short Aban)				7.58%		8.06%		8.35%		8.13%		22.07%				10.84%

				Avg Time to Abandon				0:08:43		0:11:27		0:09:45		0:11:41		0:18:06				0:11:56

				Average Wait Time (>5 min)				0:07:55		0:09:27		0:12:33		0:10:03		0:26:35				0:13:18

				Max Wait Time				0:32:37		0:26:54		0:41:33		0:31:55		1:05:58				1:05:58

				Service Level (<80% calls under 5 min)				28.15%		20.05%		6.43%		23.29%		5.06%				16.60%

				Talk Time (Avg)				0:09:37		0:10:26		0:09:37		0:09:29		0:09:40				0:09:45

				Call Handle Time (Avg)				0:18:06		0:19:07		0:18:41		0:17:56		0:17:53				0:18:20

				Percent. calls transferred by CSS				17.52%		19.17%		17.06%		19.15%		22.98%				19.18%

				Max Agents				20.55		19.74		20.48		18.37		21.15				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				69		102		107		89		152				519

				Error				1		0		1		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				1		3		2		0		7				13

				No Response				3		5		4		11		16				39

				Total Requests				74		110		114		100		175				573

				% Connected				93%		93%		94%		89%		87%				91.14%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		6		6		0				12

				Connected				3		1		229		229		1				463

				Error				0		0		1		1		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		8		8		0				16

				No Response				0		0		17		17		0				34

				Total Requests				3		1		261		261		1				527

				% Connected				100%		100%		na		na		100%				100.00%

































































































































































8.18.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				869		822		732		654		610				3687

				Calls Handled				852		819		727		651		596				3646

				Calls Abandoned				13		3		3		2		14				35

				Abandon % (>5%)(Less Short Aban)				1.47%		0.31%		0.47%		0.26%		2.34%				0.97%

				Avg Time to Abandon				0:06:46		0:08:20		0:07:36		0:05:56		0:11:07				0:07:57

				Average Wait Time (>5 min)				0:01:31		0:00:43		0:00:57		0:00:25		0:03:00				0:01:19

				Max Wait Time				0:15:59		0:09:30		0:20:45		0:08:04		0:28:15				0:28:15

				Service Level (<80% calls under 5 min)				86.59%		97.16%		92.51%		98.83%		80.74%				91.16%

				Talk Time (Avg)				0:08:19		0:08:28		0:08:50		0:08:12		0:08:51				0:08:32

				Call Handle Time (Avg)				0:15:29		0:15:35		0:15:59		0:15:22		0:16:02				0:15:41

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.74%		86.82%		84.76%		87.72%		86.65%				86.14%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				152		133		115		117		117				634

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				96.20%		100.00%		99.52%		100.00%		85.41%				96.23%

				Occupancy				na		na		na		na		na				na

				Max Agents				44		41		38		33		32				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				135		146		136		113		157				687

				Calls Handled				121		134		130		103		146				634

				Calls Abandoned				14		12		5		9		11				51

				Abandon % (>5%)(Less Short Aban)				10.37%		8.22%		3.68%		7.96%		7.01%				7.45%

				Avg Time to Abandon				0:04:45		0:03:17		0:06:41		0:05:19		0:05:29				0:05:06

				Average Wait Time (>5 min)				0:04:45		0:02:12		0:02:59		0:04:16		0:04:54				0:03:49

				Max Wait Time				0:15:00		0:10:25		0:19:07		0:16:02		0:23:25				0:23:25

				Service Level (<80% calls under 5 min)				51.24%		79.10%		77.69%		65.05%		63.70%				67.36%

				Talk Time (Avg)				0:07:16		0:07:06		0:06:33		0:08:03		0:06:35				0:07:06

				Call Handle Time (Avg)				0:12:32		0:12:32		0:11:17		0:12:54		0:11:59				0:12:14

				Max Agents				4.21		4.66		4.07		3.69		4.86				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				255		245		244		242		204				1190

				Calls Handled				210		217		225		222		191				1065

				Calls Abandoned				45		28		19		20		13				125

				Abandon % (>5%)(Less Short Aban)				17.65%		11.43%		7.79%		8.26%		6.37%				10.30%

				Avg Time to Abandon				0:11:59		0:05:59		0:05:41		0:07:06		0:04:32				0:07:03

		 		Average Wait Time (>5 min)				0:17:11		0:08:40		0:06:17		0:07:35		0:05:34				0:09:03

				Max Wait Time				0:51:15		0:35:13		0:24:03		0:31:24		0:21:10				0:51:15

				Service Level (<80% calls under 5 min)				4.29%		41.01%		57.78%		54.50%		53.93%				42.30%

				Talk Time (Avg)				0:07:05		0:07:02		0:06:56		0:06:51		0:06:13				0:06:49

				Call Handle Time (Avg)				0:09:15		0:09:12		0:09:06		0:08:49		0:08:16				0:08:55

				Max Agents				5.39		5.55		5.69		5.44		4.38				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				152		133		115		117		117				634

				Calls Handled				147		133		114		116		110				619

				Calls Abandoned				4		0		1		1		6				12

				Abandon % (>5%)(Less Short Aban)				2.86%		0.27%		0.65%		0.65%		5.08%				1.90%

				Avg Time to Abandon				0:07:16		0:15:15		0:10:45		0:05:56		0:11:47				0:10:11

				Average Wait Time (>5 min)				0:03:32		0:01:07		0:01:09		0:00:30		0:07:18				0:02:43

				Max Wait Time				0:15:59		0:09:30		0:20:45		0:08:04		0:28:15				0:28:15

				Service Level (<80% calls under 5 min)				40.53%		62.37%		80.00%		85.06%		38.98%				61.39%

				Talk Time (Avg)				0:09:15		0:09:30		0:10:13		0:09:43		0:10:02				0:09:44

				Call Handle Time (Avg)				0:17:21		0:17:33		0:17:50		0:18:21		0:18:14				0:17:51

				Percent. calls transferred by CSS				17.49%		16.18%		15.71%		17.89%		19.18%				17.29%

				Max Agents				20.23		18.12		15.15		15.74		14.93				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				44		7		12		1		1				65

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		1		0		0				1

				Total Requests				44		7		13		1		1				66

				% Connected				100%		100%		92%		100%		100%				98.46%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		1		1		1		0				3

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		1		1		1		0				3

				% Connected				na		100%		100%		100%		na				100.00%

































































































































































8.11.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				878		785		709		693		726				3791

				Calls Handled				858		772		702		680		706				3717

				Calls Abandoned				16		9		4963		11		19				5018

				Abandon % (>5%)(Less Short Aban)				1.87%		1.09%		0.85%		1.58%		2.58%				1.59%

				Avg Time to Abandon				0:07:36		0:06:46		0:12:14		0:06:16		0:09:03				0:08:23

				Average Wait Time (>5 min)				0:01:26		0:00:58		0:00:37		0:01:21		0:02:59				0:01:28

				Max Wait Time				0:13:35		0:13:47		0:17:27		0:14:14		0:32:08				0:32:08

				Service Level (<80% calls under 5 min)				89.49%		92.88%		96.07%		88.83%		77.21%				88.90%

				Talk Time (Avg)				0:08:48		0:08:21		0:08:59		0:08:05		0:08:28				0:08:32

				Call Handle Time (Avg)				0:15:57		0:15:28		0:16:06		0:15:30		0:15:32				0:15:42

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.05%		85.72%		87.05%		87.40%		84.97%				86.44%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				137		131		115		128		126				637

		 		Short Abandon (under 60 seconds)				2		2		0		0		0				4

				% of calls answered in under 10 minutes				99.19%		98.78%		98.77%		97.39%		91.64%				97.15%

				Occupancy				na		na		na		na		na				na

				Max Agents				45		39		37		35		37				45



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				136		129		130		144		118				657

				Calls Handled				128		124		123		138		112				625

				Calls Abandoned				8		4		5		6		6				29

				Abandon % (>5%)(Less Short Aban)				5.88%		3.10%		3.85%		4.17%		5.08%				4.42%

				Avg Time to Abandon				0:04:19		0:07:21		0:04:12		0:06:16		0:05:34				0:05:32

				Average Wait Time (>5 min)				0:02:03		0:03:59		0:01:48		0:03:20		0:03:31				0:02:56

				Max Wait Time				0:12:16		0:20:02		0:19:53		0:17:15		0:17:54				0:20:02

				Service Level (<80% calls under 5 min)				83.59%		68.55%		86.99%		70.29%		72.32%				76.35%

				Talk Time (Avg)				0:06:46		0:06:48		0:08:00		0:07:00		0:07:27				0:07:12

				Call Handle Time (Avg)				0:12:15		0:12:22		0:12:59		0:11:29		0:12:57				0:12:24

				Max Agents				4.35		4.26		4.47		4.40		4.03				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				236		243		259		266		251				1255

				Calls Handled				207		200		225		209		203				1044

				Calls Abandoned				29		42		34		56		46				207

				Abandon % (>5%)(Less Short Aban)				12.29%		17.28%		13.13%		21.05%		18.33%				16.42%

				Avg Time to Abandon				0:08:26		0:09:04		0:08:43		0:09:40		0:10:03				0:09:11

		 		Average Wait Time (>5 min)				0:10:48		0:12:42		0:14:09		0:15:18		0:15:56				0:13:46

				Max Wait Time				0:33:50		0:41:30		0:28:08		0:37:49		0:41:43				0:41:43

				Service Level (<80% calls under 5 min)				28.50%		24.00%		22.22%		13.40%		17.73%				21.17%

				Talk Time (Avg)				0:06:18		0:07:09		0:07:12		0:07:27		0:06:41				0:06:57

				Call Handle Time (Avg)				0:08:42		0:09:31		0:09:31		0:10:11		0:09:38				0:09:30

				Max Agents				5.00		5.29		5.95		5.91		5.49				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				137		131		115		128		126				637

				Calls Handled				132		127		112		126		119				617

				Calls Abandoned				4		3		2		2		6				16

				Abandon % (>5%)(Less Short Aban)				2.69%		2.12%		1.88%		1.54%		4.64%				2.57%

				Avg Time to Abandon				0:07:07		0:06:50		0:07:28		0:04:48		0:10:18				0:07:18

				Average Wait Time (>5 min)				0:01:59		0:02:06		0:01:14		0:01:51		0:05:02				0:02:26

				Max Wait Time				0:13:35		0:13:47		0:17:27		0:14:14		0:32:08				0:32:08

				Service Level (<80% calls under 5 min)				57.45%		53.60%		72.73%		61.11%		45.19%				58.02%

				Talk Time (Avg)				0:09:43		0:08:52		0:10:17		0:09:28		0:08:33				0:09:22

				Call Handle Time (Avg)				0:17:18		0:16:18		0:17:56		0:16:51		0:15:40				0:16:48

				Percent. calls transferred by CSS				15.60%		16.69%		16.22%		18.47%		17.36%				16.87%

				Max Agents				17.86		17.10		15.93		15.15		15.00				18

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				11		11		10		19		59				110

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		1				1

				No Response				0		0		2		2		5				9

				Total Requests				11		11		12		21		65				120

				% Connected				100%		100%		83%		90%		91%				92.92%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		2		0				2

				Connected				20		0		0		10		11				41

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		1				1

				No Response				1		0		0		0		0				1

				Total Requests				21		0		0		12		12				45

				% Connected				95%		na		na		83%		92%				90.08%

































































































































































8.4.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				884		816		764		606		660				3730

				Calls Handled				859		805		737		602		645				3649

				Calls Abandoned				19		9		20		2		13				62

				Abandon % (>5%)(Less Short Aban)				2.16%		1.05%		2.59%		0.29%		1.99%				1.62%

				Avg Time to Abandon				0:08:08		0:05:03		0:08:28		0:05:44		0:07:31				0:06:58

				Average Wait Time (>5 min)				0:01:40		0:01:00		0:02:07		0:00:40		0:02:24				0:01:34

				Max Wait Time				0:15:50		0:12:12		0:23:17		0:13:10		0:24:56				0:24:56

				Service Level (<80% calls under 5 min)				85.84%		95.19%		84.15%		96.68%		80.79%				88.53%

				Talk Time (Avg)				0:08:33		0:08:07		0:08:41		0:08:51		0:08:45				0:08:35

				Call Handle Time (Avg)				0:15:42		0:15:39		0:15:54		0:16:44		0:16:15				0:16:02

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.05%		84.60%		85.31%		87.32%		85.18%				85.29%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				133		133		125		92		92				575

		 		Short Abandon (under 60 seconds)				3		1		0		1		1				6

				% of calls answered in under 10 minutes				96.97%		99.68%		92.77%		99.28%		95.50%				96.84%

				Occupancy				na		na		na		na		na				na

				Max Agents				44		41		39		32		34				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				162		159		121		79		125				646

				Calls Handled				148		151		118		76		114				607

				Calls Abandoned				14		8		3		3		11				39

				Abandon % (>5%)(Less Short Aban)				8.64%		5.03%		2.48%		3.80%		8.80%				5.75%

				Avg Time to Abandon				0:05:50		0:04:09		0:01:50		0:02:06		0:02:51				0:03:21

				Average Wait Time (>5 min)				0:05:50		0:05:41		0:01:41		0:02:55		0:03:23				0:03:54

				Max Wait Time				0:20:11		0:21:18		0:13:22		0:16:50		0:16:04				0:21:18

				Service Level (<80% calls under 5 min)				50.00%		53.64%		87.29%		72.37%		71.93%				67.05%

				Talk Time (Avg)				0:06:33		0:06:28		0:05:42		0:07:40		0:05:47				0:06:26

				Call Handle Time (Avg)				0:11:47		0:12:32		0:10:59		0:13:04		0:11:25				0:11:57

				Max Agents				4.84		5.26		3.60		2.76		3.62				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				273		256		241		243		218				1231

				Calls Handled				248		230		235		222		206				1141

				Calls Abandoned				24		24		5		20		12				85

				Abandon % (>5%)(Less Short Aban)				8.79%		9.38%		2.07%		8.23%		5.50%				6.79%

				Avg Time to Abandon				0:05:44		0:04:48		0:04:41		0:03:07		0:02:26				0:04:09

		 		Average Wait Time (>5 min)				0:05:28		0:07:18		0:03:22		0:05:20		0:05:48				0:05:27

				Max Wait Time				0:21:28		0:20:54		0:19:13		0:21:10		0:26:55				0:26:55

				Service Level (<80% calls under 5 min)				59.27%		41.74%		72.77%		53.60%		56.80%				56.84%

				Talk Time (Avg)				0:07:02		0:06:57		0:06:59		0:06:56		0:06:32				0:06:53

				Call Handle Time (Avg)				0:09:49		0:09:40		0:09:37		0:09:29		0:09:10				0:09:33

				Max Agents				6.79		6.21		6.30		5.85		5.24				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				133		133		125		92		92				575

				Calls Handled				130		131		121		91		89				561

				Calls Abandoned				3		2		4		0		2				11

				Abandon % (>5%)(Less Short Aban)				2.08%		1.29%		3.28%		0.35%		2.22%				1.84%

				Avg Time to Abandon				0:07:48		0:04:18		0:09:16		0:07:12		0:06:54				0:07:05

				Average Wait Time (>5 min)				0:01:43		0:00:57		0:03:16		0:00:43		0:03:23				0:02:00

				Max Wait Time				0:15:50		0:11:53		0:23:17		0:13:10		0:24:56				0:24:56

				Service Level (<80% calls under 5 min)				61.88%		76.23%		56.59%		82.50%		45.69%				64.58%

				Talk Time (Avg)				0:10:00		0:09:29		0:09:52		0:09:23		0:09:34				0:09:39

				Call Handle Time (Avg)				0:18:02		0:18:03		0:17:14		0:17:08		0:16:48				0:17:27

				Percent. calls transferred by CSS				15.05%		16.30%		16.36%		15.18%		13.94%				15.37%

				Max Agents				19.22		19.39		16.02		13.41		14.69				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				14		16		30		6		28				94

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		1				2

				No Response				0		1		3		0		2				6

				Total Requests				14		17		35		6		31				103

				% Connected				100%		94%		86%		100%		90%				94.03%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				11		4		24		5		9				53

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				0		1		1		2		0				4

				Total Requests				12		5		25		7		9				58

				% Connected				92%		80%		96%		71%		100%				87.82%

































































































































































Jun 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received (MNsure)		15079																				970		871		798		703		638				3980				797		761		734		570		624				3486				886		846				927		766				3425				981		825		771		739		872				4188

		Calls Handled		14074																				851		775		741		669		606				3643				774		718		684		551		594				3321				773		765				842		743				3123				921		802		750		724		791				3987

		Calls Abandoned		836																				117		71		41		23		23				275				22		30		44		13		28				136				97		66				72		15				251				51		22		18		13		70				173

		Abandon % (>5%)(Less Short Aban)		5.36%																				12.06%		8.13%		5.11%		3.27%		3.64%				6.44%				2.71%		3.91%		6.00%		2.27%		4.47%				3.87%				11.00%		7.85%				7.77%		2.01%				7.16%				5.23%		2.62%		2.33%		1.70%		8.00%				3.98%

		Avg Time to Abandon		0:08:51																				0:14:21		0:08:31		0:09:04		0:08:01		0:09:45				0:09:56				0:07:17		0:07:53		0:09:14		0:06:03		0:10:08				0:08:07				0:10:11		0:10:47				0:08:57		0:09:12				0:09:46				0:08:03		0:08:23		0:06:43		0:06:32		0:08:22				0:07:36

		Average Wait Time (>5 min)		0:05:10																				0:09:27		0:06:28		0:05:43		0:03:22		0:03:34				0:05:42				0:01:31		0:03:53		0:05:16		0:02:40		0:03:17				0:03:19				0:10:58		0:08:02				0:07:23		0:02:38				0:07:15				0:04:41		0:02:44		0:02:26		0:01:31		0:10:36				0:04:23

		Max Wait Time		0:43:58																				0:29:34		0:38:08		0:28:04		0:22:12		0:33:39				0:38:08				0:21:59		0:21:09		0:33:37		0:22:27		0:27:11				0:33:37				0:35:59		0:30:53				0:33:41		0:22:41				0:35:59				0:29:22		0:37:02		0:19:32		0:13:48		0:43:58				0:43:58

		Service Level (<80% calls under 5 min)		63.83%																				48.25%		58.09%		52.32%		76.08%		79.41%				62.83%				90.79%		66.91%		55.68%		79.53%		78.77%				74.34%				26.58%		46.55%				48.87%		80.16%				50.54%				63.31%		83.60%		79.73%		88.88%		22.60%				67.62%

		Talk Time (Avg)		0:08:36																				0:07:59		0:08:27		0:08:35		0:08:41		0:08:58				0:08:32				0:08:45		0:08:00		0:08:29		0:08:37		0:08:32				0:08:28				0:08:43		0:08:46				0:08:24		0:08:51				0:08:41				0:08:25		0:08:30		0:09:01		0:08:44		0:09:04				0:08:44

		Call Handle Time (Avg)		0:16:12																				0:15:09		0:15:42		0:16:03		0:15:27		0:16:10				0:15:42				0:15:18		0:14:45		0:16:22		0:16:03		0:16:13				0:15:44				0:16:53		0:16:59				0:16:06		0:16:56				0:16:43				0:16:06		0:16:22		0:16:52		0:16:39		0:17:17				0:16:39

		Transfer Out		na																				na		na		na		na		na				na				na		na		na		na		na				na				na		na				na		na				na				na		na		na		na		na				na

		First Call Resolution %		85.20%																				81.51%		82.31%		85.12%		86.60%		84.89%				84.08%				84.80%		82.85%		84.86%		86.60%		90.87%				86.00%				85.08%		83.78%				85.85%		85.62%				85.08%				85.22%		85.99%		85.23%		88.11%		83.70%				85.65%

		Complaints Received		0																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		Complaints Resolved		0																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		2215																				100		113		83		93		104				493				88		109		116		91		114				518				105		109				141		129				484				128		130		130		141		191				720

		Short Abandon (under 60 seconds)		66																				1		4		6		2		0				13				1		3		0		4		5				13				6		5				11		0				22				5		3		4		0		6				18

		% of calls answered in under 10 minutes		79.74%																				60.15%		71.64%		78.90%		83.71%		85.33%				75.95%				95.80%		85.70%		79.17%		92.50%		87.61%				88.15%				49.37%		65.17%				69.38%		92.66%				69.15%				89.56%		94.28%		91.34%		97.80%		55.52%				85.70%

		Occupany		na																				na		na		na		na		na				na				na		na		na		na		na				na				na		na				na		na				na				na		na		na		na		na				na

		Max Agents		51.06																				44.96		42.77		39.20		34.06		33.22				44.96				37.70		35.49		38.62		29.44		33.21				38.62				46.41		44.94				47.72		42.04				47.72				49.54		43.39		42.15		40.66		51.06				51.06





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received (MNsure)		3005																				161		146		146		138		79				670				138		145		135		131		126				675				157		182				207		142				688				184		180		194		196		218				972

		Calls Handled		2816																				153		129		143		130		78				633				122		136		125		126		116				625				153		165				191		137				646				169		168		189		185		201				912

		Calls Abandoned		174																				8		17		2		7		1				35				15		8		9		2		8				42				4		17				14		3				38				15		11		5		11		17				59

		Abandon % (>5%)(Less Short Aban)		5.57%																				4.97%		11.64%		1.37%		5.07%		1.27%				4.86%				10.87%		5.52%		6.67%		1.53%		6.35%				6.19%				2.55%		9.34%				6.76%		2.11%				5.19%				8.15%		6.11%		2.58%		5.61%		7.80%				6.05%

		Avg Time to Abandon		0:04:32																				0:03:36		0:03:32		0:05:43		0:02:26		0:01:49				0:03:25				0:03:22		0:04:02		0:08:02		0:02:44		0:04:10				0:04:28				0:02:31		0:05:35				0:04:48		0:04:19				0:04:18				0:03:14		0:06:37		0:07:10		0:07:45		0:05:05				0:05:58

		Average Wait Time (>5 min)		0:03:20																				0:04:04		0:03:48		0:01:23		0:02:19		0:00:41				0:02:27				0:04:11		0:04:13		0:04:10		0:00:34		0:04:02				0:03:26				0:00:58		0:03:50				0:04:47		0:02:40				0:03:03				0:05:03		0:05:02		0:02:49		0:04:58		0:04:13				0:04:25

		Max Wait Time		0:34:46																				0:15:47		0:15:13		0:18:27		0:14:25		0:08:26				0:18:27				0:21:02		0:19:51		0:25:12		0:10:50		0:15:29				0:25:12				0:11:50		0:24:07				0:29:11		0:17:23				0:29:11				0:22:36		0:22:16		0:34:46		0:34:23		0:30:57				0:34:46

		Service Level (<80% calls under 5 min)		74.93%																				69.93%		70.54%		90.21%		83.08%		94.87%				81.73%				68.03%		68.38%		72.00%		98.41%		64.66%				74.30%				92.81%		68.48%				67.54%		78.10%				76.73%				56.80%		56.55%		85.71%		62.16%		73.63%				66.97%

		Talk Time (Avg)		0:07:17																				0:06:36		0:08:32		0:07:21		0:07:30		0:07:00				0:07:23				0:07:13		0:08:38		0:09:07		0:06:47		0:07:11				0:07:47				0:06:44		0:06:48				0:07:10		0:06:58				0:06:55				0:07:47		0:07:12		0:06:34		0:06:17		0:07:30				0:07:04

		Call Handle Time (Avg)		0:12:37																				0:12:08		0:14:02		0:13:13		0:13:13		0:11:32				0:12:49				0:12:13		0:13:37		0:13:57		0:12:33		0:12:27				0:12:57				0:12:02		0:12:10				0:12:36		0:12:45				0:12:23				0:12:32		0:12:16		0:11:34		0:12:00		0:13:24				0:12:21

		Max Agents		7.48																				6.83		5.03		5.25		4.77		2.53				6.83				4.14		5.18		4.84		4.39		4.05				5.18				5.12		5.58				6.68		4.85				6.68				5.88		6		6.07		6.20		7.48				7.48





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received (MNsure)		4795																				262		263		272		256		204				1257				247		248		264		277		204				1240				231		249				296		222				998				278		274		233		280		235				1300

		Calls Handled		4413																				244		230		261		230		187				1152				229		223		234		246		196				1128				226		224				266		206				922				249		249		224		267		222				1211

		Calls Abandoned		367																				17		32		9		26		17				101				17		25		28		29		7				106				3		25				30		16				74				28		24		8		13		13				86

		Abandon % (>5%)(Less Short Aban)		7.51%																				6.49%		12.17%		3.31%		10.16%		8.33%				8.09%				6.88%		10.08%		10.61%		10.47%		3.43%				8.29%				1.30%		10.04%				10.14%		7.21%				7.17%				10.07%		8.76%		3.43%		4.64%		5.53%				6.49%

		Avg Time to Abandon		0:05:29																				0:07:07		0:07:46		0:05:32		0:05:08		0:05:03				0:06:07				0:04:34		0:05:33		0:05:32		0:04:31		0:04:21				0:04:54				0:04:57		0:09:13				0:07:02		0:04:41				0:06:28				0:05:55		0:04:01		0:03:05		0:04:11		0:05:17				0:04:29

		Average Wait Time (>5 min)		0:06:01																				0:08:23		0:05:49		0:03:43		0:07:58		0:05:23				0:06:15				0:03:48		0:09:07		0:09:11		0:05:52		0:05:01				0:06:35				0:02:52		0:08:19				0:10:13		0:06:21				0:06:56				0:05:59		0:05:07		0:02:02		0:03:27		0:04:53				0:04:17

		Max Wait Time		0:35:50																				0:35:50		0:24:50		0:20:26		0:24:36		0:22:52				0:35:50				0:22:56		0:24:40		0:25:57		0:17:19		0:22:18				0:25:57				0:20:13		0:28:52				0:27:42		0:28:00				0:28:52				0:26:31		0:17:06		0:15:57		0:15:32		0:21:22				0:26:31

		Service Level (<80% calls under 5 min)		54.79%																				48.36%		57.39%		70.88%		33.04%		57.22%				53.38%				70.74%		29.15%		28.21%		47.97%		57.65%				46.74%				73.89%		54.46%				27.82%		56.80%				53.24%				57.03%		53.82%		84.38%		69.29%		64.41%				65.78%

		Talk Time (Avg)		0:06:39																				0:06:33		0:06:25		0:06:08		0:07:43		0:06:21				0:06:38				0:06:16		0:06:18		0:06:51		0:06:59		0:06:54				0:06:39				0:06:21		0:06:47				0:07:12		0:06:41				0:06:45				0:06:59		0:06:31		0:06:25		0:06:46		0:06:12				0:06:34

		Call Handle Time (Avg)		0:09:12																				0:09:14		0:08:50		0:08:19		0:09:55		0:08:51				0:09:01				0:08:20		0:08:33		0:09:06		0:09:39		0:09:31				0:09:01				0:08:38		0:09:52				0:09:55		0:09:27				0:09:28				0:09:33		0:09:20		0:09:13		0:09:30		0:08:55				0:09:18

		Max Agents		7.33																				6.28		5.67		6.04		6.34		4.59				6.34				5.33		5.30		5.94		6.60		5.21				6.60				5.45		6.14				7.33		5.41				7.33				6.63		6		5.76		7.04		5.50				7.04





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Calls Received		1870																				100		113		83		93		104				493				88		109		116		91		114				518				105		109				141		129		0						128		130		130		280		191				859

		Calls Handled		1775																				90		103		79		92		103				466				84		107		108		89		108				496				95		105				128		129		0						123		125		128		267		169				813

		Calls Abandoned		76																				9		6		3		1		1				20				4		1		7		1		5				19				8		3				10		0		0						5		4		1		13		14				37

		Abandon %		4.07%																				10.47%		5.75%		3.79%		0.99%		0.69%				4.34%				5.03%		1.13%		6.15%		1.19%		5.00%				3.70%				8.29%		3.10%				7.93%		0.31%		0.00%						3.76%		3.14%		0.87%		4.64%		8.48%				4.18%

		Avg Time to Abandon		0:08:37																				0:13:23		0:08:39		0:11:41		0:08:11		0:06:50				0:09:44				0:07:16		0:07:19		0:09:59		0:06:02		0:11:50				0:08:29				0:10:15		0:08:17				0:08:49		0:03:48		0:00:00						0:09:59		0:09:23		0:05:42		0:04:11		0:08:56				0:07:38

		Average Wait Time (>5 min)		0:04:06																				0:07:45		0:04:53		0:03:23		0:00:49		0:00:55				0:03:33				0:03:11		0:01:59		0:04:12		0:01:15		0:03:30				0:02:49				0:08:29		0:04:40				0:08:38		0:01:59		0:00:00						0:05:59		0:04:18		0:01:32		0:03:27		0:14:25				0:05:56

		Max Wait Time		0:43:58																				0:28:08		0:38:08		0:28:04		0:13:07		0:10:55				0:38:08				0:21:59		0:18:01		0:17:11		0:12:07		0:27:11				0:27:11				0:29:41		0:24:53				0:33:40		0:15:18		0:00:00						0:29:22		0:37:02		0:13:33		0:15:32		0:43:58				0:43:58

		Service Level (<80% calls under 5 min)		54.77%																				28.37%		56.67%		48.61%		84.39%		79.79%				59.57%				52.20%		65.06%		44.01%		72.51%		58.13%				58.38%				27.79%		42.34%				19.25%		58.88%		0.00%						38.53%		54.47%		64.91%		69.29%		4.57%				46.35%

		Talk Time (Avg)		0:09:24																				0:08:41		0:09:21		0:09:59		0:09:35		0:10:07				0:09:32				0:10:41		0:09:14		0:08:40		0:09:21		0:09:33				0:09:29				0:09:06		0:09:16				0:09:28		0:09:44		0:00:00						0:09:22		0:09:20		0:09:50		0:06:46		0:10:33				0:09:10

		Call Handle Time (Avg)		0:17:11																				0:16:11		0:18:15		0:18:18		0:17:03		0:17:47				0:17:30				0:18:21		0:16:52		0:17:29		0:17:46		0:17:18				0:17:33				0:17:57		0:17:30				0:17:32		0:17:57		0:00:00						0:17:35		0:17:21		0:18:36		0:09:30		0:19:24				0:16:29

		Percent. calls transferred by front line/General Queue		60.69%																				2:28:27		3:06:49		2:29:46		3:10:29		3:54:44				3:02:03				2:38:59		3:26:15		3:47:34		3:49:53		4:23:04				3:37:09				2:50:39		3:05:31				3:39:01		4:02:30		0:00:00						3:07:53		3:46:54		4:02:48		0:59:57		5:15:24				154.35%

		Max Agents		24.12																				16.31		18.49		14.73		14.29		14.22				18.49				16.20		16.62		14.99		12.43		15.37				16.62				19.23		18.80				20.88		15.99		0.00						20.74		9:29:36		17.71		24.00		24.12				24.12





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Busy		0																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		Caller canceled		3																				0		3		0		0		0				3				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		Connected		855																				0		109		25		7		12				153				27		26		15		4		27				99				103		80				130		21				334				21		33		31		9		175				269

		Error		1																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		1				1

		Invalid Number		0																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		No Answer		27																				0		6		0		0		0				6				2		0		0		0		0				2				0		1				6		0				7				0		5		1		0		6				12

		No Response		46																				0		7		2		0		4				13				0		1		0		0		2				3				5		3				9		2				19				2		2		2		1		4				11

		Total Requests		932																				0		125		27		7		16				175				29		27		15		4		29				104				108		84				145		23				360				23		40		34		10		186				293

		% Connected 		91.98%																				na		87%		93%		100%		75%				89%				93%		96%		100%		100%		93%				97%				95%		95%				90%		91%				93%				91%		83%		91%		90%		94%				89.81%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		Busy		0																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		Caller canceled		11																				0		3		0		0		0				3				0		0		1		0		0				1				0		3				0		1				4				1		0		0		0		2				3

		Connected		1345																				0		109		129		70		57				365				2		97		100		24		27				250				172		166				99		54				491				56		11		38		30		104				239

		Error		2																				0		0		0		0		0				0				0		0		0		2		0				2				0		0				0		0				0				0		0		0		0		0				0

		Invalid Number		0																				0		0		0		0		0				0				0		0		0		0		0				0				0		0				0		0				0				0		0		0		0		0				0

		No Answer		43																				0		6		4		0		3				13				0		2		3		0		0				5				4		8				2		3				17				2		0		0		0		6				8

		No Response		82																				0		7		4		4		7				22				0		5		9		1		2				17				8		9				5		5				27				3		0		2		0		11				16

		Total Requests		1483																				0		125		137		74		67				403				2		104		113		27		29				275				184		186				106		63				539				62		11		40		30		123				266

		% Connected 		91.86%																				na		87%		94%		95%		85%				90%				100%		93%		88%		89%		93%				93%				93%		89%				93%		86%		0%		90%				90%		100%		95%		100%		85%				93.98%





		Top Call Drivers		Jun		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 26		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week Jun 2		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week Jun 9		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week Jun 16		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week Jun 23

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		418																0				24		24		33		30						111				29		33		28		23		23				136				24		27				38		23				112						36						23				59

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		32																0								18								18												14				14																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		528																0				24		26		19		15		19				103				29		26		28		23		24				130				23		37				32		30				122				48		38		26		27		34				173

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		24																0																0																0						24										24																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		692																0				61		34		28		17		22				162				25		43		33		23		31				155				62		43				42		35				182				36		50		38		28		41				193

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1073																0				52		43		53		65		43				256				70		48		62		37		43				260				59		47				59		68				233				81		69		64		59		51				324

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		796																0				46		41		47		38		21				193				37		50		30		27		34				178				48		42				56		40				186				56		53		47		44		39				239

		How To Enroll In a Plan?		1571																0				85		94		78		74		75				406				92		80		81		53		72				378				76		84				85		79				324				114		71		86		95		97				463

		Income Change		0																0																0																0																0																0

		Income Decrease		268																0								20		15		18				53				19		21		18		19						77												29				29				27				29		23		30				109

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2525																0				166		132		124		104		125				651				143		135		122		104		126				630				135		116				163		132				546				154		169		134		127		114				698

		MNTR		0																0																0																0																0																0

		Multiple changes		425																0				24		20		29		23		22				118				21		22				21		19				83				26		27				26		22				101				28		20		24		22		29				123

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V24		47																0																0																0										2						2				10		8		12		6		9				45

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		237																0										18						18								22		17		14				53				30						39						69				31		21		26		19						97

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		336																0				23		29						24				76				26		19		17								62						23				27		28				78				37		18		25		21		19				120

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		108																0				41		26						18				85																0				23												23																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		Close in Lieu of Processing Change^		8																0																0										8						8																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		9																0						9										9																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		64																0						9						4				13						10										10				9												9								10		9		13				32

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		765																0				41		28		41		42		21				173				32		40		34		30		39				175				44		50				56		38				188				38		50		36		55		50				229

		CSR-Status of SEP		209																0				9		10		12		7						38				11		7		6		7		5				36				9		11				26		11				57				14		21		16		14		13				78

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		72																0				22				7		12		4				45				5												5										12						12						10										10

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		74																0																0				5		10		8		11		8				42										11						11				12				9								21

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		38																0				12						7						19																0				8		11										19																0

		How To Enroll In a Plan?		58																0								14								14																0						12						11				23				11		10										21

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		382																0				15		13		12		14		16				70				17		13		12		21		11				74				19		15				34		28				96				24		16		28		34		40				142

		Lost or will lose other health care coverage		7																0																0												7				7																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		14																0																0								8								8												6				6																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		28																0												5				5																0																0										12		11				23

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		420																0				26		26				24		22				98				22		22		21		23		21				109				18		23				26		20				87				28		22		24		25		27				126

		CSR-Determination Result		1009																0				46		52		59		55		41				253				59		52		53		73		41				278				47		67				61		33				208				55		55		44		60		56				270

		CSR-Newborn Status		155																0						23										23						27		24								51																0						21				44		16				81

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		120																0								22				21				43										20						20				14						24						38								19								19

		CSR-Public Program Status		1313																0				74		83		79		20		39				295				65		72		69		83		56				345				61		74				83		61				279				85		83		72		89		65				394

		CSR-Public Program Renewal		554																0				53		32		34		32		36				187				26		16		29		44		24				139						38				44		25				107				25		37		30				29				121

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		170																0				16				25								41				18								14				32				18		17						19				54				23						20						43

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP																												82

		MCRE		500		 														0		 		30		25		25		22		33				135		 		31		32		23		23		25				134		 		26		22				40		27				115		 		25		29		21		17		24				116

		Counties		1943		 														0		 		136		107		99				92				434		 		112		103		99		81		101				496		 		109		94				123		105				431		 		129		140		113		110		90				582







		Top Call Drivers		Jun

		CC				14074

		MCRE/Counties		2525		17.94%

		How To Enroll In a Plan?		1571		11.16%

		How Do I Apply?		1073		7.62%

		How Do I Update My Application?		796		5.66%

		Gain of ESI/MEC		692		4.92%

		Directed to Submit Verifications		528		3.75%

		Multiple changes		425		3.02%

		A Referral		418		2.97%

		Request to Close Application^		336		2.39%

		Income Decrease		268		1.90%

		Password Reset/Account Unlock		237		1.68%

		Same Day Term		108		0.77%

		Caller Hung Up without Speaking		32		0.23%

		Enrollment Status Check		24		0.17%



		Broker		 		2816

		CSR-Status Before Appt		765		27.17%

		Lost or will lose employer health care coverage		382		13.57%

		CSR-Status of SEP		209		7.42%

		How Do I Apply?		74		2.63%

		Gain of ESI/MEC		72		2.56%

		CSR-Status of Enrollment		64		2.27%

		How To Enroll In a Plan?		58		2.06%

		How Do I Update My Application?		38		1.35%

		SEP Plan Selection		28		0.99%

		Request to Close Application^		14		0.50%

		CSR QHP  Status		9		0.32%

		Close in Lieu of Processing Change^		8		0.28%

		Lost or will lose other health care coverage		7		0.25%



		ARC				4413

		CSR-Public Program Status		1313		29.75%

		CSR-Determination Result		1009		22.86%

		CSR-Public Program Renewal		554		12.55%

		CSR- QHP Status		420		9.52%

		Password Reset/Account Unlock		170		3.85%

		CSR-Newborn Status		155		3.51%

		CSR-Pending Case		120		2.72%

















































7.28.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				948		918		919		812		656				4253

				Calls Handled				927		893		874		763		644				4103

				Calls Abandoned				18		27		46		51		12				154

				Abandon % (>5%)(Less Short Aban)				1.85%		2.98%		5.05%		6.32%		1.81%				3.60%

				Avg Time to Abandon				0:09:23		0:08:33		0:11:57		0:13:29		0:06:12				0:09:54

				Average Wait Time (>5 min)				0:03:14		0:03:39		0:06:41		0:07:35		0:01:04				0:04:26

				Max Wait Time				0:31:01		0:30:50		0:54:39		0:54:06		0:14:25				0:54:39

				Service Level (<80% calls under 5 min)				78.90%		72.55%		65.64%		66.34%		92.74%				75.23%

				Talk Time (Avg)				0:08:15		0:08:21		0:09:07		0:08:42		0:09:10				0:08:43

				Call Handle Time (Avg)				0:15:23		0:15:58		0:16:51		0:16:09		0:16:50				0:16:14

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.74%		85.84%		88.56%		82.84%		82.19%				85.23%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				189		224		229		185		117				944

		 		Short Abandon (under 60 seconds)				1		2		1		2		1				7

				% of calls answered in under 10 minutes				87.83%		82.73%		75.42%		72.20%		99.87%				83.61%

				Occupancy				na		na		na		na		na				na

				Max Agents				49		51		54		45		36				54



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				221		228		221		117		91				878

				Calls Handled				203		215		211		113		86				828

				Calls Abandoned				18		13		10		4		5				50

				Abandon % (>5%)(Less Short Aban)				8.14%		5.70%		4.52%		3.42%		5.49%				5.45%

				Avg Time to Abandon				0:04:19		0:06:54		0:02:35		0:05:32		0:04:37				0:04:47

				Average Wait Time (>5 min)				0:05:44		0:05:36		0:03:41		0:03:13		0:02:14				0:04:05

				Max Wait Time				0:24:29		0:28:19		0:29:29		0:18:29		0:13:40				0:29:29

				Service Level (<80% calls under 5 min)				47.78%		62.79%		74.88%		76.11%		83.72%				69.06%

				Talk Time (Avg)				0:06:57		0:06:58		0:06:38		0:07:05		0:07:18				0:06:59

				Call Handle Time (Avg)				0:13:00		0:12:41		0:11:45		0:11:29		0:12:01				0:12:11

				Max Agents				7.33		7.57		6.88		na		na				8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				267		264		281		252		204				1268

				Calls Handled				221		222		231		233		176				1083

				Calls Abandoned				46		42		49		18		24				179

				Abandon % (>5%)(Less Short Aban)				17.23%		15.91%		17.44%		7.14%		11.76%				13.90%

				Avg Time to Abandon				0:10:33		0:10:17		0:13:01		0:04:10		0:06:31				0:08:54

		 		Average Wait Time (>5 min)				0:18:17		0:15:10		0:16:35		0:06:25		0:08:40				0:13:01

				Max Wait Time				0:48:19		0:34:16		0:42:10		0:23:23		0:31:08				0:48:19

				Service Level (<80% calls under 5 min)				9.95%		13.51%		15.15%		46.35%		37.50%				24.49%

				Talk Time (Avg)				0:07:20		0:07:17		0:07:53		0:07:15		0:07:18				0:07:24

				Call Handle Time (Avg)				0:09:59		0:09:55		0:10:16		0:09:56		0:10:02				0:10:01

				Max Agents				6.13		6.11		6.62		6.46		4.99				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				189		224		229		185		117				944

				Calls Handled				182		207		200		158		114				859

				Calls Abandoned				6		14		20		19		3				61

				Abandon % (>5%)(Less Short Aban)				3.08%		6.54%		9.86%		12.32%		2.56%				6.87%

				Avg Time to Abandon				0:11:24		0:08:51		0:13:05		0:15:00		0:06:20				0:10:56

				Average Wait Time (>5 min)				0:07:16		0:08:41		0:14:57		0:17:27		0:01:10				0:09:54

				Max Wait Time				0:31:01		0:30:50		0:54:39		0:54:06		0:09:28				0:54:39

				Service Level (<80% calls under 5 min)				19.78%		20.73%		18.07%		18.64%		63.82%				28.21%

				Talk Time (Avg)				0:09:09		0:09:37		0:10:12		0:10:00		0:10:15				0:09:50

				Call Handle Time (Avg)				0:17:30		0:18:33		0:18:27		0:18:03		0:18:31				0:18:12

				Percent. calls transferred by CSS				19.94%		24.40%		24.92%		22.78%		17.84%				21.97%

				Max Agents				22.05		24.40		25.45		21.14		18.09				25

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				106		94		150		139		13				502

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				5		2		10		5		0				22

				No Response				8		7		14		25		0				54

				Total Requests				119		105		174		169		13				580

				% Connected				89%		90%		86%		82%		100%				89.41%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		0		1		15		11				28

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		1				1

				No Response				0		0		0		3		0				3

				Total Requests				1		0		1		18		12				32

				% Connected				100%		na		100%		83%		92%				93.75%

































































































































































7.21.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				844		929		754		732		609				3868

				Calls Handled				777		789		737		719		597				3619

				Calls Abandoned				67		94		13		6		11				191

				Abandon % (>5%)(Less Short Aban)				7.96%		10.08%		1.69%		0.81%		1.86%				4.48%

				Avg Time to Abandon				0:13:56		0:04:11		0:06:29		0:07:02		0:07:56				0:07:54

				Average Wait Time (>5 min)				0:06:54		0:00:24		0:01:09		0:01:10		0:01:24				0:02:12

				Max Wait Time				0:39:55		0:06:34		0:13:39		0:12:44		0:22:20				0:39:55

				Service Level (<80% calls under 5 min)				63.29%		98.92%		91.93%		95.28%		91.29%				88.14%

				Talk Time (Avg)				0:08:27		0:08:25		0:08:47		0:08:47		0:08:25				0:08:34

				Call Handle Time (Avg)				0:16:03		0:15:49		0:16:41		0:16:43		0:16:24				0:16:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.56%		86.62%		86.98%		85.38%		85.14%				86.14%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				174		172		132		131		145				754

		 		Short Abandon (under 60 seconds)				2		8		0		1		0				11

				% of calls answered in under 10 minutes				74.29%		100.00%		97.92%		99.65%		96.73%				93.72%

				Occupancy				na		na		na		na		na				na

				Max Agents				46		49		41		40		34				49



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				152		137		154		160		153				756

				Calls Handled				137		129		147		146		142				701

				Calls Abandoned				14		8		7		14		11				54

				Abandon % (>5%)(Less Short Aban)				9.21%		5.84%		4.55%		8.75%		7.19%				7.11%

				Avg Time to Abandon				0:02:49		0:04:16		0:03:48		0:09:40		0:05:19				0:05:10

				Average Wait Time (>5 min)				0:03:21		0:05:11		0:03:00		0:06:43		0:04:57				0:04:38

				Max Wait Time				0:17:58		0:26:58		0:17:11		0:36:24		0:20:17				0:36:24

				Service Level (<80% calls under 5 min)				70.07%		64.34%		75.51%		52.74%		56.34%				63.80%

				Talk Time (Avg)				0:07:11		0:07:04		0:07:18		0:08:09		0:07:33				0:07:27

				Call Handle Time (Avg)				0:13:11		0:12:28		0:12:32		0:14:11		0:14:10				0:13:18

				Max Agents				5.05		4.47		5.12		5.75		5.59				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				278		267		281		275		198				1299

				Calls Handled				240		219		260		257		194				1170

				Calls Abandoned				37		48		19		17		4				125

				Abandon % (>5%)(Less Short Aban)				13.31%		17.98%		6.76%		6.18%		2.02%				9.25%

				Avg Time to Abandon				0:09:42		0:07:32		0:03:50		0:06:42		0:06:47				0:06:54

		 		Average Wait Time (>5 min)				0:11:32		0:13:11		0:03:04		0:05:36		0:03:04				0:07:17

				Max Wait Time				0:33:40		0:27:50		0:12:42		0:25:28		0:21:55				0:33:40

				Service Level (<80% calls under 5 min)				40.83%		9.13%		76.54%		59.53%		76.29%				52.47%

				Talk Time (Avg)				0:07:56		0:07:21		0:06:42		0:06:39		0:06:50				0:07:05

				Call Handle Time (Avg)				0:10:39		0:09:37		0:09:17		0:09:16		0:09:13				0:09:36

				Max Agents				7.09		5.85		6.73		6.64		4.97				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				174		172		132		131		145				754

				Calls Handled				141		134		130		129		138				672

				Calls Abandoned				23		18		2		0		5				47

				Abandon % (>5%)(Less Short Aban)				16.02%		13.38%		1.19%		0.31%		3.46%				6.87%

				Avg Time to Abandon				0:15:17		0:03:30		0:02:05		0:03:25		0:08:36				0:06:34

				Average Wait Time (>5 min)				0:14:39		0:00:20		0:00:20		0:00:52		0:03:02				0:03:50

				Max Wait Time				0:39:55		0:06:34		0:04:45		0:12:44		0:22:20				0:39:55

				Service Level (<80% calls under 5 min)				12.38%		73.97%		83.09%		75.86%		48.24%				58.71%

				Talk Time (Avg)				0:09:24		0:09:20		0:09:11		0:09:03		0:09:15				0:09:14

				Call Handle Time (Avg)				0:17:41		0:17:07		0:17:32		0:17:25		0:18:24				0:17:37

				Percent. calls transferred by CSS				20.62%		18.51%		17.51%		17.90%		23.81%				19.67%

				Max Agents				20.22		20.95		16.40		15.52		16.24				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				13		0		4		11		9				37

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		1		3				4

				Total Requests				13		0		4		12		12				41

				% Connected				100%		na		100%		92%		75%				91.67%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		37		6		0				43

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				1		0		0		0		0				1

				Total Requests				1		0		37		6		0				44

				% Connected				na		na		100%		100%		na				100.00%

































































































































































7.14.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				932		805		754		656		499				3646

				Calls Handled				840		772		742		645		465				3464

				Calls Abandoned				69		23		14		10		33				150

				Abandon % (>5%)(Less Short Aban)				7.44%		2.89%		1.87%		1.57%		6.55%				4.06%

				Avg Time to Abandon				0:10:00		0:06:24		0:08:04		0:07:37		0:19:04				0:10:13

				Average Wait Time (>5 min)				0:08:58		0:02:22		0:01:34		0:01:22		0:03:55				0:03:38

				Max Wait Time				0:34:24		0:21:40		0:22:42		0:17:16		0:56:10				0:56:10

				Service Level (<80% calls under 5 min)				34.58%		83.07%		90.68%		90.15%		81.63%				76.02%

				Talk Time (Avg)				0:08:40		0:09:05		0:08:56		0:09:05		0:08:29				0:08:51

				Call Handle Time (Avg)				0:16:51		0:17:35		0:16:22		0:17:24		0:15:24				0:16:43

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.13%		86.22%		83.57%		86.38%		77.72%				83.81%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				130		165		155		107		66				623

		 		Short Abandon (under 60 seconds)				5		3		1		0		0				9

				% of calls answered in under 10 minutes				57.84%		95.18%		95.17%		99.07%		88.07%				87.07%

				Occupancy				na		na		na		na		na				na

				Max Agents				50		47		41		37		24				50



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				135		164		132		130		89				650

				Calls Handled				132		148		122		127		77				606

				Calls Abandoned				3		15		9		3		11				41

				Abandon % (>5%)(Less Short Aban)				2.22%		9.15%		6.82%		2.31%		12.36%				6.57%

				Avg Time to Abandon				0:04:31		0:06:03		0:04:45		0:05:50		0:08:57				0:06:01

				Average Wait Time (>5 min)				0:02:38		0:03:55		0:02:43		0:02:03		0:04:49				0:03:13

				Max Wait Time				0:17:44		0:19:39		0:22:41		0:19:50		0:53:17				0:53:17

				Service Level (<80% calls under 5 min)				84.09%		62.16%		80.33%		86.61%		81.82%				79.00%

				Talk Time (Avg)				0:07:12		0:07:43		0:07:24		0:07:34		0:05:56				0:07:09

				Call Handle Time (Avg)				0:12:23		0:13:57		0:13:31		0:13:26		0:09:10				0:12:29

				Max Agents				4.54		5.73		4.58		4.74		2.01				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				300		243		252		269		168				1232

				Calls Handled				257		225		217		238		154				1091

				Calls Abandoned				43		18		35		31		14				141

				Abandon % (>5%)(Less Short Aban)				14.33%		7.41%		13.89%		11.52%		8.33%				11.10%

				Avg Time to Abandon				0:08:53		0:05:55		0:07:57		0:07:07		0:03:05				0:06:35

		 		Average Wait Time (>5 min)				0:13:08		0:05:00		0:13:49		0:12:18		0:03:24				0:09:31

				Max Wait Time				0:35:16		0:18:45		0:32:50		0:33:44		0:12:45				0:35:16

				Service Level (<80% calls under 5 min)				20.62%		58.22%		17.51%		14.71%		68.18%				35.85%

				Talk Time (Avg)				0:07:00		0:07:03		0:07:06		0:07:10		0:06:46				0:07:01

				Call Handle Time (Avg)				0:09:44		0:09:48		0:09:37		0:09:36		0:09:13				0:09:35

				Max Agents				6.94		6.13		5.80		6.34		3.95				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				130		165		155		107		66				623

				Calls Handled				123		161		149		106		63				602

				Calls Abandoned				5		3		5		1		3				17

				Abandon % (>5%)(Less Short Aban)				4.31%		2.07%		3.39%		1.00%		4.29%				3.01%

				Avg Time to Abandon				0:09:15		0:06:22		0:08:02		0:06:57		0:23:43				0:10:51

				Average Wait Time (>5 min)				0:08:01		0:02:45		0:02:49		0:01:24		0:04:18				0:03:51

				Max Wait Time				0:24:06		0:21:40		0:22:42		0:17:16		0:56:10				0:56:10

				Service Level (<80% calls under 5 min)				16.11%		60.36%		54.71%		67.56%		63.33%				52.41%

				Talk Time (Avg)				0:09:31		0:10:02		0:09:46		0:10:05		0:09:17				0:09:44

				Call Handle Time (Avg)				0:18:34		0:19:20		0:18:12		0:18:57		0:16:27				0:18:18

				Percent. calls transferred by CSS				13.95%		20.50%		20.56%		16.31%		13.23%				16.91%

				Max Agents				20.30		20.77		19.35		15.73		9.59				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				127		40		23		8		0				198

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				4		0		0		0		0				4

				No Response				9		3		1		1		0				14

				Total Requests				140		43		24		9		0				216

				% Connected				91%		93%		96%		89%		na				92.11%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				159		30		1		1		0				191

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		0		0		0		0				3

				No Response				21		4		0		0		0				25

				Total Requests				184		34		1		1		0				220

				% Connected				86%		88%		100%		100%		na				93.66%

































































































































































7.7.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				826		760		741				854				3181

				Calls Handled				780		739		731				738				2989

				Calls Abandoned				na		14		6				112				132

				Abandon % (>5%)(Less Short Aban)				4.71%		1.80%		0.82%				13.09%				5.11%

				Avg Time to Abandon				0:07:11		0:06:45		0:10:08				0:12:27				0:09:07

				Average Wait Time (>5 min)				0:04:06		0:01:13		0:00:43				0:10:11				0:04:03

				Max Wait Time				0:26:50		0:18:15		0:17:22				0:29:59				0:29:59

				Service Level (<80% calls under 5 min)				66.81%		90.51%		97.14%				33.48%				71.98%

				Talk Time (Avg)				0:08:34		0:09:00		0:08:52				0:09:27				0:08:58

				Call Handle Time (Avg)				0:16:13		0:16:28		0:16:54				0:17:48				0:16:50

				Transfer Out				na		na		na				na				na

				First Call Resolution %				84.40%		84.53%		84.92%				83.69%				84.39%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				129.00%		130		109				162				402

		 		Short Abandon (under 60 seconds)				3		3		0				2				8

				% of calls answered in under 10 minutes				83.41%		97.22%		99.28%				55.05%				83.74%

				Occupancy				na		na		na				na				na

				Max Agents				43		41		40				50				50



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				146		142		116				155				559

				Calls Handled				128		136		108				135				507

				Calls Abandoned						5		8				20				33

				Abandon % (>5%)(Less Short Aban)				12.33%		3.52%		6.90%				12.90%				8.91%

				Avg Time to Abandon						0:01:17		0:05:54				0:06:52				0:04:41

				Average Wait Time (>5 min)				0:05:32		0:00:58		0:03:06				0:05:11				0:03:41

				Max Wait Time				0:25:00		0:10:05		0:26:59				0:22:33				0:26:59

				Service Level (<80% calls under 5 min)				55.47%		94.85%		78.70%				57.78%				71.70%

				Talk Time (Avg)				0:07:53		0:06:32		0:08:17				0:08:35				0:07:49

				Call Handle Time (Avg)				0:13:02		0:11:21		0:13:28				0:14:19				0:13:02

				Max Agents				5.00		4.29		4.04				5.37				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				266		307		278				261				1112

				Calls Handled				211		238		248				204				901

				Calls Abandoned						65		29				57				151

				Abandon % (>5%)(Less Short Aban)				20.68%		21.17%		10.43%				21.84%				18.53%

				Avg Time to Abandon						0:07:14		0:05:30				0:11:23				0:08:02

		 		Average Wait Time (>5 min)				0:17:30		0:10:36		0:07:24				0:16:05				0:12:53

				Max Wait Time				0:37:08		0:24:36		0:21:35				0:37:20				0:37:20

				Service Level (<80% calls under 5 min)				19.43%		20.59%		38.31%				10.29%				22.15%

				Talk Time (Avg)				0:07:52		0:06:52		0:06:52				0:07:32				0:07:17

				Call Handle Time (Avg)				0:10:14		0:09:47		0:09:24				0:10:47				0:10:03

				Max Agents				6.00		6.47		6.50				6.11				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				129		130		109				162				530

				Calls Handled				124		125		107				143				498

				Calls Abandoned						3		1				17				20

				Abandon % (>5%)(Less Short Aban)				3.64%		2.21%		0.89%				11.71%				4.61%

				Avg Time to Abandon				0:07:09		0:06:08		0:14:36				0:12:12				0:10:01

				Average Wait Time (>5 min)				0:03:14		0:02:11		0:00:48				0:11:01				0:04:18

				Max Wait Time				0:20:18		0:18:15		0:17:22				0:29:59				0:29:59

				Service Level (<80% calls under 5 min)						63.94%		80.84%				14.32%				53.03%

				Talk Time (Avg)				0:09:25		0:10:03		0:08:54				0:10:30				0:09:43

				Call Handle Time (Avg)				0:18:20		0:17:58		0:16:53				0:18:59				0:18:02

				Percent. calls transferred by CSS				na		17.11%		14.71%				18.97%				16.93%

				Max Agents				25.00		18.05		15.75				22.50				25

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Busy				0		0		0				0				0

				Caller canceled				0		0		0				0				0

				Connected				51		14		0				0				65

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				2		0		0				0				2

				No Response				3		1		0				0				4

				Total Requests				56		15		0				0				71

				% Connected				91%		93%		na				na				92.22%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Busy				0		0		0				0				0

				Caller canceled				1		0		0				0				1

				Connected				96		5		0				0				101

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				3		0		0				0				3

				No Response				9		0		0				0				9

				Total Requests				109		5		0				0				114

				% Connected				88%		100%		na				na				94.05%

































































































































































6.30.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				931		745		634				502				2812

				Calls Handled				903		726		615				491				2735

				Calls Abandoned				25		18		13				8				64

				Abandon % (>5%)(Less Short Aban)				2.73%		2.36%		2.04%				1.69%				2.21%

				Avg Time to Abandon				0:08:28		0:06:20		0:06:45				0:05:32				0:06:46

				Average Wait Time (>5 min)				0:02:59		0:01:42		0:01:43				0:02:20				0:02:11

				Max Wait Time				0:18:23		0:13:34		0:13:32				0:25:15				0:25:15

				Service Level (<80% calls under 5 min)				75.28%		86.87%		84.59%				83.13%				82.47%

				Talk Time (Avg)				0:08:00		0:08:20		0:08:22				0:08:46				0:08:22

				Call Handle Time (Avg)				0:15:48		0:16:16		0:16:22				0:16:09				0:16:08

				Transfer Out				na		na		na				na				na

				First Call Resolution %				82.91%		83.12%		85.26%				85.17%				84.12%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				166		146		101				89				502

		 		Short Abandon (under 60 seconds)				0		4		2				0				6

				% of calls answered in under 10 minutes				92.39%		98.73%		98.32%				88.87%				94.58%

				Occupancy				na		na		na				na				na

				Max Agents				48		40		33				27				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				164		148		105				26				443

				Calls Handled				150		146		101				25				422

				Calls Abandoned				14		2		3				1				20

				Abandon % (>5%)(Less Short Aban)				8.54%		1.35%		2.86%				3.85%				4.15%

				Avg Time to Abandon				0:03:34		0:05:24		0:12:39				0:06:48				0:07:06

				Average Wait Time (>5 min)				0:03:58		0:01:58		0:03:16				0:00:12				0:02:21

				Max Wait Time				0:18:14		0:15:26		0:26:24				0:06:13				0:26:24

				Service Level (<80% calls under 5 min)				66.67%		81.51%		76.24%				100.00%				81.10%

				Talk Time (Avg)				0:07:20		0:07:31		0:07:10				0:07:17				0:07:19

				Call Handle Time (Avg)				0:12:29		0:13:06		0:12:33				0:13:04				0:12:48

				Max Agents				5.20		5.31		3.52				0.91				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				266		277		287				196				1026

				Calls Handled				215		260		256				173				904

				Calls Abandoned				51		17		29				22				119

				Abandon % (>5%)(Less Short Aban)				19.17%		6.14%		10.10%				11.22%				11.66%

				Avg Time to Abandon				0:12:12		0:03:27		0:05:20				0:07:52				0:07:12

		 		Average Wait Time (>5 min)				0:15:46		0:03:32		0:06:28				0:07:42				0:08:22

				Max Wait Time				0:42:49		0:16:38		0:20:40				0:27:36				0:42:49

				Service Level (<80% calls under 5 min)				29.77%		69.23%		44.92%				46.82%				47.69%

				Talk Time (Avg)				0:07:08		0:06:00		0:06:33				0:07:28				0:06:47

				Call Handle Time (Avg)				0:09:40		0:08:25		0:08:50				0:09:55				0:09:12

				Max Agents				5.77		6.08		6.31				4.79				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				166		146		101				89				502

				Calls Handled				161		142		99				84				486

				Calls Abandoned				4		4		1				3				12

				Abandon % (>5%)(Less Short Aban)				2.63%		2.56%		1.40%				3.60%				2.55%

				Avg Time to Abandon				0:10:09		0:05:19		0:03:48				0:05:37				0:06:13

				Average Wait Time (>5 min)				0:04:05		0:01:24		0:01:14				0:05:03				0:02:56

				Max Wait Time				0:18:23		0:13:34		0:10:14				0:25:15				0:25:15

				Service Level (<80% calls under 5 min)				43.17%		66.57%		67.72%				48.57%				56.51%

				Talk Time (Avg)				0:08:51		0:08:50		0:08:58				0:09:54				0:09:08

				Call Handle Time (Avg)				0:17:32		0:17:11		0:16:28				0:17:54				0:17:16

				Percent. calls transferred by CSS				17.83%		19.60%		15.93%				17.73%				17.77%

				Max Agents				22.19		16.74		13.07				12.42				22

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Busy				0		0		0				0				0

				Caller canceled				1		0		0				0				1

				Connected				62		12		13				34				121

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				1		0		0				1				2

				No Response				8		0		0				6				14

				Total Requests				72		12		13				41				138

				% Connected				86%		100%		100%				83%				92.26%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Busy				0		0		0				0				0

				Caller canceled				0		0		0				0				0

				Connected				19		11		32				2				64

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				1		0		0				0				1

				No Response				1		0		0				0				1

				Total Requests				21		11		32				2				66

				% Connected				90%		100%		100%				100%				97.62%

































































































































































6.16.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				886		846				927		766				3425

				Calls Handled				773		765				842		743				3123

				Calls Abandoned				97		66				72		15				251

				Abandon % (>5%)(Less Short Aban)				11.00%		7.85%				7.77%		2.01%				7.16%

				Avg Time to Abandon				0:10:11		0:10:47				0:08:57		0:09:12				0:09:46

				Average Wait Time (>5 min)				0:10:58		0:08:02				0:07:23		0:02:38				0:07:15

				Max Wait Time				0:35:59		0:30:53				0:33:41		0:22:41				0:35:59

				Service Level (<80% calls under 5 min)				26.58%		46.55%				48.87%		80.16%				50.54%

				Talk Time (Avg)				0:08:43		0:08:46				0:08:24		0:08:51				0:08:41

				Call Handle Time (Avg)				0:16:53		0:16:59				0:16:06		0:16:56				0:16:43

				Transfer Out				na		na				na		na				na

				First Call Resolution %				85.08%		83.78%				85.85%		85.62%				85.08%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				105		109				141		129				484

		 		Short Abandon (under 60 seconds)				6		5				11		0				22

				% of calls answered in under 10 minutes				49.37%		65.17%				69.38%		92.66%				69.15%

				Occupancy				na		na				na		na				na

				Max Agents				46		45				48		42				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				157		182				207		142				688

				Calls Handled				153		165				191		137				646

				Calls Abandoned				4		17				14		3				38

				Abandon % (>5%)(Less Short Aban)				2.55%		9.34%				6.76%		2.11%				5.19%

				Avg Time to Abandon				0:02:31		0:05:35				0:04:48		0:04:19				0:04:18

				Average Wait Time (>5 min)				0:00:58		0:03:50				0:04:47		0:02:40				0:03:03

				Max Wait Time				0:11:50		0:24:07				0:29:11		0:17:23				0:29:11

				Service Level (<80% calls under 5 min)				92.81%		68.48%				67.54%		78.10%				76.73%

				Talk Time (Avg)				0:06:44		0:06:48				0:07:10		0:06:58				0:06:55

				Call Handle Time (Avg)				0:12:02		0:12:10				0:12:36		0:12:45				0:12:23

				Max Agents				5.12		5.58				6.68		4.85				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				231		249				296		222				998

				Calls Handled				226		224				266		206				922

				Calls Abandoned				3		25				30		16				74

				Abandon % (>5%)(Less Short Aban)				1.30%		10.04%				10.14%		7.21%				7.17%

				Avg Time to Abandon				0:04:57		0:09:13				0:07:02		0:04:41				0:06:28

		 		Average Wait Time (>5 min)				0:02:52		0:08:19				0:10:13		0:06:21				0:06:56

				Max Wait Time				0:20:13		0:28:52				0:27:42		0:28:00				0:28:52

				Service Level (<80% calls under 5 min)				73.89%		54.46%				27.82%		56.80%				53.24%

				Talk Time (Avg)				0:06:21		0:06:47				0:07:12		0:06:41				0:06:45

				Call Handle Time (Avg)				0:08:38		0:09:52				0:09:55		0:09:27				0:09:28

				Max Agents				5.45		6.14				7.33		5.41				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				105		109				141		129				484

				Calls Handled				95		105				128		129				457

				Calls Abandoned				8		3				10		0				22

				Abandon % (>5%)(Less Short Aban)				8.29%		3.10%				7.93%		0.31%				4.91%

				Avg Time to Abandon				0:10:15		0:08:17				0:08:49		0:03:48				0:07:47

				Average Wait Time (>5 min)				0:08:29		0:04:40				0:08:38		0:01:59				0:05:56

				Max Wait Time				0:29:41		0:24:53				0:33:40		0:15:18				0:33:40

				Service Level (<80% calls under 5 min)				27.79%		42.34%				19.25%		58.88%				37.07%

				Talk Time (Avg)				0:09:06		0:09:16				0:09:28		0:09:44				0:09:23

				Call Handle Time (Avg)				0:17:57		0:17:30				0:17:32		0:17:57				0:17:44

				Percent. calls transferred by CSS				11.85%		12.88%				15.21%		16.84%				14.20%

				Max Agents				19.23		18.80				20.88		15.99				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Busy				0		0				0		0				0

				Caller canceled				0		0				0		0				0

				Connected				103		80				130		21				334

				Error				0		0				0		0				0

				Invalid Number				0		0				0		0				0

				No Answer				0		1				6		0				7

				No Response				5		3				9		2				19

				Total Requests				108		84				145		23				360

				% Connected				95%		95%				90%		91%				92.89%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Busy				0		0				0		0				0

				Caller canceled				0		3				0		1				4

				Connected				172		166				99		54				491

				Error				0		0				0		0				0

				Invalid Number				0		0				0		0				0

				No Answer				4		8				2		3				17

				No Response				8		9				5		5				27

				Total Requests				184		186				106		63				539

				% Connected				93%		89%				93%		86%				90.46%

































































































































































6.9.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				797		761		734		570		624				3486

				Calls Handled				774		718		684		551		594				3321

				Calls Abandoned				22		30		44		13		28				136

				Abandon % (>5%)(Less Short Aban)				2.71%		3.91%		6.00%		2.27%		4.47%				3.87%

				Avg Time to Abandon				0:07:17		0:07:53		0:09:14		0:06:03		0:10:08				0:08:07

				Average Wait Time (>5 min)				0:01:31		0:03:53		0:05:16		0:02:40		0:03:17				0:03:19

				Max Wait Time				0:21:59		0:21:09		0:33:37		0:22:27		0:27:11				0:33:37

				Service Level (<80% calls under 5 min)				90.79%		66.91%		55.68%		79.53%		78.77%				74.34%

				Talk Time (Avg)				0:08:45		0:08:00		0:08:29		0:08:37		0:08:32				0:08:28

				Call Handle Time (Avg)				0:15:18		0:14:45		0:16:22		0:16:03		0:16:13				0:15:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.80%		82.85%		84.86%		86.60%		90.87%				86.00%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				88		109		116		91		114				518

		 		Short Abandon (under 60 seconds)				1		3		0		4		5				13

				% of calls answered in under 10 minutes				95.80%		85.70%		79.17%		92.50%		87.61%				88.15%

				Occupancy				na		na		na		na		na				na

				Max Agents				38		35		39		29		33				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				138		145		135		131		126				675

				Calls Handled				122		136		125		126		116				625

				Calls Abandoned				15		8		9		2		8				42

				Abandon % (>5%)(Less Short Aban)				10.87%		5.52%		6.67%		1.53%		6.35%				6.19%

				Avg Time to Abandon				0:03:22		0:04:02		0:08:02		0:02:44		0:04:10				0:04:28

				Average Wait Time (>5 min)				0:04:11		0:04:13		0:04:10		0:00:34		0:04:02				0:03:26

				Max Wait Time				0:21:02		0:19:51		0:25:12		0:10:50		0:15:29				0:25:12

				Service Level (<80% calls under 5 min)				68.03%		68.38%		72.00%		98.41%		64.66%				74.30%

				Talk Time (Avg)				0:07:13		0:08:38		0:09:07		0:06:47		0:07:11				0:07:47

				Call Handle Time (Avg)				0:12:13		0:13:37		0:13:57		0:12:33		0:12:27				0:12:57

				Max Agents				4.14		5.18		4.84		4.39		4.05				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				247		248		264		277		204				1240

				Calls Handled				229		223		234		246		196				1128

				Calls Abandoned				17		25		28		29		7				106

				Abandon % (>5%)(Less Short Aban)				6.88%		10.08%		10.61%		10.47%		3.43%				8.29%

				Avg Time to Abandon				0:04:34		0:05:33		0:05:32		0:04:31		0:04:21				0:04:54

		 		Average Wait Time (>5 min)				0:03:48		0:09:07		0:09:11		0:05:52		0:05:01				0:06:35

				Max Wait Time				0:22:56		0:24:40		0:25:57		0:17:19		0:22:18				0:25:57

				Service Level (<80% calls under 5 min)				70.74%		29.15%		28.21%		47.97%		57.65%				46.74%

				Talk Time (Avg)				0:06:16		0:06:18		0:06:51		0:06:59		0:06:54				0:06:39

				Call Handle Time (Avg)				0:08:20		0:08:33		0:09:06		0:09:39		0:09:31				0:09:01

				Max Agents				5.33		5.30		5.94		6.60		5.21				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				88		109		116		91		114				518

				Calls Handled				84		107		108		89		108				496

				Calls Abandoned				4		1		7		1		5				19

				Abandon % (>5%)(Less Short Aban)				5.03%		1.13%		6.15%		1.19%		5.00%				3.70%

				Avg Time to Abandon				0:07:16		0:07:19		0:09:59		0:06:02		0:11:50				0:08:29

				Average Wait Time (>5 min)				0:03:11		0:01:59		0:04:12		0:01:15		0:03:30				0:02:49

				Max Wait Time				0:21:59		0:18:01		0:17:11		0:12:07		0:27:11				0:27:11

				Service Level (<80% calls under 5 min)				52.20%		65.06%		44.01%		72.51%		58.13%				58.38%

				Talk Time (Avg)				0:10:41		0:09:14		0:08:40		0:09:21		0:09:33				0:09:29

				Call Handle Time (Avg)				0:18:21		0:16:52		0:17:29		0:17:46		0:17:18				0:17:33

				Percent. calls transferred by CSS				11.04%		14.32%		15.80%		15.96%		18.27%				15.08%

				Max Agents				16.20		16.62		14.99		12.43		15.37				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				27		26		15		4		27				99

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		0		0		0				2

				No Response				0		1		0		0		2				3

				Total Requests				29		27		15		4		29				104

				% Connected				93%		96%		100%		100%		93%				96.50%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				2		97		100		24		27				250

				Error				0		0		0		2		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		3		0		0				5

				No Response				0		5		9		1		2				17

				Total Requests				2		104		113		27		29				275

				% Connected				100%		93%		88%		89%		93%				92.75%

































































































































































6.2.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				970		871		798		703		638				3980

				Calls Handled				851		775		741		669		606				3643

				Calls Abandoned				117		71		41		23		23				275

				Abandon % (>5%)(Less Short Aban)				12.06%		8.13%		5.11%		3.27%		3.64%				6.44%

				Avg Time to Abandon				0:14:21		0:08:31		0:09:04		0:08:01		0:09:45				0:09:56

				Average Wait Time (>5 min)				0:09:27		0:06:28		0:05:43		0:03:22		0:03:34				0:05:42

				Max Wait Time				0:29:34		0:38:08		0:28:04		0:22:12		0:33:39				0:38:08

				Service Level (<80% calls under 5 min)				48.25%		58.09%		52.32%		76.08%		79.41%				62.83%

				Talk Time (Avg)				0:07:59		0:08:27		0:08:35		0:08:41		0:08:58				0:08:32

				Call Handle Time (Avg)				0:15:09		0:15:42		0:16:03		0:15:27		0:16:10				0:15:42

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.51%		82.31%		85.12%		86.60%		84.89%				84.08%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				100		113		83		93		104				493

		 		Short Abandon (under 60 seconds)				1		4		6		2		0				13

				% of calls answered in under 10 minutes				60.15%		71.64%		78.90%		83.71%		85.33%				75.95%

				Occupancy				na		na		na		na		na				na

				Max Agents				45		43		39		34		33				45



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				161		146		146		138		79				670

				Calls Handled				153		129		143		130		78				633

				Calls Abandoned				8		17		2		7		1				35

				Abandon % (>5%)(Less Short Aban)				4.97%		11.64%		1.37%		5.07%		1.27%				4.86%

				Avg Time to Abandon				0:03:36		0:03:32		0:05:43		0:02:26		0:01:49				0:03:25

				Average Wait Time (>5 min)				0:04:04		0:03:48		0:01:23		0:02:19		0:00:41				0:02:27

				Max Wait Time				0:15:47		0:15:13		0:18:27		0:14:25		0:08:26				0:18:27

				Service Level (<80% calls under 5 min)				69.93%		70.54%		90.21%		83.08%		94.87%				81.73%

				Talk Time (Avg)				0:06:36		0:08:32		0:07:21		0:07:30		0:07:00				0:07:23

				Call Handle Time (Avg)				0:12:08		0:14:02		0:13:13		0:13:13		0:11:32				0:12:49

				Max Agents				6.83		5.03		5.25		4.77		2.53				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				262		263		272		256		204				1257

				Calls Handled				244		230		261		230		187				1152

				Calls Abandoned				17		32		9		26		17				101

				Abandon % (>5%)(Less Short Aban)				6.49%		12.17%		3.31%		10.16%		8.33%				8.09%

				Avg Time to Abandon				0:07:07		0:07:46		0:05:32		0:05:08		0:05:03				0:06:07

		 		Average Wait Time (>5 min)				0:08:23		0:05:49		0:03:43		0:07:58		0:05:23				0:06:15

				Max Wait Time				0:35:50		0:24:50		0:20:26		0:24:36		0:22:52				0:35:50

				Service Level (<80% calls under 5 min)				48.36%		57.39%		70.88%		33.04%		57.22%				53.38%

				Talk Time (Avg)				0:06:33		0:06:25		0:06:08		0:07:43		0:06:21				0:06:38

				Call Handle Time (Avg)				0:09:14		0:08:50		0:08:19		0:09:55		0:08:51				0:09:01

				Max Agents				6.28		5.67		6.04		6.34		4.59				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				100		113		83		93		104				493

				Calls Handled				90		103		79		92		103				466

				Calls Abandoned				9		6		3		1		1				20

				Abandon % (>5%)(Less Short Aban)				10.47%		5.75%		3.79%		0.99%		0.69%				4.34%

				Avg Time to Abandon				0:13:23		0:08:39		0:11:41		0:08:11		0:06:50				0:09:44

				Average Wait Time (>5 min)				0:07:45		0:04:53		0:03:23		0:00:49		0:00:55				0:03:33

				Max Wait Time				0:28:08		0:38:08		0:28:04		0:13:07		0:10:55				0:38:08

				Service Level (<80% calls under 5 min)				28.37%		56.67%		48.61%		84.39%		79.79%				59.57%

				Talk Time (Avg)				0:08:41		0:09:21		0:09:59		0:09:35		0:10:07				0:09:32

				Call Handle Time (Avg)				0:16:11		0:18:15		0:18:18		0:17:03		0:17:47				0:17:30

				Percent. calls transferred by CSS				10.31%		12.97%		10.40%		13.23%		16.30%				12.64%

				Max Agents				16.31		18.49		14.73		14.29		14.22				18

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		3		0		0		0				3

				Connected				0		109		25		7		12				153

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		6		0		0		0				6

				No Response				0		7		2		0		4				13

				Total Requests				0		125		27		7		16				175

				% Connected				na		87%		93%		100%		75%				88.70%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		3		0		0		0				3

				Connected				0		109		129		70		57				365

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		6		4		0		3				13

				No Response				0		7		4		4		7				22

				Total Requests				0		125		137		74		67				403

				% Connected				na		87%		94%		95%		85%				90.26%

































































































































































6.23.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				981		825		771		739		872				4188

				Calls Handled				921		802		750		724		791				3987

				Calls Abandoned				51		22		18		13		70				173

				Abandon % (>5%)(Less Short Aban)				5.23%		2.62%		2.33%		1.70%		8.00%				3.98%

				Avg Time to Abandon				0:08:03		0:08:23		0:06:43		0:06:32		0:08:22				0:07:36

				Average Wait Time (>5 min)				0:04:41		0:02:44		0:02:26		0:01:31		0:10:36				0:04:23

				Max Wait Time				0:29:22		0:37:02		0:19:32		0:13:48		0:43:58				0:43:58

				Service Level (<80% calls under 5 min)				63.31%		83.60%		79.73%		88.88%		22.60%				67.62%

				Talk Time (Avg)				0:08:25		0:08:30		0:09:01		0:08:44		0:09:04				0:08:44

				Call Handle Time (Avg)				0:16:06		0:16:22		0:16:52		0:16:39		0:17:17				0:16:39

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.22%		85.99%		85.23%		88.11%		83.70%				85.65%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				128		130		130		141		191				720

		 		Short Abandon (under 60 seconds)				5		3		4		0		6				18

				% of calls answered in under 10 minutes				89.56%		94.28%		91.34%		97.80%		55.52%				85.70%

				Occupancy				na		na		na		na		na				na

				Max Agents				50		43		42		41		51				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				184		180		194		196		218				972

				Calls Handled				169		168		189		185		201				912

				Calls Abandoned				15		11		5		11		17				59

				Abandon % (>5%)(Less Short Aban)				8.15%		6.11%		2.58%		5.61%		7.80%				6.05%

				Avg Time to Abandon				0:03:14		0:06:37		0:07:10		0:07:45		0:05:05				0:05:58

				Average Wait Time (>5 min)				0:05:03		0:05:02		0:02:49		0:04:58		0:04:13				0:04:25

				Max Wait Time				0:22:36		0:22:16		0:34:46		0:34:23		0:30:57				0:34:46

				Service Level (<80% calls under 5 min)				56.80%		56.55%		85.71%		62.16%		73.63%				66.97%

				Talk Time (Avg)				0:07:47		0:07:12		0:06:34		0:06:17		0:07:30				0:07:04

				Call Handle Time (Avg)				0:12:32		0:12:16		0:11:34		0:12:00		0:13:24				0:12:21

				Max Agents				5.88		5.72		6.07		6.20		7.48				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				278		274		233		280		235				1300

				Calls Handled				249		249		224		267		222				1211

				Calls Abandoned				28		24		8		13		13				86

				Abandon % (>5%)(Less Short Aban)				10.07%		8.76%		3.43%		4.64%		5.53%				6.49%

				Avg Time to Abandon				0:05:55		0:04:01		0:03:05		0:04:11		0:05:17				0:04:29

		 		Average Wait Time (>5 min)				0:05:59		0:05:07		0:02:02		0:03:27		0:04:53				0:04:17

				Max Wait Time				0:26:31		0:17:06		0:15:57		0:15:32		0:21:22				0:26:31

				Service Level (<80% calls under 5 min)				57.03%		53.82%		84.38%		69.29%		64.41%				65.78%

				Talk Time (Avg)				0:06:59		0:06:31		0:06:25		0:06:46		0:06:12				0:06:34

				Call Handle Time (Avg)				0:09:33		0:09:20		0:09:13		0:09:30		0:08:55				0:09:18

				Max Agents				6.63		6.45		5.76		7.04		5.50				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				128		130		130		280		191				859

				Calls Handled				123		125		128		267		169				813

				Calls Abandoned				5		4		1		13		14				37

				Abandon % (>5%)(Less Short Aban)				3.76%		3.14%		0.87%		4.64%		8.48%				4.18%

				Avg Time to Abandon				0:09:59		0:09:23		0:05:42		0:04:11		0:08:56				0:07:38

				Average Wait Time (>5 min)				0:05:59		0:04:18		0:01:32		0:03:27		0:14:25				0:05:56

				Max Wait Time				0:29:22		0:37:02		0:13:33		0:15:32		0:43:58				0:43:58

				Service Level (<80% calls under 5 min)				38.53%		54.47%		64.91%		69.29%		4.57%				46.35%

				Talk Time (Avg)				0:09:22		0:09:20		0:09:50		0:06:46		0:10:33				0:09:10

				Call Handle Time (Avg)				0:17:35		0:17:21		0:18:36		0:09:30		0:19:24				0:16:29

				Percent. calls transferred by CSS				13.05%		15.76%		16.86%		704.16%		21.90%				154.35%

				Max Agents				20.74		18.40		17.71		24.00		24.12				24

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				21		33		31		9		175				269

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		5		1		0		6				12

				No Response				2		2		2		1		4				11

				Total Requests				23		40		34		10		186				293

				% Connected				91%		83%		91%		90%		94%				89.81%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		2				3

				Connected				56		11		38		30		104				239

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		0		0		6				8

				No Response				3		0		2		0		11				16

				Total Requests				62		11		40		30		123				266

				% Connected				90%		100%		95%		100%		85%				93.98%

































































































































































Apr 2025

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Calls Received (MNsure)		0																0

		Calls Handled		0																0

		Calls Abandoned		0																0

		Abandon % (>5%)(Less Short Aban)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Avg Time to Abandon		ERROR:#DIV/0!																ERROR:#DIV/0!

		Average Wait Time (>5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Wait Time		ERROR:#NUM!																ERROR:#NUM!

		Service Level (<80% calls under 5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Talk Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Call Handle Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Transfer Out		na																na

		First Call Resolution %		ERROR:#DIV/0!																ERROR:#DIV/0!

		Complaints Received		0																0

		Complaints Resolved		0																0

		Helpline (Transfers from Vendor)		0																0

		Short Abandon (under 60 seconds)		0																0

		% of calls answered in under 10 minutes		ERROR:#DIV/0!																ERROR:#DIV/0!

		Occupany		na																na

		Max Agents		ERROR:#NUM!																ERROR:#NUM!





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Calls Received (MNsure)		0																0

		Calls Handled		0																0

		Calls Abandoned		0																0

		Abandon % (>5%)(Less Short Aban)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Avg Time to Abandon		ERROR:#DIV/0!																ERROR:#DIV/0!

		Average Wait Time (>5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Wait Time		ERROR:#NUM!																ERROR:#NUM!

		Service Level (<80% calls under 5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Talk Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Call Handle Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Agents		ERROR:#NUM!																na





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Calls Received (MNsure)		0																0

		Calls Handled		0																0

		Calls Abandoned		0																0

		Abandon % (>5%)(Less Short Aban)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Avg Time to Abandon		ERROR:#DIV/0!																ERROR:#DIV/0!

		Average Wait Time (>5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Wait Time		ERROR:#NUM!																ERROR:#NUM!

		Service Level (<80% calls under 5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Talk Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Call Handle Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Agents		ERROR:#NUM!																ERROR:#NUM!





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Calls Received		0																0

		Calls Handled		0																0

		Calls Abandoned		0																0

		Abandon %		ERROR:#DIV/0!																ERROR:#DIV/0!

		Avg Time to Abandon		ERROR:#DIV/0!																ERROR:#DIV/0!

		Average Wait Time (>5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Wait Time		ERROR:#NUM!																ERROR:#NUM!

		Service Level (<80% calls under 5 min)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Talk Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Call Handle Time (Avg)		ERROR:#DIV/0!																ERROR:#DIV/0!

		Percent. calls transferred by front line/General Queue		ERROR:#DIV/0!																ERROR:#DIV/0!

		Max Agents		ERROR:#NUM!																ERROR:#NUM!





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Busy		0																0

		Caller canceled		0																0

		Connected		0																0

		Error		0																0

		Invalid Number		0																0

		No Answer		0																0

		No Response		0																0

		Total Requests		0																0

		% Connected 		ERROR:#DIV/0!																ERROR:#DIV/0!





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Busy		0																0																																																																0

		Caller canceled		0																0																																																																0

		Connected		0																0																																																																0

		Error		0																0																																																																0

		Invalid Number		0																0																																																																0

		No Answer		0																0																																																																0

		No Response		0																0																																																																0

		Total Requests		0																0																																																																0

		% Connected 		ERROR:#DIV/0!																ERROR:#DIV/0!																																																																ERROR:#DIV/0!





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		Busy		0																0																																																																0

		Caller canceled		0																0																																																																0

		Connected		0																0																																																																0

		Error		0																0																																																																0

		Invalid Number		0																0																																																																0

		No Answer		0																0																																																																0

		No Response		0																0																																																																0

		Total Requests		0																0																																																																0

		% Connected 		ERROR:#DIV/0!																ERROR:#DIV/0!																																																																ERROR:#DIV/0!



		Top Call Drivers		Feb		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		Week Apr 6		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		Week Apr 13		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		Week Apr 20		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		Week Apr 27

		CC																		0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		0																0																0																0																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		Income Change		0																0																0																0																0																0

		Income Decrease		0																0																0																0																0																0

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		0																0																0																0																0																0

		MNTR		0																0																0																0																0																0

		Multiple changes		0																0																0																0																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																																0																0																0																0

		PO box initiave Ph 2		0																																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of SEP		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																																0																0																0																0

		Paper form via FileNet		0																																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																0																0																0

		ARC																		0																																																																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		0																0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Newborn Status		0																0																0																0																0																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		0																0																0																0																0																0

		CSR-Public Program Status		0																0																0																0																0																0

		CSR-Public Program Renewal		0																0																0																0																0																0

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																																0																0																0																0

		How Do I Apply?		0																																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																																0																0																0																0

		Password Reset/Account Unlock		0																																0																0																0																0

		Potential New Issue		0																																0																0																0																0

		Prospect/Pending case		0																																0																0																0																0

		Request to Close Application^		0																																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																																0																0																0																0

		Transfer Caller to MNsure CC		0																																0																0																0																0

		Unable to Verify Consumer PII		0																																0																0																0



		PP																																																																																		0

		MCRE		0		 																 														0		 														0		 														0		 														0

		Counties		0		 																 														0		 														0		 														0		 































































































































Mar 2025

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Calls Received (MNsure)		1212				1212		0		0		0		0				1212

		Calls Handled		880				880		0		0		0		0				880

		Calls Abandoned		292				292		0		0		0		0				292

		Abandon % (>5%)(Less Short Aban)		24.06%				24.06%		0.00%		0.00%		0.00%		0.00%				24.06%

		Avg Time to Abandon		0:22:25				0:22:25		0:00:00		0:00:00		0:00:00		0:00:00				0:22:25

		Average Wait Time (>5 min)		0:28:27				0:28:27		0:00:00		0:00:00		0:00:00		0:00:00				0:28:27

		Max Wait Time		2:01:09				2:01:09		0:00:00		0:00:00		0:00:00		0:00:00				2:01:09

		Service Level (<80% calls under 5 min)		12.22%				12.22%		0.00%		0.00%		0.00%		0.00%				12.22%

		Talk Time (Avg)		0:09:36				0:09:36		0:00:00		0:00:00		0:00:00		0:00:00				0:09:36

		Call Handle Time (Avg)		0:17:05				0:17:05		0:00:00		0:00:00		0:00:00		0:00:00				0:17:05

		Transfer Out		na				na		0		0		0		0				na

		First Call Resolution %		81.38%				81.38%		0.00%		0.00%		0.00%		0.00%				81.38%

		Complaints Received		0				0		0		0		0		0				0

		Complaints Resolved		0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		114				114		0		0		0		0				114

		Short Abandon (under 60 seconds)		0				0		0		0		0		0				0

		% of calls answered in under 10 minutes		16.36%				16.36%		0.00%		0.00%		0.00%		0.00%				16.36%

		Occupany		na				na		0.00%		0.00%		0.00%		0.00%				na

		Max Agents		62.78				62.78		0.00		0.00		0.00		0.00				62.78





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Calls Received (MNsure)		151				151		0		0		0		0				151

		Calls Handled		144				144		0		0		0		0				144

		Calls Abandoned		6				6		0		0		0		0				6

		Abandon % (>5%)(Less Short Aban)		3.97%				3.97%		0.00%		0.00%		0.00%		0.00%				3.97%

		Avg Time to Abandon		0:03:31				0:03:31		0:00:00		0:00:00		0:00:00		0:00:00				0:03:31

		Average Wait Time (>5 min)		0:01:53				0:01:53		0:00:00		0:00:00		0:00:00		0:00:00				0:01:53

		Max Wait Time		0:14:54				0:14:54		0:00:00		0:00:00		0:00:00		0:00:00				0:14:54

		Service Level (<80% calls under 5 min)		85.42%				85.42%		0.00%		0.00%		0.00%		0.00%				85.42%

		Talk Time (Avg)		0:06:58				0:06:58		0:00:00		0:00:00		0:00:00		0:00:00				0:06:58

		Call Handle Time (Avg)		0:11:36				0:11:36		0:00:00		0:00:00		0:00:00		0:00:00				0:11:36

		Max Agents		4.23				4.23		0.00		0.00		0.00		0.00				4.23





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Calls Received (MNsure)		337				337		0		0		0		0				337

		Calls Handled		317				317		0		0		0		0				317

		Calls Abandoned		20				20		0		0		0		0				20

		Abandon % (>5%)(Less Short Aban)		5.93%				5.93%		0.00%		0.00%		0.00%		0.00%				5.93%

		Avg Time to Abandon		0:05:11				0:05:11		0:00:00		0:00:00		0:00:00		0:00:00				0:05:11

		Average Wait Time (>5 min)		0:03:10				0:03:10		0:00:00		0:00:00		0:00:00		0:00:00				0:03:10

		Max Wait Time		0:14:50				0:14:50		0:00:00		0:00:00		0:00:00		0:00:00				0:14:50

		Service Level (<80% calls under 5 min)		71.61%				71.61%		0.00%		0.00%		0.00%		0.00%				71.61%

		Talk Time (Avg)		0:07:04				0:07:04		0:00:00		0:00:00		0:00:00		0:00:00				0:07:04

		Call Handle Time (Avg)		0:09:11				0:09:11		0:00:00		0:00:00		0:00:00		0:00:00				0:09:11

		Max Agents		8.09				8.09		0.00		0.00		0.00		0.00				8.09





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Calls Received		114				114		0		0		0		0				114

		Calls Handled		86				86		0		0		0		0				86

		Calls Abandoned		19				19		0		0		0		0				19

		Abandon %		22.20%				22.20%		0.00%		0.00%		0.00%		0.00%				22.20%

		Avg Time to Abandon		0:20:28				0:20:28		0:00:00		0:00:00		0:00:00		0:00:00				0:20:28

		Average Wait Time (>5 min)		0:26:22				0:26:22		0:00:00		0:00:00		0:00:00		0:00:00				0:26:22

		Max Wait Time		2:01:09				2:01:09		0:00:00		0:00:00		0:00:00		0:00:00				2:01:09

		Service Level (<80% calls under 5 min)		11.07%				11.07%		0.00%		0.00%		0.00%		0.00%				11.07%

		Talk Time (Avg)		0:10:59				0:10:59		0:00:00		0:00:00		0:00:00		0:00:00				0:10:59

		Call Handle Time (Avg)		0:18:52				0:18:52		0:00:00		0:00:00		0:00:00		0:00:00				0:18:52

		Percent. calls transferred by front line/General Queue		9.41%				2:15:26		0:00:00		0:00:00		0:00:00		0:00:00				9.41%

		Max Agents		26.65				26.65		0.00		0.00		0.00		0.00				26.65





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Busy		0				0		0		0		0		0				0

		Caller canceled		1				1		0		0		0		0				1

		Connected		190				190		0		0		0		0				190

		Error		0				0		0		0		0		0				0

		Invalid Number		0				0		0		0		0		0				0

		No Answer		6				6		0		0		0		0				6

		No Response		20				20		0		0		0		0				20

		Total Requests		217				217		0		0		0		0				217

		% Connected 		87.56%				88%		0%		0%		0%		0%				87.56%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Busy		0				0		0		0		0		0				0

		Caller canceled		6				6		0		0		0		0				6

		Connected		229				229		0		0		0		0				229

		Error		1				1		0		0		0		0				1

		Invalid Number		0				0		0		0		0		0				0

		No Answer		8				8		0		0		0		0				8

		No Response		17				17		0		0		0		0				17

		Total Requests		261				261		0		0		0		0				261

		% Connected 		87.74%				88%		0%		0%		0%		0%				87.74%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		Busy		0				0		0		0		0		0				0

		Caller canceled		0				0		0		0		0		0				0

		Connected		3				3		0		0		0		0				3

		Error		0				0		0		0		0		0				0

		Invalid Number		0				0		0		0		0		0				0

		No Answer		0				0		0		0		0		0				0

		No Response		0				0		0		0		0		0				0

		Total Requests		3				3		0		0		0		0				3

		% Connected 		100.00%				100%		0%		0%		0%		0%				100.00%



		Top Call Drivers		Feb		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		Week Mar 9		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		Week Mar 16		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		Week Mar 23		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		Week Mar 30

		CC																		0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		60				30												30																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		66				33												33																0																0																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		104				52												52																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		70				35												35																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		100				50												50																0																0																0																0

		How To Enroll In a Plan?		156				78												78																0																0																0																0

		Income Change		0																0																0																0																0																0

		Income Decrease		60				30												30																0																0																0																0

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Lost or will lose other health care coverage		64				32												32																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		246				123												123																0																0																0																0

		MNTR		0																0																0																0																0																0

		Multiple changes		64				32												32																0																0																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		32				16												16																0																0																0																0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		84				42												42																0																0																0																0

		CSR-Status of SEP		12				6												6																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		14				7												7																0																0																0																0

		Lost or will lose other health care coverage		24				12												12																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		68				34												34																0																0																0																0

		CSR-Determination Result		172				86												86																0																0																0																0

		CSR-Newborn Status		0																0																0																0																0																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		58				29												29																0																0																0																0

		CSR-Public Program Status		304				152												152																0																0																0																0

		CSR-Public Program Renewal		0																0																0																0																0																0

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		64				32												32																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

																				0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		70		 		35												35																0																0		 														0		 														0

		Counties		176		 		88												88																0																0		 														0		 														0































































































































Feb 2025

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Calls Received (MNsure)		19970				1267		1044		951		909		788				4959				1053		1048		909		805		775				4590						1401		1112		1009		994				4516				1254		1170		1044		1186		1251				5905

		Calls Handled		16627				1003		909		894		877		760				4444				924		924		835		780		708				4171						987		902		845		800				3535				865		946		872		868		928				4478

		Calls Abandoned		3004				239		117		47		29		21				454				112		113		65		19		64				373						358		199		143		169				869				359		205		161		277		306				1308

		Abandon % (>5%)(Less Short Aban)		14.14%				18.89%		11.21%		4.99%		3.24%		2.65%				8.20%				10.65%		10.82%		7.10%		2.33%		8.23%				7.83%						25.56%		17.88%		14.16%		17.05%				18.66%				28.65%		17.52%		15.40%		23.37%		24.46%				21.88%

		Avg Time to Abandon		0:15:06				0:18:54		0:13:11		0:08:36		0:08:10		0:10:22				0:11:50				0:12:08		0:13:25		0:10:27		0:08:02		0:12:31				0:11:18						0:24:03		0:17:56		0:14:20		0:14:29				0:17:42				0:22:18		0:15:56		0:15:29		0:19:55		0:24:12				0:19:34

		Average Wait Time (>5 min)		0:18:19				0:25:27		0:12:46		0:05:10		0:03:33		0:03:46				0:10:08				0:10:53		0:09:59		0:06:40		0:01:56		0:08:30				0:07:35						0:40:22		0:23:17		0:14:59		0:22:10				0:25:12				0:36:48		0:23:56		0:18:32		0:34:39		0:37:58				0:30:22

		Max Wait Time		2:01:29				1:23:21		0:46:15		0:28:18		0:23:33		0:20:45				1:23:21				0:33:56		0:50:19		0:31:10		0:27:54		0:37:52				0:50:19						2:01:29		1:09:56		0:53:12		0:52:19				2:01:29				1:10:50		1:08:24		0:44:34		1:34:07		2:01:26				2:01:26

		Service Level (<80% calls under 5 min)		29.38%				13.64%		27.73%		55.24%		67.55%		71.17%				47.06%				33.52%		32.84%		55.49%		86.30%		43.55%				50.34%						2.97%		10.03%		20.15%		13.15%				11.58%				10.95%		3.29%		20.64%		3.28%		4.60%				8.55%

		Talk Time (Avg)		0:09:18				0:09:35		0:09:26		0:08:37		0:09:13		0:09:31				0:09:16				0:08:48		0:09:18		0:09:00		0:08:56		0:09:27				0:09:05						0:09:12		0:08:41		0:08:43		0:09:30				0:09:01				0:09:17		0:09:16		0:09:20		0:10:24		0:10:58				0:09:51

		Call Handle Time (Avg)		0:16:52				0:16:59		0:16:54		0:15:55		0:16:48		0:16:56				0:16:42				0:16:44		0:16:56		0:16:24		0:16:20		0:16:46				0:16:38						0:17:09		0:16:18		0:16:24		0:17:09				0:16:45				0:16:53		0:16:46		0:17:07		0:17:53		0:18:21				0:17:24

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.61%				79.99%		80.62%		82.60%		84.05%		83.67%				82.19%				83.85%		84.38%		84.27%		86.45%		85.05%				84.80%						81.94%		83.77%		84.12%		83.40%				83.30%				84.23%		83.50%		85.97%		83.05%		84.05%				84.16%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		2379				141		142		152		109		116				660				130		117		119		98		100				564						113		124		121		126				484				128		154		118		132		139				671

		Short Abandon (under 60 seconds)		4				0		0		0		0		0				0				0		0		0		0		0				0						1		0		0		2				3				0		0		0		1		0				1

		% of calls answered in under 10 minutes		40.89%				20.29%		48.89%		84.15%		94.00%		86.50%				66.76%				47.22%		51.12%		73.00%		95.43%		61.08%				65.57%						4.46%		18.66%		35.76%		17.13%				19.00%				14.21%		8.84%		25.90%		4.62%		7.64%				12.24%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		Max Agents		71.64				66.41		55.58		48.63		47.46		42.48				66.41				54.70		54.93		46.67		0.00		40.77				54.93						71.64		56.12		51.39		53.17				71.64				64.92		61.97		55.25		65.15		71.11				71.11





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Calls Received (MNsure)		3729				185		209		164		173		159				890				171		151		160		163		188				833						224		213		198		182				817				241		219		224		235		270				1189

		Calls Handled		3398				172		178		145		150		146				791				148		139		143		148		170				748						203		196		177		179				755				220		192		216		227		249				1104

		Calls Abandoned		315				13		31		18		22		12				96				21		9		17		15		16				78						21		16		21		3				61				18		26		8		8		20				80

		Abandon % (>5%)(Less Short Aban)		8.49%				7.03%		14.83%		10.98%		12.72%		7.55%				10.62%				12.28%		5.96%		10.62%		9.20%		8.51%				9.31%						9.38%		7.51%		10.61%		1.65%				7.29%				7.47%		11.87%		3.57%		3.40%		7.41%				6.74%

		Avg Time to Abandon		0:05:19				0:06:57		0:08:54		0:08:43		0:08:55		0:07:23				0:08:10				0:06:07		0:02:42		0:03:43		0:03:02		0:04:24				0:03:59						0:03:20		0:02:56		0:09:22		0:03:26				0:04:46				0:05:44		0:04:27		0:02:55		0:03:30		0:05:22				0:04:23

		Average Wait Time (>5 min)		0:06:23				0:06:54		0:09:52		0:09:12		0:10:10		0:05:57				0:08:25				0:06:47		0:03:48		0:07:40		0:04:03		0:07:31				0:05:57						0:06:11		0:05:36		0:09:16		0:02:09				0:05:48				0:07:14		0:06:39		0:03:53		0:02:57		0:06:09				0:05:22

		Max Wait Time		0:56:20				0:35:41		0:46:01		0:56:20		0:41:22		0:35:38				0:56:20				0:33:30		0:27:34		0:33:43		0:26:52		0:27:55				0:33:43						0:22:40		0:25:43		0:40:56		0:14:44				0:40:56				0:28:06		0:29:31		0:17:28		0:25:50		0:39:59				0:39:59

		Service Level (<80% calls under 5 min)		55.02%				45.35%		41.01%		57.24%		39.33%		58.90%				48.37%				49.32%		71.22%		48.95%		67.57%		47.65%				56.94%						47.29%		47.45%		41.81%		82.12%				54.67%				42.73%		53.65%		67.13%		78.41%		58.63%				60.11%

		Talk Time (Avg)		0:07:27				0:07:32		0:07:41		0:07:08		0:08:36		0:07:24				0:07:40				0:07:48		0:07:13		0:07:16		0:07:04		0:06:39				0:07:12						0:07:17		0:07:29		0:08:27		0:07:36				0:07:42				0:07:30		0:07:23		0:07:12		0:07:24		0:06:55				0:07:16

		Call Handle Time (Avg)		0:11:54				0:13:11		0:12:31		0:11:45		0:12:35		0:11:39				0:12:20				0:11:59		0:11:59		0:11:42		0:11:48		0:10:46				0:11:38						0:12:01		0:12:10		0:12:11		0:11:34				0:11:59				0:11:54		0:12:23		0:11:20		0:11:41		0:11:08				0:11:41

		Max Agents		7.84				6.48		6.39		4.98		5.45		5.16				6.48				5.55		5.49		5.10		5.63		5.05				5.63						7.07		6.64		6.45		5.83				7.07				7.84		7.28		6.73		6.69		6.79				7.84





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Calls Received (MNsure)		6005				309		310		304		343		251				1517				340		331		316		305		260		 		1552						340		356		343		295				1334				370		305		337		259		331				1602

		Calls Handled		5738				301		290		302		333		246				1472				325		321		310		293		250				1499						314		327		334		285				1260				354		260		316		253		324				1507

		Calls Abandoned		263				8		19		2		10		4				43				15		9		6		12		10				52						26		29		9		10				74				16		45		21		5		7				94

		Abandon % (>5%)(Less Short Aban)		4.37%				2.59%		6.13%		0.66%		2.92%		1.59%				2.78%				4.41%		2.72%		1.90%		3.93%		3.85%				3.36%						7.65%		8.15%		2.62%		3.39%				5.45%				4.32%		14.75%		6.23%		1.93%		2.11%				5.87%

		Avg Time to Abandon		0:03:33				0:03:59		0:05:36		0:00:46		0:02:11		0:01:49				0:02:52				0:03:06		0:03:52		0:02:34		0:03:09		0:02:30				0:03:02						0:06:25		0:04:32		0:03:44		0:04:19				0:04:45				0:02:52		0:06:58		0:05:32		0:00:41		0:01:47				0:03:34

		Average Wait Time (>5 min)		0:02:41				0:01:38		0:03:29		0:00:44		0:02:11		0:00:36				0:01:43				0:01:59		0:01:14		0:01:14		0:02:07		0:01:54				0:01:41						0:06:09		0:05:59		0:01:50		0:01:59				0:03:59				0:03:26		0:07:45		0:04:35		0:00:16		0:00:49				0:03:22

		Max Wait Time		0:29:55				0:12:35		0:21:14		0:07:33		0:11:36		0:07:54				0:21:14				0:10:17		0:09:57		0:11:56		0:15:49		0:14:39				0:15:49						0:18:10		0:21:32		0:14:53		0:14:06				0:21:32				0:13:01		0:29:55		0:19:39		0:05:07		0:10:24				0:29:55

		Service Level (<80% calls under 5 min)		79.09%				89.04%		70.34%		96.03%		84.68%		98.78%				87.77%				85.54%		95.02%		89.68%		82.25%		88.40%				88.18%						51.59%		39.76%		85.63%		83.51%				65.12%				71.19%		45.77%		63.61%		99.60%		96.30%				75.29%

		Talk Time (Avg)		0:07:34				0:07:55		0:08:31		0:07:14		0:07:31		0:08:12				0:07:52				0:08:32		0:07:29		0:07:52		0:07:48		0:07:31				0:07:50						0:07:26		0:07:38		0:07:05		0:07:03				0:07:18				0:07:21		0:07:39		0:07:21		0:06:47		0:07:07				0:07:15

		Call Handle Time (Avg)		0:09:46				0:10:10		0:11:06		0:09:33		0:09:33		0:10:02				0:10:04				0:10:45		0:09:37		0:09:58		0:10:04		0:09:55				0:10:03						0:09:47		0:10:13		0:08:56		0:08:40				0:09:24				0:09:17		0:09:50		0:09:35		0:09:24		0:09:39				0:09:33

		Max Agents		9.70				8.49		8.94		8.01		8.84		6.88				8.94				9.70		8.58		8.59		8.20		6.91				9.70						8.53		9.28		8.29		6.86				9.28				9.13		7.10		8.42		6.61		8.69				9.13





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Calls Received		2379				141		142		152		109		116				660				130		117		119		98		100				564						113		124		121		126				484				128		154		118		132		139				671

		Calls Handled		2014				111		126		147		106		114				603				120		99		113		96		91				519						89		95		103		105				391				85		117		97		107		93				500

		Calls Abandoned		261				22		13		4		2		2				42				9		14		4		1		8				36						18		21		14		16				68				26		25		17		18		29				115

		Abandon %		13.80%				19.58%		10.17%		2.74%		1.82%		1.34%				7.13%				7.13%		13.82%		3.88%		1.52%		8.77%				7.02%						20.48%		21.57%		13.76%		14.84%				17.66%				30.53%		21.66%		17.31%		16.39%		31.05%				23.39%

		Avg Time to Abandon		0:15:43				0:22:11		0:12:26		0:11:07		0:07:32		0:06:38				0:11:58				0:10:46		0:15:43		0:08:26		0:08:28		0:16:11				0:11:54						0:19:16		0:22:39		0:14:05		0:15:42				0:17:55				0:24:34		0:18:47		0:17:14		0:17:56		0:26:55				0:21:05

		Average Wait Time (>5 min)		0:18:34				0:31:41		0:11:31		0:04:09		0:01:34		0:02:46				0:10:20				0:10:11		0:13:39		0:04:34		0:01:22		0:09:53				0:07:55						0:25:41		0:31:25		0:15:51		0:21:02				0:23:29				0:39:36		0:32:38		0:20:42		0:28:15		0:41:35				0:32:33

		Max Wait Time		2:01:29				1:23:21		0:42:10		0:28:18		0:15:45		0:18:15				1:23:21				0:33:56		0:50:19		0:18:19		0:11:30		0:37:52				0:50:19						2:01:29		1:09:56		0:53:12		0:52:19				2:01:29				1:10:50		1:08:24		0:44:34		0:52:59		2:01:19				2:01:19

		Service Level (<80% calls under 5 min)		21.80%				10.19%		9.85%		42.79%		59.01%		47.58%				33.88%				20.31%		16.85%		37.01%		65.55%		35.59%				35.06%						5.81%		15.72%		7.87%		15.78%				11.30%				6.63%		5.60%		13.70%		4.39%		4.56%				6.98%

		Talk Time (Avg)		0:10:23				0:10:24		0:10:50		0:10:16		0:10:34		0:10:05				0:10:25				0:10:01		0:11:02		0:10:14		0:09:12		0:10:41				0:10:14						0:10:19		0:10:22		0:08:42		0:10:51				0:10:03				0:11:04		0:11:13		0:09:15		0:10:19		0:12:26				0:10:51

		Call Handle Time (Avg)		0:18:48				0:18:44		0:19:22		0:17:41		0:18:20		0:18:25				0:18:30				0:18:53		0:19:04		0:18:08		0:18:07		0:19:11				0:18:40						0:18:52		0:18:32		0:17:43		0:19:02				0:18:32				0:19:32		0:19:24		0:19:22		0:19:11		0:20:07				0:19:31

		Percent. calls transferred by front line/General Queue		12.04%				2:40:15		3:15:51		3:50:09		2:52:40		3:31:58				13.49%				2:57:46		2:40:45		3:08:30		2:55:18		3:05:48				2:57:38						1:56:08		2:40:34		2:52:41		3:02:32				2:37:59				2:26:59		3:09:32		2:42:45		2:40:16		2:40:00				2:43:54

		Max Agents		30.00				30.00		25.91		21.50		19.54		19.12				30.00				23.53		24.50		20.74		16.49		18.21				24.50						28.12		22.89		21.44		23.14				28.12				28.41		28.59		22.36		25.98		28.59				28.59





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Busy		1				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		1		0		0		0				1

		Caller canceled		17				4		0		0		0		0				4				1		0		0		0		0				1						1		3		1		0				5				1		0		0		0		6				7

		Connected		2498				203		138		49		20		52				462				120		138		57		9		88				412						238		166		142		142				688				212		213		106		213		192				936

		Error		12				0		0		0		0		0				0				0		0		0		0		3				3						3		0		3		0				6				1		0		0		0		2				3

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		No Answer		69				8		4		0		0		0				12				3		5		0		0		0				8						6		7		6		3				22				3		4		7		5		8				27

		No Response		244				26		8		4		3		0				41				7		9		2		2		8				28						27		18		14		7				66				28		26		8		26		21				109

		Total Requests		2841				241		150		53		23		52				519				131		152		59		11		99				452						275		194		166		152				787				245		244		121		244		229				1083

		% Connected 		88.84%				84%		92%		92%		87%		100%				91.13%				92%		91%		97%		82%		89%				90%						87%		86%		86%		93%				88%				87%		87%		88%		87%		84%				87%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		36				1		3		0		0		0				4				1		1		2		0		1				5						6		1		2		3				12				5		2		1		1		6				15

		Connected		2941				189		149		77		78		50				543				116		110		91		38		95				450						296		218		150		173				837				241		202		168		231		269				1111

		Error		11				1		1		0		0		0				2				3		0		0		0		0				3						0		1		0		1				2				0		0		1		1		2				4

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		No Answer		111				10		4		0		0		0				14				5		2		2		2		0				11						14		5		8		12				39				9		8		6		9		15				47

		No Response		256				17		12		4		5		1				39				15		8		3		3		9				38						32		21		24		16				93				17		11		10		21		27				86

		Total Requests		3355				218		169		81		83		51				602				140		121		98		43		105				507						348		246		184		205				983				272		223		186		263		319				1263

		% Connected 		88.68%				87%		88%		95%		94%		98%				92.39%				83%		91%		93%		88%		90%				89%						85%		89%		82%		84%				85%				89%		91%		90%		88%		84%				88%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0		0		0				0		0		0		0		0				0

		Caller canceled		2				0		1		0		0		0				1				0		0		0		0		0				0						0		0		0		0		0		0				0		1		0		0		0				1

		Connected		138				6		12		6		10		10				44				7		5		5		1		6				24						6		6		6		5		0		23				14		10		7		6		10				47

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0		0		0				0		0		0		0		0				0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0		0		0				0		0		0		0		0				0

		No Answer		7				1		0		0		0		0				1				0		2		0		2		0				4						0		0		0		1		0		1				0		0		1		0		0				1

		No Response		17				1		1		0		1		2				5				0		1		0		0		2				3						0		1		1		0		0		2				1		2		0		2		2				7

		Total Requests		164				8		14		6		11		12				51				7		8		5		3		8				31						6		7		7		6		0		26				15		13		8		8		12				56

		% Connected 		83.27%				75%		86%		100%		91%		83%				86.99%				100%		63%		100%		33%		75%				74%						100%		86%		86%		83%		0%		89%				93%		77%		88%		75%		83%				83%

																								0%		0%		0%		0%		0%		0%		0%

		Top Call Drivers		Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		Week Feb 23		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		Week Mar 2

		CC																		0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		156								31		29						60																0																0						36										36																0

		A Referral-Consumer to Contact Assister^		23																0																0												23				23																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		782				39		36				32		28				135				35		33		36		32		29				165						42		40		30		40				152				32		37		30		35		26				160																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		508						37						33				70						34		34		25		30				123						37		29		27		25				118				31				37		36		23				127																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		606						33		32		41		28				134				41		36		31								108						40		35		32						107				27						24		31				82																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		959				43		41		44				20				148				37		37		38		28		41				181						56		40		56		51				203				47		43		40		49		63				242																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1265				60		47		67		45		47				266				59		53		53		45		47				257						51		49		36		52				188				38		45		70		37		39				229																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1201				57		46		49		47		55				254				56		57		52		40		50				255						50		45		41		47				183				46		33		46		46		28				199																0

		How To Enroll In a Plan?		1678				61		51		67		64		63				306				73		64		67		65		64				333						59		74		78		61				272				72		78		76		82		80				388																0

		Income Change		0																0																0																0																0																0

		Income Decrease		750				40		49		36		45		39				209				32						29		26				87						42		31		29						102						43		35		33						111																0

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Lost or will lose other health care coverage		980				48		42		53		57						200				52		47		33		44		31				207						44						38				82				38		55		45		47		54				239																0

		Lost or will lose employer health care coverage		156												37				37																0								35		47						82																0																0

		MCRE/Counties		3214				146		131		144		150		112				683				142		145		134		146		112				679						141		136		133		125				535				89		120		111		95		77				492																0

		MNTR		0																0																0																0																0																0

		Multiple changes		105				38												38																0																0												29				29																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		111										29						29										25						25																0								28								28																0

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																																0																0																0																0

		PO box initiave Ph 2		0																																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		252																0				34		35		27				25				121												25				25				37		35										72																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		154				40				37								77																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		382				24		26		13		9		22				94				12		20		11		12		11				66						29				19		15				63						12		14		13		14				53																0

		CSR-Status of Reported Change		170						13		7		9		10				39								10				22				32						14		15		16						45				15												15																0

		CSR-Status Before Appt		1456				58		60		55		50		55				278				53		37		44		53		60				247						64		67		64		47				242				77		59		81		73		68				358																0

		CSR-Status of SEP		206				9						7						16				10		9				8		13				40								13				15				28				20		18		19		13		26				96																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		72				24		12										36																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		308				10				10				11				31				9		7		12		10		16				54						15		17		15		16				63				21		24		23		32		20				120																0

		Lost or will lose other health care coverage		371						10		13		10		10				43				18		19		16		20						73						17		17		15		14				63				29		24		24		21		33				131																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																																0																0																0																0

		Paper form via FileNet		0																																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																0																0																0

		ARC																		0																																																																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		909				40		35		31		27		41				174				26		37		39		29		31				162						50		48		36		36				170				61		40		40		24		38				203																0

		CSR-Determination Result		2676				115		113		117		130		80				555				141		125		117		93		88				564						117		122		100		96				435				153		66		87		54		66				426																0

		CSR-Newborn Status		315						15		19								34				15				17		20		12				64						31		29		22		16				98				19		19		32								70																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		87												16				16						12										12																0										16		27				43																0

		CSR-Public Program Status		3349				133		116		111		151		121				632				142		146		129		114		119				650						116		153		142		135				546				171		146		173		90		167				747																0

		CSR-Public Program Renewal		74				17						20						37																0																0																0																0

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																																0																0																0																0

		How Do I Apply?		0																																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																																0																0																0																0

		Password Reset/Account Unlock		565				31		35		32		27		19								31		30		33		24		20				138						28		35		33		18				114				32		25		29		25		27				138																0

		Potential New Issue		0																																0																0																0																0

		Prospect/Pending case		0																																0																0																0																0

		Request to Close Application^		0																																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																																0																0																0																0

		Transfer Caller to MNsure CC		0																																0																0																0																0

		Unable to Verify Consumer PII		0																																0																0																0



		PP																																																																																		0

		MCRE		561		 		37		34		38		25		33						 		38		38		32				31				139		 				39		35				28				102		 		18		27		24		31		15				115		 														0

		Counties		1736		 		109		97		106		125		79						 		104		107		102				81				394		 				102		101		45		97				345		 		71		93		87		64		62				377		 

																																														88







		Top Call Drivers		Feb

		CC				16627

		MCRE/Counties		3214		0.1933

		How To Enroll In a Plan?		1678		0.1009

		How Do I Apply?		1265		0.0761

		How Do I Update My Application?		1201		0.0722

		Lost or will lose other health care coverage		980		0.0589

		Gain of ESI/MEC		959		0.0577

		Checking on Status of Reported Change		782		0.0470

		Income Decrease		750		0.0451

		Enrollment Status Check		606		0.0364

		Directed to Submit Verifications		508		0.0306

		Request to Close Application^		252		0.0152

		A Referral		156		0.0094

		Lost or will lose employer health care coverage		156		0.0094

		Same Day Term		154		0.0093

		Password Reset/Account Unlock		111		0.0067

		Multiple changes		105		0.0063

		A Referral-Consumer to Contact Assister^		23		0.0014



		Broker		 		3398

		CSR-Status Before Appt		1456		0.4285

		CSR-Status of Enrollment		382		0.1124

		Lost or will lose other health care coverage		371		0.1092

		Lost or will lose employer health care coverage		308		0.0906

		CSR-Status of SEP		206		0.0606

		CSR-Status of Reported Change		170		0.0500

		Gain of ESI/MEC		72		0.0212



		ARC				5738

		CSR-Public Program Status		3349		0.4202

		CSR-Determination Result		2676		0.3358

		CSR- QHP Status		909		0.1141

		Password Reset/Account Unlock		565		0.0709

		CSR-Newborn Status		315		0.0395

		CSR-Pending Case		87		0.0109

		CSR-Public Program Renewal		74		0.0093





Jan 2025

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received (MNsure)		36200										1972		1882		149		4003				2208		2058		1983		1689		1640		203		9781				2685		3392		4382		1033		887				12379						1262		1084		1024		922				4292				1280		1175		1060		1109		1121				5745

		Calls Handled		27267										1443		1398		147		2989				1545		1506		1501		1389		1378		202		7520				1731		1835		2188		975		875				7604						1102		1027		973		906				4008				1148		1119		1027		1024		828				5146

		Calls Abandoned		7964										444		395		1		839				564		473		426		265		215		0		1942				847		1407		2009		59		10				4332						148		50		55		18				271				126		59		39		84		271				579

		Abandon % (>5%)(Less Short Aban)		14.45%										22.49%		20.98%		0.57%		14.68%				25.54%		22.96%		21.48%		15.68%		13.09%		0.00%		16.46%				31.56%		41.47%		45.85%		5.71%		1.10%				25.14%						11.75%		4.62%		5.35%		1.96%				5.92%				9.88%		5.04%		3.70%		7.56%		24.14%				10.06%

		Avg Time to Abandon		0:17:36										0:22:32		0:23:37		0:04:53		0:17:00				0:24:25		0:22:41		0:22:00		0:16:48		0:17:09		0:00:00		0:17:10				0:32:41		0:38:27		0:46:28		0:10:30		0:05:05				0:26:38						0:14:32		0:09:38		0:12:13		0:10:15				0:11:39				0:14:09		0:12:58		0:15:40		0:10:51		0:24:11				0:15:33

		Average Wait Time (>5 min)		0:24:18										0:40:06		0:38:05		0:00:32		0:26:14				0:46:22		0:40:49		0:32:05		0:24:25		0:21:27		0:00:02		0:27:31				1:03:46		1:14:28		1:20:18		0:08:45		0:01:52				0:45:49						0:17:27		0:06:08		0:06:10		0:02:27				0:08:03				0:13:54		0:07:12		0:03:09		0:09:15		0:36:10				0:13:56

		Max Wait Time		2:04:45										1:19:10		1:31:38		0:23:00		1:31:38				1:30:40		1:23:12		1:18:12		1:09:00		1:01:47		0:00:45		1:30:40				1:52:31		2:01:45		2:04:45		0:41:24		0:17:39				2:04:45						0:59:03		0:30:22		0:30:22		0:32:10				0:59:03				0:50:34		0:37:54		2:01:22		0:35:55		1:22:35				2:01:22

		Service Level (<80% calls under 5 min)		37.83%										13.61%		11.50%		97.08%		40.73%				2.60%		9.58%		7.37%		10.26%		19.23%		100.00%		24.84%				3.17%		2.27%		1.54%		58.10%		82.01%				29.42%						20.21%		45.92%		66.24%		85.09%				54.37%				20.17%		55.46%		75.50%		34.19%		13.64%				39.79%

		Talk Time (Avg)		0:09:08										0:09:16		0:09:23		0:09:05		0:09:14				0:09:02		0:09:05		0:09:17		0:08:41		0:09:13		0:10:33		0:09:18				0:09:42		0:09:31		0:10:07		0:09:02		0:08:51				0:09:26						0:08:32		0:08:49		0:09:12		0:08:11				0:08:41				0:08:26		0:08:53		0:08:41		0:08:59		0:09:59				0:08:59

		Call Handle Time (Avg)		0:16:19										0:16:31		0:16:09		0:15:27		0:16:02				0:16:09		0:16:04		0:16:16		0:15:45		0:16:22		0:17:29		0:16:20				0:16:52		0:16:29		0:16:45		0:16:34		0:16:34				0:16:38						0:15:57		0:16:31		0:16:45		0:15:38				0:16:12				0:15:47		0:16:24		0:15:56		0:16:32		0:17:11				0:16:22

		Transfer Out		na										na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.57%										79.88%		79.21%		81.63%		80.24%				82.09%		81.98%		84.99%		85.08%		84.26%		87.02%		84.24%				85.74%		87.42%		88.44%		83.60%		83.01%				85.64%						82.94%		82.28%		83.48%		84.41%				83.28%				83.98%		83.98%		84.89%		84.91%		84.58%				84.47%

		Complaints Received		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		5135										296		272		25		593				255		290		275		250		216		42		1328				262		249		257		211		204				1183						244		236		228		203				911				278		235		237		240		130				1120

		Short Abandon (under 60 seconds)		2										0		0		0		0				0		1		0		0		0		0		1				0		0		1		0		0				1						0		0		0		0				0				0		0		0		0		0				0

		% of calls answered in under 10 minutes		46.92%										17.89%		13.61%		99.42%		43.64%				4.91%		12.25%		13.04%		17.25%		31.99%		100.00%		29.91%				4.53%		3.40%		2.54%		66.29%		96.64%				34.68%						37.83%		71.68%		77.21%		89.18%				68.97%				44.74%		76.15%		86.91%		57.42%		21.75%				57.39%

		Occupany		na										na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		Max Agents		209.82										103.98		95.88		7.47		103.98				110.02		104.54		103.00		84.93		84.32		11.89		110.02				136.83		163.23		209.82		57.68		50.20				209.82						66.86		60.52		58.59		48.98				66.86				68.50		64.62		57.67		62.07		59.67				68.50





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received (MNsure)		6925										263		301		8		1301				333		348		352		281		314		26		1654				450		467		491		203		199				1810						226		196		230		197				849				246		243		240		294		288				1311

		Calls Handled		5942										226		259		8		1055				280		286		283		261		295		25		1430				372		370		365		192		176				1475						215		186		207		187				795				226		226		221		262		252				1187

		Calls Abandoned		927										37		40		0		234				48		58		65		19		16		1		207				74		86		125		8		21				314						11		9		23		9				52				18		17		19		31		35				120

		Abandon % (>5%)(Less Short Aban)		10.82%										14.07%		13.29%		0.00%		13.25%				14.41%		16.67%		18.47%		6.76%		5.10%		3.85%		10.88%				16.44%		18.42%		25.46%		3.94%		10.55%				14.96%						4.87%		4.59%		10.00%		4.57%				6.01%				7.32%		7.00%		7.92%		10.54%		12.15%				8.99%

		Avg Time to Abandon		0:06:28										0:08:37		0:07:21		0:00:00		0:08:16				0:08:11		0:06:40		0:07:19		0:04:56		0:03:58		0:00:36		0:05:16				0:07:24		0:10:22		0:19:39		0:03:23		0:07:33				0:09:40						0:04:08		0:02:30		0:07:12		0:04:10				0:04:30				0:02:48		0:03:16		0:05:46		0:06:20		0:05:14				0:04:40

		Average Wait Time (>5 min)		0:10:10										0:13:27		0:12:37		0:00:05		0:15:49				0:12:22		0:13:30		0:12:36		0:06:06		0:04:51		0:00:31		0:08:19				0:12:46		0:21:02		0:28:12		0:01:35		0:08:16				0:14:22						0:02:46		0:04:03		0:08:16		0:06:17				0:05:20				0:04:51		0:04:00		0:08:06		0:06:09		0:12:07				0:07:02

		Max Wait Time		1:55:57										1:00:16		0:47:18		0:00:11		1:48:09				0:50:13		0:39:20		0:41:42		0:39:02		0:39:02		0:07:47		0:50:13				0:41:17		0:55:43		1:55:57		0:27:56		0:58:05				1:55:57						0:20:31		0:18:08		0:29:09		0:26:48				0:29:09				0:21:22		0:21:41		0:33:56		0:36:54		0:38:03				0:38:03

		Service Level (<80% calls under 5 min)		49.68%										31.42%		33.59%		100.00%		40.07%				36.79%		29.37%		31.10%		60.15%		66.78%		96.00%		53.36%				28.15%		20.53%		16.43%		90.63%		52.27%				41.60%						79.07%		62.90%		52.66%		53.48%				62.03%				54.42%		66.37%		49.32%		56.87%		29.76%				51.35%

		Talk Time (Avg)		0:08:23										0:09:19		0:07:30		0:08:26		0:08:42				0:07:49		0:08:07		0:08:45		0:08:58		0:07:43		0:08:24		0:08:17				0:08:49		0:09:43		0:09:33		0:06:32		0:08:35				0:08:38						0:07:47		0:08:27		0:08:44		0:07:56				0:08:13				0:07:45		0:07:30		0:08:34		0:08:17		0:08:20				0:08:05

		Call Handle Time (Avg)		0:13:35										0:15:08		0:12:24		0:17:06		0:14:36				0:12:19		0:12:52		0:13:48		0:14:12		0:12:58		0:13:12		0:13:13				0:13:42		0:14:47		0:14:21		0:11:35		0:14:22				0:13:45						0:13:03		0:13:48		0:14:01		0:13:02				0:13:28				0:12:34		0:11:46		0:13:19		0:13:26		0:13:32				0:12:55

		Max Agents		11.33										4.99		6.21		0.02		8.19				7.41		7.26		7.81		5.29		6.02		0.40		7.81				8.44		9.84		11.33		2.80		3.99				11.33						4.15		3.75		7.20		5.82				7.20				8.03		7		7.32		8.80		9.46				9.46





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received (MNsure)		8097										360		324		4		1288				371		389		394		415		353		44		1966				426		439		497		327		280				1969						284		338		338		334				1294				336		310		317		311		306				1580

		Calls Handled		7408										330		298		4		1187				315		348		341		373		319		43		1739				383		384		466		307		272				1812						264		320		310		312				1206				294		288		307		290		285				1464

		Calls Abandoned		684										30		25		0		99				56		40		52		42		34		1		225				43		55		31		20		8				157						20		18		28		22				88				42		22		10		21		20				115

		Abandon % (>5%)(Less Short Aban)		7.52%										8.33%		7.72%		0.00%		5.91%				15.09%		10.28%		13.20%		10.12%		9.63%		2.27%		10.10%				10.09%		12.53%		6.24%		6.12%		2.86%				7.57%						7.04%		5.33%		8.28%		6.59%				6.81%				12.50%		7.10%		3.15%		6.75%		6.54%				7.21%

		Avg Time to Abandon		0:05:12										0:05:11		0:05:09		0:00:00		0:03:49				0:07:53		0:08:31		0:06:54		0:04:44		0:05:01		0:01:35		0:05:46				0:08:15		0:06:57		0:04:47		0:04:21		0:04:16				0:05:43						0:03:44		0:06:13		0:02:45		0:05:48				0:04:37				0:08:05		0:06:04		0:04:14		0:08:13		0:03:45				0:06:04

		Average Wait Time (>5 min)		0:06:02										0:07:34		0:05:17		0:00:01		0:04:50				0:10:25		0:11:34		0:11:05		0:07:21		0:08:01		0:00:38		0:08:10				0:08:52		0:12:00		0:05:54		0:05:30		0:02:19				0:06:55						0:04:26		0:04:16		0:03:50		0:05:05				0:04:24				0:10:33		0:06:40		0:02:43		0:06:25		0:02:57				0:05:51

		Max Wait Time		0:35:40										0:25:14		0:22:16		0:00:02		0:25:14				0:32:23		0:34:19		0:35:26		0:21:37		0:22:25		0:09:49		0:35:26				0:31:11		0:35:40		0:19:33		0:17:27		0:12:13				0:35:40						0:20:07		0:28:30		0:19:46		0:20:52				0:28:30				0:26:39		0:19:59		0:15:24		0:21:07		0:19:41				0:26:39

		Service Level (<80% calls under 5 min)		56.43%										39.70%		63.09%		100.00%		63.60%				41.90%		37.07%		22.58%		37.53%		37.62%		97.67%		45.73%				43.86%		29.17%		48.71%		51.47%		76.84%				50.01%						66.67%		75.94%		71.29%		65.71%				69.90%				21.43%		43.40%		75.57%		48.28%		75.79%				52.89%

		Talk Time (Avg)		0:08:06										0:08:12		0:08:25		0:07:30		0:08:08				0:08:37		0:07:55		0:09:18		0:07:51		0:08:38		0:07:42		0:08:20				0:08:37		0:09:13		0:07:57		0:07:59		0:07:28				0:08:14						0:08:15		0:07:39		0:07:14		0:07:39				0:07:41				0:08:23		0:08:00		0:07:36		0:08:04		0:08:24				0:08:05

		Call Handle Time (Avg)		0:10:55										0:11:46		0:11:37		0:08:49		0:11:05				0:11:25		0:10:48		0:12:23		0:10:50		0:11:51		0:09:58		0:11:12				0:11:57		0:12:03		0:10:45		0:10:44		0:09:58				0:11:05						0:11:16		0:10:21		0:10:13		0:10:21				0:10:32				0:11:19		0:09:56		0:10:20		0:10:42		0:11:15				0:10:42

		Max Agents		9.24										7.53		4.72		0.10		7.53				5.70		6.40		6.18		5.84		6.88		1.19		6.88				7.02		7.95		8.51		4.30		3.98				8.51						3.81		4.52		8.80		8.97				8.97				9.24		8		8.81		8.62		8.94				9.24





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received		5792										296		272		25		1250				255		290		275		250		216		42		1328				262		249		257		211		204				1183						244		236		228		203				911				278		235		237		240		130				1120

		Calls Handled		4696										217		219		24		930				186		217		194		199		182		41		1020				191		179		190		185		198				943						204		223		203		194				824				240		210		218		216		96				980

		Calls Abandoned		749										52		39		0		209				45		48		51		36		26		0		206				46		43		43		19		4				155						29		11		20		8				68				29		20		16		20		24				111

		Abandon %		14.81%										23.84%		17.66%		2.08%		18.79%				23.97%		22.23%		26.49%		18.01%		14.22%		0.00%		17.49%				24.24%		23.87%		22.62%		10.32%		2.10%				16.63%						14.31%		4.87%		9.93%		4.17%				8.32%				12.22%		9.55%		7.52%		9.48%		25.27%				12.81%

		Avg Time to Abandon		0:17:24										0:23:52		0:19:26		0:04:53		0:21:07				0:22:31		0:20:27		0:28:32		0:19:06		0:16:14		0:00:00		0:17:48				0:27:24		0:25:04		0:24:08		0:11:07		0:04:51				0:18:30						0:16:42		0:08:26		0:12:53		0:10:31				0:12:08				0:16:46		0:14:06		0:16:50		0:10:49		0:28:54				0:17:29

		Average Wait Time (>5 min)		0:26:01										0:50:30		0:37:02		0:01:37		0:39:41				0:38:50		0:38:35		0:45:41		0:34:21		0:20:32		0:00:02		0:29:40				0:47:11		0:48:05		0:40:23		0:18:36		0:03:49				0:31:36						0:25:58		0:07:00		0:12:14		0:04:59				0:12:32				0:20:01		0:14:43		0:07:02		0:12:55		0:28:26				0:16:37

		Max Wait Time		2:01:22										1:19:10		1:08:20		0:23:00		1:38:07				1:08:02		1:01:47		1:18:12		1:09:00		1:01:47		0:00:45		1:18:12				1:14:12		1:23:03		1:12:39		0:41:24		0:17:39				1:23:03						0:59:03		0:30:22		0:30:22		0:32:10				0:59:03				0:50:34		0:37:54		2:01:22		0:35:55		1:22:35				2:01:22

		Service Level (<80% calls under 5 min)		17.93%										5.91%		5.18%		70.21%		18.33%				6.21%		5.63%		4.95%		4.46%		3.78%		98.75%		20.63%				4.26%		3.12%		4.07%		17.21%		40.80%				13.89%						6.00%		20.45%		18.67%		50.20%				23.83%				7.76%		8.84%		30.18%		9.20%		8.96%				12.99%

		Talk Time (Avg)		0:10:52										0:11:23		0:11:23		0:13:09		0:11:30				0:10:54		0:10:34		0:11:25		0:10:06		0:10:49		0:13:22		0:11:11				0:11:57		0:11:18		0:12:07		0:10:50		0:10:00				0:11:14						0:09:34		0:10:08		0:10:44		0:10:16				0:10:10				0:09:56		0:10:33		0:10:01		0:10:11		0:10:36				0:10:15

		Call Handle Time (Avg)		0:18:57										0:19:20		0:18:49		0:20:12		0:19:16				0:18:31		0:18:14		0:19:28		0:17:50		0:18:14		0:21:09		0:18:54				0:19:36		0:19:18		0:19:33		0:19:48		0:18:24				0:19:19						0:17:37		0:18:24		0:19:25		0:18:37				0:18:30				0:18:25		0:19:13		0:18:31		0:19:08		0:18:26				0:18:44

		Percent. calls transferred by front line/General Queue		17.07%										3:36:08		3:28:07		4:01:36		16.57%				2:46:18		3:22:54		3:19:41		3:33:08		3:09:39		4:57:55		3:31:36				2:20:30		1:45:42		1:24:27		4:54:08		5:31:11				3:11:11						4:38:24		5:13:30		5:20:37		5:17:02				5:07:23				5:12:45		4:48:00		5:21:57		5:11:37		2:46:59				19.46%

		Max Agents		59.74										47.49		41.99		2.69		53.74				47.59		44.38		46.09		36.28		35.22		4.75		47.59				48.47		51.16		59.74		29.29		24.31				59.74						33.15		29.37		30.40		25.99				33.15				34.71		23:05:37		29.40		30.80		24.10				34.71





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Busy		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		45										6		5		0		17				6		3		4		0		2		0		15				4		2		2		2		0				10						1		0		0		0				1				1		1		0		0		0				2

		Connected		6595										483		459		1		1713				483		440		472		396		287		0		2078				444		408		391		216		47				1506						300		95		134		0				529				233		152		62		176		146				769

		Error		23										2		3		0		13				0		1		2		0		0		0		3				2		2		1		1		0				6						0		1		0		0				1				0		0		0		0		0				0

		Invalid Number		1										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		1		0		0				1				0		0		0		0		0				0

		No Answer		222										18		12		0		61				15		16		7		13		15		0		66				16		18		10		11		2				57						9		1		3		0				13				15		3		0		5		2				25

		No Response		696										52		38		0		181				52		47		36		22		21		0		178				50		41		44		43		3				181						25		16		34		0				75				40		11		5		11		14				81

		Total Requests		7582										561		517		1		1985				556		507		521		431		325		0		2340				516		471		448		273		52				1760						335		114		171		0				620				289		167		67		192		162				877

		% Connected 		87.32%										86%		89%		100%		88.87%				87%		87%		91%		92%		88%		0%		89%				86%		87%		87%		79%		90%				86%						90%		83%		78%		na				84%				81%		91%		93%		92%		90%				89.19%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Busy		1										0		0		0		0				0		0		0		0		0		0		0				1		0		0		0		0				1						0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		128										6		11		0		33				14		11		6		5		3		0		39				15		14		18		0		0				47						2		1		0		0				3				2		0		0		0		4				6

		Connected		6338										419		440		0		1553				537		492		476		354		362		0		2221				580		560		547		28		3				1718						195		110		12		57				374				130		26		0		72		244				472

		Error		16										2		1		0		4				1		1		2		1		0		0		5				0		3		2		1		0				6						0		0		0		0				0				0		0		0		0		1				1

		Invalid Number		1										0		0		0		1				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		No Answer		256										18		15		0		63				18		15		10		14		10		0		67				17		47		42		0		1				107						3		7		0		0				10				5		1		0		0		3				9

		No Response		781										42		58		0		160				81		62		49		22		27		0		241				84		78		124		7		3				296						19		11		1		6				37				13		3		0		9		22				47

		Total Requests		7521										487		525		0		1814				651		581		543		396		402		0		2573				697		702		733		36		7				2175						219		129		13		63				424				150		30		0		81		274				535

		% Connected 		84.25%										86%		84%		0%		85.67%				82%		85%		88%		89%		90%		0%		87%				83%		80%		75%		78%		43%				72%						89%		85%		92%		90%				89%				87%		87%		na		89%		89%				87.82%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Busy		1										0		0		0		1				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		13										1		0		0		2				1		3		4		0		0		0		8				0		1		1		0		0				2						0		0		1		0				1				0		0		0		0		0				0

		Connected		799										32		29		0		171				30		38		305		10		13		0		396				46		54		40		1		9				150						9		6		19		4				38				8		6		9		7		14				44

		Error		3										0		0		0		0				0		0		1		0		0		0		1				0		2		0		0		0				2						0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		No Answer		24										1		0		0		6				3		1		5		0		0		0		9				1		3		2		0		1				7						0		1		0		0				1				0		0		0		0		1				1

		No Response		118										3		1		0		30				8		8		27		1		2		0		46				3		16		7		0		0				26						0		0		4		0				4				4		0		0		2		6				12

		Total Requests		958										37		30		0		210				42		50		342		11		15		0		460				50		76		50		1		10				187						9		7		24		4				44				12		6		9		9		21				57

		% Connected 		85.44%										86%		97%		0%		84.32%				71%		76%		89%		91%		87%		0%		83%				92%		71%		80%		100%		90%				87%						100%		86%		79%		100%				91%				67%		100%		100%		78%		67%				82.22%



		Top Call Drivers		Jan		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		CC																		0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		684								63		65		7				135				75		77		62		58		37				309										30						30																0																0

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		49																0																0								49								49																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		349												4				4																0				40		32				30		33				135						36		36								72				44				31		30		29.00				134

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		224																0																0																0						44				33						77						41		34		43		0:00:00				147

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1601								75		66						141				87		205		107		64		82		8		553				66		75		84		55		39				319						47		55		34						136				56		47		34		48		0:00:00				224

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		845								52								52				47		52				46						145										47		37				84						54		66		58						178				49		66		47		66		59				287

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2140								78		97		25				200				92		202		132		105		110		31		672				135		149		139		53		36				512						58		67		53						178				66		62		78		52		28				286

		How Do I Create an Account?		7																0														7		7																0																0																0

		How Do I Update My Application?		1373								53		63		9				125				58		64		62		73		72		10		339				70		91		79		43		50				333						69		52		36						157				36		61		44		52		0:00:00				236

		How To Enroll In a Plan?		2804								134		127		13				274				127		137		133		156		161		21		735				164		188		212		83		69				716						71		67		64						202				112		93		102		97		0:00:00				476

		Income Change		0																0																0																0																0																0

		Income Decrease		1216								75		62						137				68		76		64				70		8		286				86		65		54		33		34				272						48		39		32						119				54		48		57		38		22.00%				197.22

		Income Increase		0																0																0																0																0																0

		Lost or will lose other health care coverage^		353																0																0												28				28						38				39						77				45		47		39		57		0:00:00				248

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		34																0																0																0								34								34																0

		MCRE/Counties		4618								181		176		20				377				223		202		210		217		232		32		1116				297		295		369		174		160				1295						179		162		152						493				191		158		149		137		102				737

		MNTR		0																0																0																0																0																0

		Multiple changes		456								51		50		5				106								39				36		7		82				48		37		44								129																0				33												33

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		646												6				6				47		48		58		62		59		8		282				60		65		76				29				230										32						32						43										43

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																																0																0																0																0

		PO box initiave Ph 2		0																																0																0																0																0

		Prospect/Pending Case		14												7				7																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		708										51		5				56				56				55		53		61		7		232				75		97		105		31						308																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		314								57		62						119						44										44																0								32								32																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		2																0														2		2																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		2																0														2		2																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		526								15		21						36				36		31		33		21		20				141		 		30		29		30		18		21				128						31		19		13						63				20		16		17		23		10				86

		CSR-Status of Reported Change		261								17		15						32								17		14						31						17				16		10				43						20		25		11						56				14				25		16		12				67

		CSR-Status Before Appt		2737								102		117		3				222				155		159		140		136		172		9		771				207		202		179		94		60				742						75		70		64						209				87		102		92		77		58				416

		CSR-Status of SEP		19																0																0																0																0				8		11										19

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		89								24								24						9				12						21										8						8										12						12																0

		General Certification Questions		2												1				1																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		46																0				15				16								31																0																0																0

		How To Enroll In a Plan?		59												1				1												11		3		14				21				22								43																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		119																0																0										14		19				33						13		8		13						34						20		11		21						52

		Lost or will lose other health care coverage		179																0																0																0						15		22								37				25		23		29		29		36				142

		MCRE- Transfer to MinnesotaCare		7																0																0												7				7																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		286										12										14		28		27		20		16		5		110		 		34		55		61								150																0																0

		Paper form via FileNet		0																																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		191								11		15						26				15		19						19				53				24		18		29								71																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		9																0																0																0																0												9				9

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																0																0																0

		ARC																		0																																																																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		994								52		50						102				42		41		45		51		48		7		234				64		51		69		27		27				238						36		31		34						101				31		29		28		43		44				175

		CSR-Determination Result		2756								134		108		1				243				118		128		115		117		110		10		598				158		124		127		127		124				660						108		108		111						327				121		106		101		127		112				567

		CSR-Newborn Status		235										28						28						25		23				32		6		86										21						21								26								26				22								24				46

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		103																0																0				24								14				38										28						28						18		19								37

		CSR-Public Program Status		2748								129		94		1				224				127		126		154		138		108		17		670				128		135		148		142		117				670						117		117								234				110		107		128		146		108				599

		CSR-Public Program Renewal		268								28				2				30				34						38						72						33		33								66						14										14										22						22

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																																0																0																0																0

		How Do I Apply?		0																																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																																0																0																0																0

		Password Reset/Account Unlock		700								32		29										34		30		36		40		30				170				38		48		65		33		26				210						22		34		24						80				24		41		36		24		20				145

		Potential New Issue		0																																0																0																0																0

		Prospect/Pending case		0																																0																0																0																0

		Request to Close Application^		0																																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																																0																0																0																0

		Transfer Caller to MNsure CC		0																																0																0																0																0

		Unable to Verify Consumer PII		4																														4		4																0																0



		PP																																																																																		0

		MCRE		1101		 						53		47		3						 		47		53		53		45		65				263		 		76		91		86		49		36				338		 				47		47		40						134		 		59		41		42		42		32				216

		Counties		3114		 						128		129		17						 		176		149		157		172		167				821		 		221		210		283		125		124				963		 				132		115		112						359		 		132		117		107		95		70













		Top Call Drivers		Jan

		CC				27267

		MCRE/Counties		4618		16.94%

		How To Enroll In a Plan?		2804		10.28%

		How Do I Apply?		2140		7.85%

		Enrollment Status Check		1601		5.87%

		How Do I Update My Application?		1373		5.04%

		Income Decrease		1216		4.46%

		Gain of ESI/MEC		845		3.10%

		Request to Close Application^		708		2.60%

		A Referral		684		2.51%

		Password Reset/Account Unlock		646		2.37%

		Multiple changes		456		1.67%

		Lost or will lose other health care coverage^		353		1.29%

		Checking on Status of Reported Change		349		1.28%

		Same Day Term		314		1.15%

		Directed to Submit Verifications		224		0.82%

		Caller Hung Up without Speaking		49		0.18%

		Lost or will lose employer health care coverage		34		0.12%

		Prospect/Pending Case		14		0.05%

		How Do I Create an Account?		7		0.03%



		Broker		 		5942

		CSR-Status Before Appt		2737		46.06%

		CSR-Status of Enrollment		526		8.85%

		Paper Application		286		4.81%

		CSR-Status of Reported Change		261		4.39%

		Request to Close Application^		191		3.21%

		Lost or will lose other health care coverage		179		3.01%

		Lost or will lose employer health care coverage		119		2.00%

		Gain of ESI/MEC		89		1.50%

		How To Enroll In a Plan?		59		0.99%

		How Do I Update My Application?		46		0.77%

		CSR-Status of SEP		19		0.32%

		SEP Plan Selection		9		0.15%

		MCRE- Transfer to MinnesotaCare		7		0.12%

		APTC/CSR Questions		2		0.03%

		CSR QHP  Status		2		0.03%

		General Certification Questions		2		0.03%







		ARC				7408

		CSR-Determination Result		2756		37.20%

		CSR-Public Program Status		2748		37.10%

		CSR- QHP Status		994		13.42%

		Password Reset/Account Unlock		700		9.45%

		CSR-Public Program Renewal		268		3.62%

		CSR-Newborn Status		235		3.17%

		CSR-Pending Case		103		1.39%

		Unable to Verify Consumer PII		4		0.05%





Dec 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received (MNsure)		41252				2497		2017		1858		1777		1740		155		10044				2029		1965		2161		2084		2284		283		10806		274		2884		3150		3610		1713		1267				12898				1336		320				832		1128				3616				2570		1318										3888

		Calls Handled		31060				1858		1613		1459		1492		1414		155		7991				1555		1484		1703		1585		1627		281		8236		264		1953		2080		2121		1403		1085				8906				1229		319				738		948				3234				1617		1077										2694

		Calls Abandoned		8939				563		343		354		239		267		0		1766				397		414		375		422		542		1		2152		9		784		903		1336		325		174				3532				109		0				99		186				394				875		220										1095

		Abandon % (>5%)(Less Short Aban)		17.52%				22.56%		17.02%		19.03%		13.47%		15.33%		0.00%		14.57%				19.59%		21.07%		17.36%		20.26%		23.73%		0.32%		17.05%		3.23%		27.20%		28.67%		37.01%		19.00%		13.72%				21.47%				8.15%		0.00%				11.95%		16.47%				9.14%				34.05%		16.70%										25.38%

		Avg Time to Abandon		0:19:49				0:20:34		0:15:51		0:18:21		0:14:30		0:14:29		0:00:00		0:13:57				0:17:42		0:20:15		0:17:54		0:19:46		0:22:27		0:15:46		0:18:58		0:05:52		0:24:52		0:24:55		0:37:46		0:30:44		0:17:00				0:23:31				0:13:14		0:00:00				0:23:00		0:27:28				0:15:55				0:33:59		0:19:28										0:26:43

		Average Wait Time (>5 min)		0:30:50				0:38:46		0:31:49		0:28:26		0:21:15		0:23:43		0:00:02		0:24:00				0:33:12		0:35:20		0:35:19		0:41:20		0:41:34		0:01:24		0:31:21		0:05:09		0:50:55		0:54:39		1:11:46		0:31:00		0:20:47				0:39:02				0:11:55		0:00:09				0:15:18		0:28:58				0:14:05				1:02:32		0:28:51										0:45:41

		Max Wait Time		2:42:35				1:35:35		1:20:18		1:04:09		1:03:44		1:00:46		0:01:16		1:35:35				1:10:03		1:24:33		1:14:27		1:13:37		1:31:42		0:16:43		1:31:42		0:26:32		1:27:59		2:00:44		2:01:54		2:42:35		1:06:51				2:42:35				0:49:38		0:11:15				1:13:03		2:00:18				2:00:18				1:38:50		1:24:58										1:38:50

		Service Level (<80% calls under 5 min)		26.46%				3.12%		9.04%		13.26%		16.15%		4.08%		100.00%		24.28%				10.39%		5.29%		7.95%		7.93%		6.38%		90.10%		21.34%		57.25%		3.48%		1.37%		1.40%		36.82%		22.10%				20.40%				46.78%		99.48%				51.51%		31.46%				57.31%				2.16%		15.83%										9.00%

		Talk Time (Avg)		0:09:27				0:09:38		0:09:40		0:09:41		0:09:03		0:09:25		0:10:24		0:09:38				0:09:17		0:09:30		0:09:20		0:09:52		0:10:02		0:09:57		0:09:39		0:09:35		0:09:59		0:09:47		0:09:55		0:09:44		0:09:12				0:09:42				0:09:07		0:09:18				0:09:00		0:08:53				0:09:04				0:09:01		0:09:26										0:09:13

		Call Handle Time (Avg)		0:16:29				0:16:40		0:16:49		0:16:53		0:16:06		0:16:26		0:16:57		0:16:38				0:16:25		0:16:26		0:16:10		0:16:51		0:17:09		0:17:01		0:16:40		0:16:43		0:17:00		0:16:52		0:16:42		0:16:37		0:16:09				0:16:40				0:16:20		0:16:31				0:16:07		0:15:55				0:16:13				0:16:01		0:16:26										0:16:13

		Transfer Out		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na		na		na		na		na		na		na				na				na		na				na		na				na				na		na										na

		First Call Resolution %		85.58%				82.76%		82.77%		84.50%		87.09%		85.55%		79.72%		83.73%				86.88%		86.44%		88.75%		85.06%		88.48%		88.48%		87.35%		96.00%		86.70%		88.70%		88.35%		79.72%		82.34%				86.97%				82.04%		85.88%				84.16%		83.36%				83.86%				85.52%		86.45%										85.98%

		Complaints Received		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0				0				0		0				0		0				0				0		0										0

		Complaints Resolved		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0				0				0		0				0		0				0				0		0										0

		Helpline (Transfers from Vendor)		4525				264		192		207		175		191		22		1051				197		171		178		162		148		32		888		5		219		240		230		287		220				1201				259		67				164		238				728				358		299										657

		Short Abandon (under 60 seconds)		4				0		0		0		0		1		0		1				0		0		0		1		0		0		1		0		0		0		0		1		0				1				0		0				0		0				0				0		1										1

		% of calls answered in under 10 minutes		31.96%				5.76%		13.00%		17.71%		22.85%		10.40%		100.00%		28.29%				16.69%		13.06%		11.14%		9.74%		7.75%		92.33%		25.12%		78.44%		5.22%		1.86%		2.19%		48.14%		28.22%				27.34%				57.85%		99.74%				59.40%		39.32%				64.08%				3.14%		26.79%										14.96%

		Occupany		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na		na		na		na		na		na		na				na				na		na				na		na				na				na		na										na

		Max Agents		177.10				128.07		102.95		96.78		87.14		88.11		8.33		128.07				101.20		98.00		104.80		105.02		115.52		14.86		115.52		12.94		146.35		158.87		177.10		94.51		67.08				177.10				73.03		17.72				68.00		61.10				73.03				129.83		73.94										129.83





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received (MNsure)		7641				337		354		363		376		306		43		1779				523		489		536		559		586		88		2781		41		569		641		595		241		265				2352				235		45				154		216		0						453		276										729

		Calls Handled		5899				302		300		310		332		282		42		1568				405		390		408		338		395		84		2020		39		436		381		440		228		225				1749				199		43				144		183		0						318		244										562

		Calls Abandoned		1592				33		51		47		39		23		0		193				112		93		111		212		165		1		694		2		122		234		140		11		39				548				34		2				9		33		0						127		30										157

		Abandon % (>5%)(Less Short Aban)		16.91%				9.79%		14.41%		12.95%		10.37%		7.52%		0.00%		9.17%				21.41%		19.02%		20.71%		37.92%		28.16%		1.14%		21.39%		4.88%		21.44%		36.51%		23.53%		4.56%		14.72%				17.61%				14.47%		4.44%				5.84%		15.28%		0.00%						28.04%		10.87%										19.46%

		Avg Time to Abandon		0:10:56				0:06:57		0:06:58		0:09:29		0:04:34		0:08:53		0:00:00		0:06:08				0:12:41		0:12:16		0:10:48		0:23:02		0:16:36		0:09:51		0:14:12		0:04:31		0:11:35		0:22:12		0:14:39		0:05:47		0:05:49				0:10:45				0:08:44		0:00:50				0:03:46		0:06:48		0:00:00						0:16:30		0:08:52										0:12:41

		Average Wait Time (>5 min)		0:19:19				0:07:02		0:08:38		0:08:31		0:05:48		0:06:21		0:02:45		0:06:30				0:17:57		0:15:41		0:23:38		0:41:15		0:38:27		0:02:39		0:23:16		0:03:25		0:29:13		0:48:12		0:32:58		0:04:38		0:07:37				0:21:00				0:14:17		0:03:58				0:04:48		0:18:26		0:00:00						0:35:04		0:17:53										0:26:28

		Max Wait Time		2:00:28				0:41:29		0:43:04		0:46:27		0:26:52		0:36:38		0:17:16		0:46:27				1:17:01		0:56:03		1:08:02		2:00:28		1:42:08		0:13:17		2:00:28		0:17:57		1:06:58		1:55:10		1:43:01		0:26:02		0:42:43				1:55:10				1:02:02		0:20:24				0:19:41		0:56:41		0:00:00						1:48:09		0:49:19										1:48:09

		Service Level (<80% calls under 5 min)		39.69%				59.93%		56.67%		52.90%		58.13%		59.57%		73.81%		60.17%				40.00%		37.44%		37.50%		35.22%		28.79%		76.19%		42.52%		71.79%		8.72%		14.73%		11.98%		68.86%		54.22%				38.38%				25.63%		67.44%				63.19%		25.68%		0.00%						13.21%		22.13%										17.67%

		Talk Time (Avg)		0:08:52				0:08:33		0:08:18		0:08:00		0:07:33		0:07:51		0:09:32		0:08:17				0:08:31		0:08:35		0:08:13		0:10:25		0:09:27		0:09:13		0:09:04		0:07:50		0:09:19		0:10:03		0:09:47		0:08:20		0:08:26				0:08:57				0:07:34		0:07:33				0:07:28		0:08:15		0:00:00						0:09:56		0:08:22										0:09:09

		Call Handle Time (Avg)		0:14:11				0:14:52		0:13:58		0:13:35		0:13:20		0:13:42		0:16:08		0:14:15				0:13:55		0:14:00		0:13:12		0:15:37		0:14:33		0:15:01		0:14:23		0:11:50		0:13:59		0:15:03		0:14:51		0:13:43		0:14:00				0:13:54				0:12:15		0:13:56				0:12:32		0:12:49		0:00:00						0:15:07		0:13:18										0:14:12

		Max Agents		11.96				8.56		7.15		7.01		5.72		6.62		0.64		8.56				10.23		9.63		10.21		9.47		10.88		1.62		10.88		0.93		11.65		11.50		11.96		4.32		4.15				11.96				3.63		1.24				2.49		4.24		0.00						8.19		6										8.19





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received (MNsure)		6437				308		321		324		327		311		17		1608				331		334		365		342		325		26		1723		9		339		409		362		286		251				1656				301		157				183		209				850				385		215										600

		Calls Handled		5596				291		288		294		303		281		17		1474				297		287		301		267		286		26		1464		9		252		301		300		258		215				1335				250		144				174		200				768				350		205										555

		Calls Abandoned		833				17		31		30		23		29		0		130				34		46		64		75		39		0		258		0		87		107		62		27		36				319				51		13				9		9				82				34		10										44

		Abandon % (>5%)(Less Short Aban)		10.04%				5.52%		9.66%		9.26%		7.03%		9.32%		0.00%		6.80%				10.27%		13.77%		17.53%		21.93%		12.00%		0.00%		12.58%		0.00%		25.66%		26.16%		17.13%		9.44%		14.34%				15.46%				16.94%		8.28%				4.92%		4.31%				8.61%				8.83%		4.65%										6.74%

		Avg Time to Abandon		0:06:19				0:03:56		0:05:29		0:05:14		0:05:12		0:05:37		0:00:00		0:04:14				0:03:58		0:06:59		0:07:58		0:09:36		0:08:45		0:00:00		0:06:12		0:00:00		0:16:45		0:11:53		0:11:30		0:07:42		0:10:09				0:09:39				0:11:08		0:08:11				0:04:25		0:04:47				0:07:07				0:05:38		0:03:08										0:04:23

		Average Wait Time (>5 min)		0:09:09				0:03:56		0:07:06		0:07:24		0:06:25		0:10:39		0:00:10		0:05:56				0:06:35		0:11:38		0:12:14		0:18:14		0:10:22		0:00:11		0:09:52		0:00:04		0:24:00		0:22:39		0:21:02		0:08:41		0:16:27				0:15:28				0:19:18		0:08:49				0:04:24		0:02:49				0:08:50				0:05:53		0:05:29										0:05:41

		Max Wait Time		1:01:21				0:15:34		0:23:43		0:21:13		0:22:24		0:27:30		0:02:16		0:27:30				0:23:43		0:34:23		0:33:53		0:32:47		0:47:01		0:02:19		0:47:01		0:00:15		0:00:15		1:01:21		0:55:39		0:35:19		0:40:54				1:01:21				0:40:53		0:27:03				0:17:20		0:13:50				0:40:53				0:22:46		0:23:58										0:23:58

		Service Level (<80% calls under 5 min)		47.43%				65.64%		38.89%		34.35%		38.94%		32.03%		100.00%		51.64%				41.08%		29.97%		18.27%		10.86%		45.45%		100.00%		40.94%		100.00%		21.03%		12.29%		24.67%		40.31%		21.40%				36.62%				15.20%		45.83%				60.34%		80.00%				50.34%				57.14%		58.05%										57.60%

		Talk Time (Avg)		0:08:18				0:08:03		0:07:45		0:07:49		0:07:05		0:08:36		0:09:05		0:08:03				0:07:58		0:08:10		0:07:52		0:07:34		0:07:51		0:07:51		0:07:52		0:10:56		0:09:22		0:08:25		0:08:54		0:07:37		0:08:42				0:08:59				0:08:28		0:08:37				0:07:48		0:08:20				0:08:18				0:08:17		0:08:20										0:08:18

		Call Handle Time (Avg)		0:11:19				0:11:10		0:10:46		0:10:37		0:10:03		0:12:18		0:11:00		0:10:59				0:10:52		0:11:13		0:10:31		0:10:37		0:10:38		0:09:53		0:10:37		0:11:48		0:12:16		0:10:59		0:11:57		0:10:45		0:12:15				0:11:40				0:12:40		0:12:35				0:10:31		0:11:12				0:11:44				0:11:17		0:11:57										0:11:37

		Max Agents		9.59				9.03		8.61		8.67		8.46		9.59		0.52		9.59				8.96		8.94		8.83		7.31		8.18		0.71		8.96		0.30		7.24		8.40		8.01		5.66		4.25				8.40				4.65		2.29				2.77		3.49				4.65				6.82		4										6.82





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Calls Received		4525				264		192		207		175		191		22		1051				197		171		178		162		148		32		888		5		219		240		230		287		220		 		1201				259		67				164		238				728				358		299										657

		Calls Handled		3396				190		156		162		148		153		22		831				159		120		146		124		112		32		692		5		150		151		159		186		173		0		824				216		67				124		171				578				233		237										470.3430136664

		Calls Abandoned		725				46		26		31		20		26		0		150				26		31		23		26		23		0		129		0		40		48		42		62		34		0		226				31		0				28		44				103				74		44										118.2079339028

		Abandon %		19.21%				24.26%		16.47%		19.23%		13.79%		17.12%		0.00%		15.15%				16.10%		25.71%		15.66%		21.13%		20.72%		0.00%		16.55%		3.33%		26.92%		31.64%		26.17%		33.16%		19.69%		0.00%		23.49%				14.51%		0.00%				22.63%		25.57%				15.68%				31.95%		18.43%										25.19%

		Avg Time to Abandon		0:20:51				0:24:42		0:16:22		0:20:33		0:16:17		0:16:12		0:00:00		0:15:41				0:16:47		0:24:03		0:19:01		0:22:38		0:20:13		0:00:00		0:17:07		0:04:58		0:22:20		0:30:26		0:32:32		0:35:31		0:18:08		0:00:00		0:23:59				0:14:26		0:00:00				0:25:54		0:34:53				0:18:48				0:33:19		0:24:09										0:28:44

		Average Wait Time (>5 min)		0:38:31				0:49:50		0:34:35		0:31:24		0:24:41		0:30:00		0:00:03		0:28:25				0:32:03		0:42:28		0:34:56		0:43:29		0:42:39		0:00:24		0:32:39		0:07:08		0:44:16		1:04:32		0:59:01		1:10:27		0:34:21		0:00:00		0:46:37				0:24:02		0:00:17				0:34:46		1:01:59				0:30:16				1:06:12		0:43:06										0:54:39

		Max Wait Time		2:42:35				1:35:35		1:20:18		1:04:09		1:03:44		1:00:46		0:01:16		1:35:35				1:10:03		1:24:33		1:14:27		1:11:59		1:26:01		0:08:18		1:26:01		0:26:32		1:12:38		2:00:44		1:39:36		2:42:35		1:06:51		0:00:00		2:42:35				0:49:38		0:11:15				1:13:03		2:00:18				2:00:18				1:38:07		1:24:58										1:38:07

		Service Level (<80% calls under 5 min)		17.47%				5.06%		5.23%		6.65%		13.40%		5.84%		98.48%		22.44%				5.41%		7.06%		9.17%		11.00%		8.87%		88.89%		21.73%		28.81%		4.39%		5.12%		3.42%		5.32%		5.36%		0.00%		8.74%				6.01%		92.86%				12.71%		5.39%				29.24%				3.97%		6.38%										5.18%

		Talk Time (Avg)		0:10:56				0:11:28		0:11:06		0:11:20		0:10:49		0:10:51		0:13:07		0:11:26				0:10:14		0:10:34		0:10:19		0:11:45		0:10:46		0:13:16		0:11:09		0:08:20		0:11:26		0:10:40		0:10:56		0:12:12		0:10:47		0:00:00		0:10:43				0:10:48		0:10:34				0:10:40		0:10:12				0:10:33				0:10:20		0:11:18										0:10:49

		Call Handle Time (Avg)		0:18:36				0:19:03		0:18:50		0:18:50		0:18:19		0:18:06		0:19:47		0:18:49				0:17:39		0:18:24		0:17:40		0:19:22		0:18:29		0:20:27		0:18:40		0:14:45		0:18:20		0:18:12		0:18:27		0:19:35		0:18:09		0:00:00		0:17:54				0:19:07		0:18:35				0:18:48		0:18:07				0:18:39				0:18:15		0:19:45										0:19:00

		Percent. calls transferred by front line/General Queue		13.58%				2:32:14		2:17:04		2:40:25		2:21:48		2:38:04		3:24:23		11.04%				2:19:48		2:05:18		1:58:36		1:51:56		1:33:18		2:42:49		2:05:18		0:26:16		1:49:20		1:49:42		1:31:44		4:01:15		4:10:02		0:00:00		2:18:03				4:39:09		5:01:30				4:43:50		5:03:49				4:52:05				3:20:35		5:26:40										18.31%

		Max Agents		57.32				57.32		45.06		41.87		35.03		36.97		3.62		57.32				37.43		37.54		36.63		39.94		37.14		5.62		39.94		2.46		50.27		50.62		51.47		50.98		32.49		0.00		51.47				36.93		8.67				22.59		30.67				36.93				53.74		4:56:35										53.74





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Oct 29

		Busy		3				0		0		0		0		1		0		1				1		0		0		0		0		0		1		0		0		0		0		0		0				0				ERROR:#REF!		0				1		0				1				0		0										0

		Caller canceled		86				14		5		5		5		6		0		35				5		3		3		0		7		0		18		0		1		7		8		2		1				19				ERROR:#REF!		1				1		6				8				3		3										6

		Connected		7489				584		455		418		299		377		0		2133				379		366		426		457		400		1		2029		7		434		450		403		373		309				1976				ERROR:#REF!		265				87		229				581				491		279										770

		Error		19				1		0		0		0		1		0		2				0		0		0		0		1		0		1		0		3		1		0		3		0				7				ERROR:#REF!		0				0		1				1				8		0										8

		Invalid Number		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0				0				ERROR:#REF!		0				0		0				0				0		0										0

		No Answer		257				19		20		17		12		13		0		81				11		6		7		10		10		0		44		0		21		15		22		17		7				82				ERROR:#REF!		7				0		12				19				17		14										31

		No Response		857				75		58		53		25		38		0		249				44		38		57		42		43		0		224		0		61		43		60		37		28				229				ERROR:#REF!		24				10		30				64				54		37										91

		Total Requests		8704				693		538		493		341		436		0		2501				440		413		493		509		461		1		2317		0		520		516		493		432		345				2306				ERROR:#REF!		297				99		278				674				573		333										906

		% Connected 		86.91%				84%		85%		85%		88%		86%		na		85.56%				86%		89%		86%		90%		87%		100%		89.62%		100%		83%		87%		82%		86%		90%				88%				ERROR:#REF!		89%				88%		82%				86%				86%		84%										84.74%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Busy		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0				0				0		0				0		0				0				0		0										0

		Caller canceled		164				9		14		8		9		10		0		50				12		6		15		16		10		0		59		0		12		13		9		2		2				38				1		0				0		0				1				11		5										16

		Connected		8446				570		505		476		484		459		0		2494				536		567		609		611		584		12		2919		21		606		607		581		148		188				2151				60		0				41		87				188				477		217										694

		Error		19				0		0		1		0		1		0		2				0		2		3		1		7		0		13		0		1		2		0		0		0				3				0		0				0		0				0				0		1										1

		Invalid Number		1				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0				0				0		0				0		0				0				1		0										1

		No Answer		303				19		11		11		14		10		0		65				15		19		16		25		27		0		102		0		30		28		37		1		6				102				0		0				0		4				4				21		9										30

		No Response		973				59		42		46		38		36		0		221				68		59		78		75		96		0		376		0		80		72		111		17		16				296				11		1				3		5				20				40		20										60

		Total Requests		9885				657		572		542		545		516		0		2832				631		653		721		728		724		12		3469		0		729		722		738		168		212				2569				72		1				44		96				213				550		252										802

		% Connected 		87.50%				87%		88%		88%		89%		89%		na		88.13%				85%		87%		84%		84%		81%		100%		86.81%		100%		83%		84%		79%		88%		89%				87%				83%		na				93%		91%				89%				87%		86%										86.42%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		Busy		3				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		1		0		0		0				1				0		0				0		0				1				1		0										1

		Caller canceled		18				0		0		0		1		0		0		1				0		1		1		2		2		0		6		0		1		3		0		0		1				5				2		0				0		0				5				1		0										1

		Connected		1442				28		39		48		29		34		3		181				64		69		109		123		126		0		491		1		109		104		83		2		31				330				28		3				2		24				330				72		38										110

		Error		9				0		0		0		0		1		0		1				0		0		0		3		3		0		6		0		0		1		0		0		0				1				0		0				0		0				1				0		0										0

		Invalid Number		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0				0				0		0				0		0				0				0		0										0

		No Answer		79				1		2		1		1		0		0		5				2		3		3		10		13		0		31		0		8		8		3		0		0				19				1		1				0		1				19				3		2										5

		No Response		254				3		3		3		2		6		0		17				9		3		14		17		40		0		83		0		13		26		17		0		8				64				2		1				0		0				64				17		9										26

		Total Requests		1803				32		44		52		33		41		3		205				75		76		127		155		184		0		617		0		131		143		103		2		40				419				33		5				2		25				419				94		49										143

		% Connected 		84.05%				88%		89%		92%		88%		83%		100%		89.87%				85%		91%		86%		79%		68%		na		81.96%		100%		83%		73%		81%		100%		78%				86%				85%		60%				100%		96%				86%				77%		78%										77.07%



		Top Call Drivers		Dec		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week Dec 1		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week Dec 8		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week Dec 15		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week Dec 22		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29

		CC																		0																																																																0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		773				89		65		70		57		61		6		348				53		55		69		55						232										46		45				91				50		17						35				102																0

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		25																0																0																0																0						25										25

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		55																0																0																0										21						21						34										34

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		93														6		6								87								87																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1448				93		94		64		72		87				410				69		72				63		75		10		289		7		72		103		98		78		57				415				65		17				47		57				186				94		54										148

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		886				83		63		50		47		49				292						44										44						48		57		59		53				217				85		24				37		54				200				82		51										133

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2122				116		120		111		140		96		18		601				107		128		129		116		119		33		632		9		145		142		156		97		64				613				70		13				34		39				156				66		54										120

		How Do I Create an Account?		218																0												32		14		46		3		50		44										97				75												75																0

		How Do I Update My Application?		1748				106		103		113		142		116		12		592				139		107		123		116				20		505		2		125		141		48		48		63				427						15				37		45				97				78		49										127

		How To Enroll In a Plan?		3020				147		151		137		171		176		17		799				168		140		164		158		107		50		787		9		191		226		209		112		100				847				120		41				78		98				337				135		115										250

		Income Change		0																0																0																0																0																0

		Income Decrease		1070				55		67		63		49		67		8		309				50		49		39		56		49				243		3		40				56		111		68				278				70						41		44				155				50		35										85

		Income Increase		533				45				49						7		101				42										8		50						55				76		60				191				50		14				33		47				144				47												47

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		Lost or will lose other health care coverage		151																																																				43																51		57										108

		MCRE/Counties		4431				223		214		214		228		184		20		1083				272		252		314		268		239		42		1387		11		279		286		270		190		154				1190				166		42				102		100				410				226		135										361

		MNTR		0																0																0																0																0																0

		Multiple changes		216						45										45								42		47		31		12		132				39												39																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		613										50		42		8		100				41		46		67		63		52		16		285				54		71		79								204										24						24																0

		Payment/Billing Questions		0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		1324				86		92		77		96		86		12		449				76		57		105		79		98		17		432		5		83		106		113		46						353						13						29				42				48												48

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																																																																0

		Broker		 																0																																																																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		8																0																0										8						8																0																0

		Close in Lieu of Processing Change^		25																0												17		4		21		4														4																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		51						12								8		20						14										14								17								17																0																0

		CSR-Determination Result		23														5		5				18												18																0																0																0

		CSR-Status of Enrollment		433				18						16		19				53				25		22		31		22		28		4		132		4		21		36		48		18		18				145				22		7				17		13				59				25		19										44

		CSR-Status of Reported Change		125						10		12								22																0				22		16										38						3				9		8				20				31		14										45

		CSR-Status Before Appt		3671				127		153		147		183		145		33		788				242		240		209		234		265		53		1243		53		285		277		251		114		117				1097				108		19				78		71				276				159		108										267

		CSR-Status of SEP		9																0																0												9				9																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		36				12												12										16						16												8				8																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		12								12								12																0																0																0																0

		How Do I Create an Account?		14																0								14								14																0																0																0

		How Do I Update My Application?		24						12						12				24																0																0																0																0

		How To Enroll In a Plan?		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		81																0																0												13				13				9		3				6		16				34				16		18										34

		Lost or will lose other health care coverage		107																0																0										8						8				10		6				15						31				41		27										68

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		405				12				20		14		12		2		60				28		25		27		25		34		8		147		8		45		74		65								192				6												6

		Paper form via FileNet		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Remove Household Member		10										10						10																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		613				53		52		60		32		29		4		230				30		44		54		35		44		11		218		11		45		41		46		12						155												10				10																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																																0

		ARC																		0																																																																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		1														1		1																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		922				65		53		61		44		45		4		272				54		47		48		21		59		4		233		4		48		58		42		30		29				211				35		18				27		36				116				56		34										90

		CSR-Determination Result		1972				113		104		124		127		102		7		577				115		89		101		97		89		10		501		12		83		110		75		49		88				417				98		50				53		64				265				146		66										212

		CSR-Newborn Status		62																0																0																0						13				12						25				37												37

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		229				33		30				24						87										22		21		10		53						19		33		25						77																0						12										12

		CSR-Public Program Status		2164				115		100		112		107		123				557				115		120		119		92		116				562		10		98		127		92		79		73				479				113		65				66		92				336				140		90										230

		CSR-Public Program Renewal		237						33		20				20				73				23		34		24						3		84		3		28								23				54				26												26																0

		CSR-Status Before Appointment		20																0																0																0												20				20																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		521				26				36		30		24		3		119				38		31		27		23		30		2		151		2		34		27		26		24		19				132				20		17				18		10				65				36		18

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		1														1		1																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0

																				0

		PP																		0

		MCRE		1981		 		60		71		55		66		55		7		314		 		100		116		137		101		86				540		5		105		106		91		60		56				423		 		61		14				35		38				148		 		89		53

		Counties		3753		 		163		143		159		162		129		13		769		 		172		136		177		167		153				805		6		174		180		179		120		98				757		 		105		28				67		62				262		 		137		82





		Top Call Drivers		Dec

		CC				31060

		MCRE/Counties		4431		14.27%

		How To Enroll In a Plan?		3020		9.72%

		How Do I Apply?		2122		6.83%

		How Do I Update My Application?		1748		5.63%

		Enrollment Status Check		1448		4.66%

		Request to Close Application^		1324		4.26%

		Income Decrease		1070		3.44%

		Gain of ESI/MEC		886		2.85%

		A Referral		773		2.49%

		Password Reset/Account Unlock		613		1.97%

		Income Increase		533		1.72%

		How Do I Create an Account?		218		0.70%

		Multiple changes		216		0.70%

		Lost or will lose other health care coverage		151		0.49%

		Enrollment Notice		93		0.30%

		Directed to Submit Verifications		55		0.18%

		Checking on Status of Reported Change		25		0.08%



		Broker		 		5899

		CSR-Status Before Appt		3671		62.23%

		Request to Close Application^		613		10.95%

		CSR-Status of Enrollment		433		7.34%

		Paper Application		405		6.87%

		CSR-Status of Reported Change		125		2.12%

		Lost or will lose other health care coverage		107		1.81%

		Lost or will lose employer health care coverage		81		1.37%

		CSR QHP  Status		51		0.86%

		Gain of ESI/MEC		36		0.61%

		Close in Lieu of Processing Change^		25		0.42%

		How Do I Update My Application?		24		0.41%

		CSR-Determination Result		23		0.39%

		How Do I Create an Account?		14		0.24%

		How Do I Apply?		12		0.20%

		Remove Household Member		10		0.17%

		CSR-Status of SEP		9		0.15%





		ARC				5596

		CSR-Public Program Status		2164		38.67%

		CSR-Determination Result		1972		35.24%

		CSR- QHP Status		922		16.48%

		Password Reset/Account Unlock		521		9.31%

		CSR-Public Program Renewal		237		4.24%

		CSR-Pending Case		229		4.09%

		CSR-Newborn Status		62		1.11%























































































































Nov 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received (MNsure)		28929												1897				1897				2158		1458		1498		1501		1279				7894						2313		1777		1608		1426				7124				1795		1619		1528		1396		1416				7754				1576		1517		1167								4260

		Calls Handled		24921												1612				1612				1787		1345		1248		1350		1156				6886						1780		1449		1338		1258				5826				1441		1327		1282		1281		1276				6608				1490		1367		1132								3989

		Calls Abandoned		3403												229				229				300		107		199		134		103				843						441		297		225		156				1118				280		260		212		105		117				974				76		129		34								239

		Abandon % (>5%)(Less Short Aban)		11.04%												12.08%				12.08%				13.89%		7.33%		13.31%		8.94%		8.02%				10.30%						19.06%		16.73%		13.97%		10.91%				15.17%				15.58%		16.04%		13.89%		7.52%		8.26%				12.26%				4.82%		8.50%		2.90%								5.41%

		Avg Time to Abandon		0:11:58												0:11:34				0:11:34				0:12:58		0:11:08		0:12:40		0:09:50		0:11:42				0:11:39						0:16:50		0:14:02		0:13:12		0:14:06				0:14:32				0:14:56		0:12:45		0:12:10		0:09:10		0:10:40				0:11:56				0:10:54		0:10:13		0:09:24								0:10:10

		Average Wait Time (>5 min)		0:15:07												0:14:32				0:14:32				0:21:08		0:08:32		0:16:24		0:11:03		0:10:53				0:13:36						0:31:02		0:22:23		0:22:03		0:15:17				0:22:41				0:25:20		0:19:37		0:22:03		0:08:21		0:10:48				0:17:13				0:07:05		0:11:14		0:04:29								0:07:36

		Max Wait Time		1:25:01												0:49:47				0:49:47				0:57:03		0:49:21		0:42:22		0:39:50		0:36:38				0:57:03						1:25:01		0:56:24		0:54:37		1:06:42				1:25:01				0:59:23		0:46:53		0:49:06		0:30:56		0:39:02				0:59:23				0:34:04		0:45:33		0:28:33								0:45:33

		Service Level (<80% calls under 5 min)		27.38%												23.03%				23.03%				10.79%		50.03%		20.01%		35.92%		39.66%				31.28%						3.24%		2.72%		15.61%		34.75%				14.08%				5.09%		9.21%		4.89%		29.36%		30.82%				15.87%				58.10%		30.12%		69.73%								52.65%

		Talk Time (Avg)		0:09:26												0:09:37				0:09:37				0:09:47		0:08:43		0:09:24		0:09:46		0:09:42				0:09:28						0:10:14		0:09:30		0:09:36		0:09:15				0:09:38				0:09:13		0:09:06		0:09:42		0:09:38		0:09:01				0:09:20				0:08:51		0:09:13		0:09:24								0:09:09

		Call Handle Time (Avg)		0:16:51												0:17:02				0:17:02				0:17:17		0:15:53		0:17:02		0:17:05		0:16:52				0:16:49						0:17:39		0:16:54		0:17:08		0:16:57				0:17:09				0:16:37		0:16:19		0:17:34		0:17:04		0:16:25				0:16:47				0:16:04		0:16:26		0:17:01								0:16:30

		Transfer Out		na												na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		83.54%												81.97%				81.97%				81.86%		82.85%		81.32%		82.12%		84.40%				82.51%						82.92%		84.75%		84.04%		83.11%				83.70%				85.10%		84.50%		82.94%		86.00%		83.18%				84.34%				85.25%		84.92%		85.36%								85.18%

		Complaints Received		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Helpline (Transfers from Vendor)		3648												223				223				240		221		155		211		180				1007						216		213		167		214				810				201		164		178		159		218				920				229		247		212								688

		Short Abandon (under 60 seconds)		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		% of calls answered in under 10 minutes		41.18%												43.19%				43.19%				23.20%		67.04%		29.05%		48.96%		47.14%				43.08%						6.43%		7.68%		21.15%		48.92%				21.04%				15.59%		20.46%		13.07%		66.64%		47.69%				32.69%				65.54%		51.54%		80.57%								65.89%

		Occupany		na												na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		Max Agents		124.01												100.14				100.14				115.16		74.35		78.04		81.33		68.51				115.16						124.01		94.00		84.33		77.42				124.01				91.82		80.60		83.18		73.71		74.52				91.82				80.92		80.55		65.47								80.92





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received (MNsure)		5339												226				226				247		246		248		244		239				1224						410		339		297		284				1330				299		340		308		331		264				1542				328		363		326								1017

		Calls Handled		4783												207				207				225		234		223		221		228				1131						350		306		257		242				1155				270		301		270		276		245				1362				303		327		298								928

		Calls Abandoned		506												19				19				20		11		21		21		10				83						52		28		36		42				158				25		34		34		53		14				160				24		36		26								86

		Abandon % (>5%)(Less Short Aban)		9.14%												8.41%				8.41%				8.10%		4.47%		8.47%		8.61%		4.18%				6.77%						12.68%		8.26%		12.12%		14.79%				11.96%				8.36%		10.00%		11.04%		16.01%		5.30%				10.14%				7.32%		9.92%		7.98%								8.41%

		Avg Time to Abandon		0:05:07												0:04:02				0:04:02				0:05:35		0:03:07		0:05:31		0:05:11		0:01:41				0:04:13						0:06:57		0:04:53		0:07:15		0:07:14				0:06:34				0:04:42		0:04:30		0:03:39		0:06:29		0:03:12				0:04:30				0:03:44		0:09:48		0:05:15								0:06:15

		Average Wait Time (>5 min)		0:04:44												0:03:20				0:03:20				0:03:55		0:04:15		0:03:08		0:02:19		0:01:45				0:03:04						0:08:34		0:05:22		0:05:18		0:09:14				0:07:07				0:04:30		0:05:02		0:05:00		0:07:50		0:02:32				0:04:58				0:03:10		0:06:41		0:05:41								0:05:10

		Max Wait Time		0:52:57												0:33:11				0:33:11				0:19:52		0:18:23		0:33:24		0:22:08		0:20:04				0:33:24						0:46:10		0:35:58		0:37:14		0:45:10				0:46:10				0:23:34		0:22:22		0:23:15		0:37:07		0:16:14				0:37:07				0:20:13		0:52:57		0:31:54								0:52:57

		Service Level (<80% calls under 5 min)		69.39%												79.71%				79.71%				72.44%		64.96%		75.78%		83.71%		88.60%				77.10%						49.43%		65.69%		69.26%		57.02%				60.35%				62.59%		61.79%		60.89%		44.20%		82.04%				62.30%				75.25%		65.14%		62.08%								67.49%

		Talk Time (Avg)		0:07:09												0:07:13				0:07:13				0:06:38		0:06:37		0:06:44		0:06:45		0:06:09				0:06:34						0:07:45		0:07:01		0:07:17		0:06:41				0:07:11				0:06:58		0:07:26		0:07:29		0:08:09		0:07:03				0:07:25				0:07:07		0:07:11		0:07:52								0:07:23

		Call Handle Time (Avg)		0:12:27												0:12:58				0:12:58				0:11:53		0:11:32		0:12:23		0:11:40		0:11:47				0:11:51						0:12:40		0:12:37		0:11:51		0:11:44				0:12:13				0:12:07		0:12:31		0:12:45		0:13:36		0:12:14				0:12:38				0:12:19		0:12:22		0:13:17								0:12:39

		Max Agents		10.04												8.54				na				10.04		8.47		8.53		7.78		3.32				10.04						7.27		5.71		5.66		3.95				7.27				4.90		5.14		4.90		5.54		3.93				5.54				6.05		6		5.92								6.05





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received (MNsure)		5438												261				261				324		286		292		279		294				1475						342		324		317		269				1252				330		274		293		336		285				1518				323		330		279								932

		Calls Handled		4760												240				240				273		273		276		253		262				1337						250		304		267		256				1077				280		258		254		276		255				1323				286		246		251								783

		Calls Abandoned		676												21				21				51		13		16		25		32				137						92		20		50		13				175				50		16		39		60		30				195				36		84		28								148

		Abandon % (>5%)(Less Short Aban)		11.73%												8.05%				8.05%				15.74%		4.55%		5.48%		8.96%		10.88%				9.12%						26.90%		6.17%		15.77%		4.83%				13.42%				15.15%		5.84%		13.31%		17.86%		10.53%				12.54%				11.15%		25.45%		10.04%								15.55%

		Avg Time to Abandon		0:06:08												0:03:27				0:03:27				0:08:51		0:03:56		0:04:20		0:04:37		0:06:39				0:05:40						0:09:40		0:03:10		0:09:18		0:03:29				0:06:24				0:05:05		0:04:54		0:06:07		0:08:23		0:05:04				0:05:54				0:09:18		0:10:57		0:07:26								0:09:13

		Average Wait Time (>5 min)		0:08:39												0:02:39				0:02:39				0:16:10		0:01:49		0:02:01		0:07:11		0:07:27				0:06:55						0:23:42		0:03:45		0:16:43		0:02:38				0:11:42				0:11:24		0:04:40		0:07:45		0:13:54		0:07:07				0:08:58				0:08:32		0:23:17		0:07:15								0:13:01

		Max Wait Time		0:47:10												0:17:16				0:17:16				0:34:55		0:13:51		0:14:11		0:22:00		0:33:07				0:34:55						0:40:08		0:17:11		0:34:50		0:15:23				0:40:08				0:26:23		0:15:46		0:22:43		0:47:10		0:21:04				0:47:10				0:32:39		0:37:32		0:26:31								0:37:32

		Service Level (<80% calls under 5 min)		49.33%												79.17%				79.17%				9.16%		88.64%		84.42%		41.50%		56.87%				56.12%						5.20%		67.11%		6.74%		80.47%				39.88%				21.43%		60.85%		46.06%		30.07%		36.47%				38.98%				41.61%		6.50%		49.40%								32.50%

		Talk Time (Avg)		0:07:49												0:07:54				0:07:54				0:07:55		0:07:06		0:07:19		0:07:29		0:07:38				0:07:29						0:08:05		0:07:19		0:07:55		0:07:21				0:07:40				0:08:18		0:07:40		0:08:02		0:08:09		0:07:50				0:07:59				0:07:40		0:08:39		0:07:49								0:08:02

		Call Handle Time (Avg)		0:10:51												0:10:51				0:10:51				0:11:15		0:09:44		0:10:04		0:10:31		0:10:18				0:10:22						0:10:59		0:10:23		0:11:15		0:10:31				0:10:47				0:11:28		0:10:38		0:11:14		0:11:04		0:10:35				0:10:59				0:10:20		0:12:23		0:11:11								0:11:18

		Max Agents		8.92												7.23				7.23				8.53		7.38		7.71		7.39		7.49				8.53						7.63		8.77		8.34		7.47				8.77				8.92		7.62		7.93		8.48		7.49				8.92				8.24		8		7.80								8.47





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received		2728												223				223				240		221		155		211		180				1007						216		213		167		214				810				201		164		178		159		218								229		247		212								688

		Calls Handled		2317												194				194				196		190		134		184		155				859						165		166		142		174				646				169		139		149		146		194								202		220		196								618

		Calls Abandoned		285												20				20				30		22		14		19		17				102						34		33		19		28				114				23		18		21		11		18								17		21		12								50

		Abandon %		11.85%												10.27%				10.27%				15.08%		11.60%		10.30%		10.48%		11.09%				11.71%						20.39%		20.02%		13.45%		15.92%				17.45%				13.77%		13.16%		14.37%		7.85%		9.42%								8.49%		9.37%		6.08%								7.98%

		Avg Time to Abandon		0:12:20												0:09:50				0:09:50				0:14:04		0:12:41		0:12:42		0:09:49		0:12:35				0:12:22						0:18:11		0:15:34		0:14:05		0:17:01				0:16:12				0:16:03		0:11:57		0:12:46		0:09:43		0:10:33								0:12:20		0:10:43		0:09:48								0:10:57

		Average Wait Time (>5 min)		0:18:43												0:13:50				0:13:50				0:26:23		0:16:16		0:14:16		0:17:26		0:16:26				0:18:09						0:36:23		0:26:21		0:26:04		0:29:09				0:29:29				0:25:06		0:17:45		0:23:27		0:11:11		0:12:30								0:16:17		0:13:53		0:10:07								0:13:25

		Max Wait Time		1:25:01												0:42:34				0:42:34				0:57:03		0:49:21		0:36:07		0:39:50		0:36:38				0:57:03						1:25:01		0:56:24		0:54:37		1:06:42				1:25:01				0:55:31		0:43:42		0:49:06		0:30:56		0:39:02								0:34:04		0:34:19		0:28:33								0:34:19

		Service Level (<80% calls under 5 min)		8.01%												7.75%				7.75%				4.96%		7.92%		23.28%		4.80%		9.56%				10.10%						6.57%		6.73%		6.25%		5.63%				6.30%				6.75%		6.24%		5.09%		10.88%		10.08%								4.56%		11.11%		8.00%								7.89%

		Talk Time (Avg)		0:10:52												0:10:48				0:10:48				0:11:08		0:09:44		0:10:14		0:11:20		0:11:11				0:10:43						0:12:08		0:11:09		0:11:10		0:10:26				0:11:13				0:10:31		0:10:11		0:10:43		0:10:53		0:10:42								0:10:15		0:11:04		0:10:53								0:10:44

		Call Handle Time (Avg)		0:18:43												0:18:37				0:18:37				0:19:15		0:17:34		0:18:00		0:19:04		0:18:40				0:18:30						0:20:16		0:18:42		0:18:57		0:18:12				0:19:01				0:18:09		0:17:35		0:18:34		0:18:35		0:18:12								0:18:04		0:18:43		0:19:31								0:18:46

		Percent. calls transferred by front line/General Queue		13.18%												2:49:16				11.76%				2:40:08		3:38:16		2:28:59		3:22:25		3:22:39				3:06:30						2:14:28		2:52:36		2:29:33		3:36:06				2:48:11				2:41:14		2:25:52		2:47:44		2:44:00		3:41:41								3:29:14		3:54:27		4:21:35								16.33%

		Max Agents		54.90												41.75				41.75				52.09		35.30		34.42		38.37		32.69				52.09						54.90		41.73		35.98		35.87				54.90				38.79		34.11		35.15		29.55		31.62								37.21		1:15:56		32.99								37.21

																																																				0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Busy		5												0				0				1		0		0		0		1				2						0		0		1		0				1				0		1		0		0		1				2				0		0		0								0

		Caller canceled		29												6				6				4		0		1		0		0				5						4		1		0		4				9				1		1		0		2		0				4				1		1		3								5

		Connected		5196												302				302				485		299		302		308		272				1666						288		308		307		306				1209				391		310		308		177		222				1408				252		233		126								611

		Error		28												1				1				10		0		0		0		0				10						0		0		1		1				2				3		3		4		0		1				11				1		1		2								4

		Invalid Number		1												0				0				0		0		0		0		0				0						1		0		0		0				1				0		0		0		0		0				0				0		0		0								0

		No Answer		153												7				7				30		9		14		9		9				71						11		2		11		8				32				15		3		5		4		7				34				1		8		0								9

		No Response		516												29				29				93		29		20		27		28				197						46		33		26		24				129				32		20		31		10		20				113				16		22		10								48

		Total Requests		5928												345				345				623		337		337		344		310				1951						350		344		346		343				1383				442		338		348		193		251				1572				271		265		141								677

		% Connected 		88.31%												88%				87.54%				78%		89%		90%		90%		88%				87%						82%		90%		89%		89%				87%				88%		92%		89%		92%		88%				90%				93%		88%		89%								90.09%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Busy		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		55												6				6				2		0		4		2		1				9						2		5		9		2				18				11		5		1		0		2				19				1		2		0								3

		Connected		4217												302				302				293		71		296		157		132				949						305		302		295		130				1032				476		398		423		165		229				1691				11		232		0								243

		Error		21												1				1				3		0		0		0		0				3						5		0		1		1				7				2		0		5		1		1				9				0		1		0								1

		Invalid Number		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		140												7				7				14		2		14		4		4				38						6		9		14		2				31				20		20		11		4		4				59				0		5		0								5

		No Response		405												29				29				38		10		35		8		15				106						28		29		29		12				98				45		45		33		17		15				155				1		16		0								17

		Total Requests		4838												345				345				350		83		349		171		152				1105						346		345		348		147				1186				554		468		473		187		251				1933				13		256		0								269

		% Connected 		87.38%												88%				87.54%				84%		86%		85%		92%		87%				87%						88%		88%		85%		88%				87%				86%		85%		89%		88%		91%				88%				85%		91%		na								87.62%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Busy		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		6												0				0				0		0		1		0		0				1						2		0		0		0				2				0		0		0		2		1				3				0		0		0								0

		Connected		350												5				5				14		15		12		8		3				52						47		31		14		28				120				25		26		18		31		7				107				15		22		29								66

		Error		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Invalid Number		0												0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		15												0				0				0		0		0		0		1				1						2		1		1		2				6				0		3		0		4		1				8				0		0		0								0

		No Response		45												0				0				1		0		2		0		0				3						11		3		2		6				22				2		4		2		5		2				15				0		2		3								5

		Total Requests		416												5				5				15		15		15		8		4				57						62		35		17		36				150				27		33		20		42		11				133				15		24		32								71

		% Connected 		88.93%												100%				100.00%				93%		100%		80%		100%		75%				90%						76%		89%		82%		78%				81%				93%		79%		90%		74%		64%				80%				100%		92%		91%								94.10%



		Top Call Drivers		Nov		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		CC																		0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		1376												83				83				87		59		57		65		73				341						80		74		78		63				295				54		58		64		80		55				311				70		63		43								176

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		90																0																0																0												49				49						41										41

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1060												65				65				53		45		56		57						211						84		48		59		48				239				57		48		61		60		60				286				56		52		33								141

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		982												56				56				77		46		63		46						232						52						50				102				55		58		47		43		78				281				53		70		55								178

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2055												119				119				115		92		76		107		91				481						115		105		82		82				384				91		118		99		122		99				529				110		106		92								308

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		2028												99				99				112		111		81		112		88				504						115		112		98		92				417				113		94		85		97		104				493				122		99		83								304

		How To Enroll In a Plan?		2658												184				184				158		132		109		118		129				646						152		130		125		95				502				110		119		127		137		111				604				147		116		117								380

		Income Change		0																0																0																0																0																0

		Income Decrease		1026												50				50				63		43		55		55		46				262						89				46		57				192				55		52		49		58		43				257				56		50		46								152

		Income Increase		295																0								41				38				79						54		41		43						138						41										41								37								37

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		3570												189				189				202		178		151		165		161				857						205		180		167		184				736				202		170		144		155		179				850				215		192		140								547

		MNTR		0																0																0																0																0																0

		Multiple changes		113																0												38				38								37				38				75																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		47																0						47										47																0																0																0

		Password Reset/Account Unlock		585												58				58				46						50		40				136								46		45						91				50				46		50						146				50												50

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																																0																0																0																0

		PO box initiave Ph 2		0																																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		1390												86				86				100		82		74		71		57				384						75		71		62		51				259				78		65		53		57		51				304				57		60		54								171

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		12																0																0										12						12																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		22																0										10						10								12								12																0																0

		CSR-Status of Enrollment		279												19				19				12		16		9		18		13				68						23		31		13						67				12		15		18		15						60						18		16								34

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		2392												61				61				84		116		98		100		102				500						191		120		128		112				551				149		142		135		147		129				702				135		163		135								433

		CSR-Status of SEP		15																0										9		6				15																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		92												20				20				10				10								20								14								14												8				8																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		23																0																0												14				14								9								9																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		154												11				11				20								8				28						15				20		11				46						17						8				25				13												13

		How To Enroll In a Plan?		10																0						10										10																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		80																0						9										9																0				12						12		8				32						18		21								39

		Lost or will lose other health care coverage		16																0																0																0																0								16								16

		MNTR Consumer Report		84																0								11								11										14		12				26				14		12		10								36				11												11

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		43																																0						19										19										12						12				12												12

		Paper form via FileNet		0																																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending Case		14																0																0																0																0						14										14

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		16																0						16										16																0																0																0

		Request to Close Application^		272												12				12				15				14		11		14				54						22		14				13				49				22		14		19		16		10				81				18		14		17								49

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																0																0																0

		ARC																		0																																																																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		804												42				42				27		38		42		29		31				167						25		55		35		32				147				45		39		38		48		60				230				58		50		41								149

		CSR-Determination Result		2171												101				101				114		115		117		141		111				598						117		127		107		113				464				118		94		100		112		97				521				97		97		78								272

		CSR-Newborn Status		167																0						15		23		22		16				76												23				23				35				16				17				68																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		227																0																0								24		22		28				74						28				31						59				24		30		40								94

		CSR-Public Program Status		1877												67				67				91		93		94		66		106				450						103		97		90		95				385				98		95		117		94		89				493				118		101		105								324

		CSR-Public Program Renewal		108												16				16				26												26						24										24																0																0

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																																0																0																0																0

		How Do I Apply?		0																																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																																0																0																0																0

		Password Reset/Account Unlock		536												30								33		30		41		40		27				171						37		32		25						94				30		29		25		29		20				133				22		29		24								75

		Potential New Issue		0																																0																0																0																0

		Prospect/Pending case		0																																0																0																0																0

		Request to Close Application^		0																																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																																0																0																0																0

		Transfer Caller to MNsure CC		0																																0																0																0																0

		Unable to Verify Consumer PII		0																																0																0																0



		PP																																																																																		0

		MCRE		923		 										51						 		59		47		38		35		40				219		 				49		58		42		48				197		 		54		49		37		31		82				253		 		55		46		43								144

		Counties		2534		 										138						 		143		131		113		130		121				638		 				156		132		125		136				549		 		148		121		107		124		163				663		 		160		146		97







		Top Call Drivers		Nov

		CC				24921

		MCRE/Counties		3570		14.33%

		How To Enroll In a Plan?		2658		10.67%

		How Do I Apply?		2055		8.25%

		How Do I Update My Application?		2028		8.14%

		Request to Close Application^		1390		5.58%

		A Referral		1376		5.52%

		Enrollment Status Check		1060		4.25%

		Income Decrease		1026		4.12%

		Gain of ESI/MEC		982		3.94%

		Password Reset/Account Unlock		585		2.35%

		Income Increase		295		1.18%

		Multiple changes		113		0.45%

		Directed to Submit Verifications		90		0.36%

		Passive Enrollment Question		47		0.19%



		Broker		 		4783

		CSR-Status Before Appt		2392		50.01%

		CSR-Status of Enrollment		279		5.83%

		Request to Close Application^		272		5.69%

		How Do I Update My Application?		154		3.22%

		Gain of ESI/MEC		92		1.92%

		MNTR Consumer Report		84		1.76%

		Lost or will lose employer health care coverage		80		1.67%

		Paper Application		43		0.90%

		How Do I Apply?		23		0.48%

		CSR-Determination Result		22		0.46%

		Lost or will lose other health care coverage		16		0.33%

		Renewal/Unwind Related Loss of PP^		16		0.33%

		CSR-Status of SEP		15		0.31%

		Prospect/Pending Case		14		0.29%

		CSR Public Program renewal		12		0.25%

		How To Enroll In a Plan?		10		0.21%



		ARC				4760

		CSR-Determination Result		2171		45.61%

		CSR-Public Program Status		1877		39.43%

		CSR- QHP Status		804		16.89%

		Password Reset/Account Unlock		536		11.26%

		CSR-Pending Case		227		4.77%

		CSR-Newborn Status		167		3.51%

		CSR-Public Program Renewal		108		2.27%



		PP

		MCRE		923

		Counties		2534





Oct 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received (MNsure)		19970						881		763		705		614				2963				776		714		638		590		561				3279				781		712		783		783		685				3744				1144		1249		1123		965		983				5464				1225		1032		1137		1126						4520

		Calls Handled		19139						842		726		697		606				2871				762		686		632		587		556				3224				747		693		759		765		671				3636				1099		1166		1078		893		951				5187				1166		995		1042		1017						4220

		Calls Abandoned		801						34		33		4		5				76				14		30		3		3		3				53				34		19		19		22		12				105				47		86		43		79		33				289				51		35		95		97						278

		Abandon % (>5%)(Less Short Aban)		3.62%						3.87%		4.36%		0.59%		0.79%				2.40%				1.77%		4.18%		0.53%		0.43%		0.58%				1.50%				4.31%		2.63%		2.38%		2.81%		1.82%				2.79%				4.13%		6.88%		3.87%		8.14%		3.39%				5.28%				4.14%		3.42%		8.38%		8.60%						6.14%

		Avg Time to Abandon		0:09:15						0:10:25		0:11:53		0:07:27		0:06:38				0:09:05				0:06:26		0:09:08		0:05:55		0:07:36		0:06:22				0:07:05				0:07:49		0:11:01		0:07:47		0:10:08		0:08:00				0:08:57				0:09:54		0:13:07		0:10:06		0:14:17		0:07:36				0:11:00				0:08:56		0:06:37		0:13:11		0:11:52						0:10:09

		Average Wait Time (>5 min)		0:03:54						0:03:54		0:04:01		0:00:43		0:00:43				0:02:20				0:01:33		0:02:41		0:00:46		0:00:49		0:00:26				0:01:15				0:03:35		0:03:17		0:02:24		0:03:22		0:02:34				0:03:02				0:03:32		0:10:20		0:03:22		0:08:39		0:03:57				0:05:58				0:05:08		0:02:50		0:10:11		0:09:47						0:06:59

		Max Wait Time		0:51:09						0:33:05		0:36:13		0:13:07		0:12:43				0:36:13				0:25:38		0:32:21		0:14:53		0:16:52		0:20:00				0:32:21				0:32:07		0:31:07		0:22:24		0:24:52		0:21:59				0:32:07				0:31:44		0:44:07		0:32:59		0:50:20		0:26:47				0:50:20				0:36:41		0:28:18		0:51:09		0:37:18						0:51:09

		Service Level (<80% calls under 5 min)		78.04%						74.41%		74.14%		95.69%		95.60%				84.96%				88.01%		83.31%		95.70%		93.18%		97.09%				91.46%				76.40%		84.20%		82.38%		74.94%		80.40%				79.66%				76.74%		53.13%		76.35%		62.75%		71.01%				68.00%				72.15%		77.32%		50.97%		45.55%						61.50%

		Talk Time (Avg)		0:09:09						0:09:33		0:09:02		0:09:07		0:08:52				0:09:08				0:08:41		0:09:07		0:09:10		0:08:51		0:08:59				0:08:57				0:09:31		0:09:23		0:09:10		0:09:31		0:08:44				0:09:15				0:08:52		0:09:21		0:09:00		0:09:09		0:09:33				0:09:11				0:09:53		0:09:10		0:08:39		0:09:20						0:09:15

		Call Handle Time (Avg)		0:16:57						0:17:05		0:16:55		0:16:08		0:16:34				0:16:40				0:16:58		0:17:33		0:17:21		0:17:35		0:16:56				0:17:16				0:18:03		0:17:53		0:17:33		0:17:49		0:16:42				0:17:36				0:16:08		0:16:57		0:16:20		0:16:56		0:16:58				0:16:39				0:17:07		0:16:33		0:15:43		0:17:01						0:16:36

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		82.90%						82.17%		83.02%		81.88%		83.38%				82.61%				86.17%		86.07%		85.93%		82.31%		83.32%				84.76%				86.06%		82.38%		83.22%		81.00%		81.79%				82.89%				81.61%		80.41%		81.64%		82.66%		84.04%				82.07%				80.77%		82.69%		82.17%		83.13%						82.19%

		Complaints Received		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Complaints Resolved		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Helpline (Transfers from Vendor)		3666						152		132		138		145				567				127		147		113		103		134				624				124		124		142		142		137				669				211		204		194		153		166				928				225		195		235		223						878

		Short Abandon (under 60 seconds)		1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		1						1

		% of calls answered in under 10 minutes		85.62%						85.73%		87.96%		99.64%		99.60%				93.23%				95.36%		87.61%		98.92%		98.26%		99.27%				95.89%				86.74%		89.88%		92.03%		84.08%		86.02%				87.75%				87.83%		61.34%		91.43%		69.12%		80.25%				77.99%				81.29%		91.08%		64.22%		56.36%						73.24%

		Occupany		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		Max Agents		69.26						49.19		42.16		37.72		34.89				49.19				42.59		42.17		36.18		34.00		32.66				42.59				45.42		41.59		45.12		45.85		38.16				45.85				60.94		68.80		59.81		52.88		54.40				68.80				69.26		56.64		60.28		64.06						69.26





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received (MNsure)		3051						98		100		117		104				419				98		94		114		134		119				559				135		116		113		115		98				577				146		155		152		166		149				768				164		164		166		234						728

		Calls Handled		2918						97		92		116		100				405				96		93		112		122		117				540				126		111		106		111		96				550				137		149		144		156		146				732				150		160		162		219						691

		Calls Abandoned		112						1		8		1		4				14				1		0		0		12		2				15				8		4		6		3		2				23				8		5		6		8		0				27				12		4		4		13						33

		Abandon % (>5%)(Less Short Aban)		3.51%						1.02%		8.00%		0.85%		3.85%				3.43%				1.02%		0.00%		0.00%		8.96%		1.68%				2.33%				5.93%		3.45%		5.31%		2.61%		2.04%				3.87%				5.48%		3.23%		3.95%		4.82%		0.00%				3.50%				7.32%		2.44%		2.41%		5.56%						4.43%

		Avg Time to Abandon		0:03:16						0:00:45		0:04:26		0:04:46		0:05:55				0:03:58				0:01:20		0:00:00		0:00:00		0:02:16		0:05:21				0:01:47				0:03:25		0:03:10		0:04:42		0:01:42		0:04:17				0:03:27				0:03:32		0:05:08		0:03:02		0:03:09		0:00:00				0:02:58				0:07:12		0:02:06		0:02:44		0:04:38						0:04:10

		Average Wait Time (>5 min)		0:01:37						0:00:34		0:03:07		0:01:44		0:01:27				0:01:43				0:00:14		0:00:04		0:00:25		0:01:43		0:02:45				0:01:02				0:01:44		0:01:01		0:01:10		0:01:16		0:02:03				0:01:26				0:01:07		0:01:49		0:01:14		0:01:54		0:01:51				0:01:35				0:03:12		0:01:58		0:00:51		0:03:28						0:02:22

		Max Wait Time		0:32:54						0:07:09		0:24:55		0:12:17		0:20:50				0:24:55				0:05:47		0:00:32		0:10:50		0:16:56		0:13:59				0:16:56				0:32:54		0:17:23		0:14:03		0:23:43		0:15:31				0:32:54				0:08:51		0:21:24		0:21:50		0:19:50		0:14:16				0:21:50				0:21:10		0:29:47		0:12:05		0:30:41						0:30:41

		Service Level (<80% calls under 5 min)		87.79%						94.85%		77.17%		84.48%		88.00%				86.13%				98.96%		100.00%		98.21%		88.52%		74.36%				92.01%				90.48%		90.09%		91.51%		92.79%		82.29%				89.43%				92.70%		85.91%		90.28%		87.18%		84.93%				88.20%				78.67%		83.75%		93.21%		77.17%						83.20%

		Talk Time (Avg)		0:07:06						0:07:37		0:07:30		0:06:55		0:06:39				0:07:10				0:06:21		0:06:49		0:06:04		0:07:03		0:06:56				0:06:38				0:07:13		0:06:28		0:07:07		0:06:46		0:06:03				0:06:43				0:07:21		0:06:20		0:07:32		0:07:10		0:07:23				0:07:09				0:08:36		0:07:34		0:07:31		0:07:53						0:07:53

		Call Handle Time (Avg)		0:12:28						0:13:08		0:11:57		0:12:25		0:12:31				0:12:30				0:10:58		0:12:11		0:11:14		0:11:42		0:11:20				0:11:29				0:12:46		0:11:19		0:12:37		0:12:36		0:11:45				0:12:12				0:13:35		0:11:45		0:12:31		0:12:48		0:13:03				0:12:44				0:14:46		0:12:48		0:13:08		0:13:08						0:13:27

		Max Agents		7.99						na		1.92		3.39		2.30				na				1.84		2.03		2.12		2.17		3.69				3.69				4.04		2.17		3.71		3.89		3.13				4.04				5.17		4.86		5.04		5.55		5.36				5.55				6.58		6		5.91		7.99						na





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received (MNsure)		5576						243		234		259		229				965				263		242		251		254		222				1232				249		238		212		245		209				1153				258		265		266		277		227				1293				250		230		204		249						933

		Calls Handled		4728						204		195		233		200				832				197		189		219		210		188				1003				181		170		188		210		192				941				220		234		230		233		222				1139				218		204		179		212						813

		Calls Abandoned		844						38		39		26		28				131				66		53		32		44		34				229				68		68		24		35		17				212				37		31		36		43		5				152				32		26		25		37						120

		Abandon % (>5%)(Less Short Aban)		14.86%						15.64%		16.67%		10.04%		12.23%				13.65%				25.10%		21.90%		12.75%		17.32%		15.32%				18.48%				27.31%		28.57%		11.32%		14.29%		8.13%				17.92%				14.34%		11.70%		13.53%		15.52%		2.20%				11.46%				12.80%		11.30%		12.25%		14.86%						12.80%

		Avg Time to Abandon		0:08:34						0:07:07		0:08:51		0:05:29		0:09:06				0:07:38				0:12:57		0:09:49		0:11:17		0:08:12		0:07:06				0:09:52				0:14:03		0:12:33		0:09:30		0:13:19		0:03:26				0:10:34				0:07:24		0:06:43		0:10:28		0:06:26		0:04:26				0:07:05				0:07:18		0:06:45		0:07:59		0:08:48						0:07:42

		Average Wait Time (>5 min)		0:13:47						0:12:21		0:19:06		0:09:06		0:10:05				0:12:39				0:22:38		0:18:19		0:11:09		0:15:28		0:12:33				0:16:01				0:30:23		0:28:07		0:13:01		0:19:26		0:05:07				0:19:12				0:15:24		0:08:46		0:11:59		0:12:13		0:03:47				0:10:25				0:11:26		0:10:56		0:07:30		0:12:45						0:10:39

		Max Wait Time		1:01:28						0:33:39		0:35:37		0:32:44		0:26:59				0:35:37				0:55:36		0:44:24		0:40:17		0:31:25		0:25:20				0:55:36				0:59:25		1:01:28		0:43:28		0:45:30		0:21:52				1:01:28				0:32:53		0:40:00		0:36:09		0:27:14		0:24:03				0:40:00				0:34:14		0:31:24		0:31:02		0:34:48						0:34:48

		Service Level (<80% calls under 5 min)		26.67%						18.63%		2.56%		33.91%		28.00%				20.77%				9.64%		13.76%		41.55%		15.24%		15.96%				19.23%				2.21%		0.59%		33.51%		21.43%		57.81%				23.11%				17.73%		39.74%		35.22%		15.88%		74.32%				36.58%				34.40%		28.92%		51.96%		19.34%						33.66%

		Talk Time (Avg)		0:07:19						0:06:46		0:07:15		0:06:23		0:07:06				0:06:52				0:06:36		0:07:24		0:06:27		0:07:04		0:06:26				0:06:47				0:08:20		0:07:05		0:06:23		0:07:56		0:07:37				0:07:28				0:07:48		0:07:38		0:07:39		0:07:59		0:06:46				0:07:34				0:08:21		0:07:38		0:07:20		0:08:18						0:07:54

		Call Handle Time (Avg)		0:10:06						0:09:55		0:10:03		0:09:03		0:09:39				0:09:40				0:08:59		0:09:53		0:08:54		0:09:11		0:08:38				0:09:07				0:11:15		0:09:45		0:08:56		0:11:10		0:11:20				0:10:29				0:10:54		0:10:21		0:10:45		0:10:54		0:09:55				0:10:33				0:11:13		0:10:05		0:09:53		0:11:45						0:10:44

		Max Agents		7.05						5.65		5.44		5.86		5.36				5.86				4.91		5.18		5.42		5.35		4.51				5.42				5.66		4.61		4.66		6.51		6.05				6.51				6.66		6.72		6.87		7.05		6.11				7.05				6.79		6		4.92		6.92						6.92





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Calls Received		3666						152		132		138		145				567				127		147		113		103		134				624				124		124		142		142		137				669				211		204		194		153		166				928				225		195		235		223						878

		Calls Handled		3354						139		121		138		144				542				122		129		112		102		132				596				113		117		132		133		130				624				191		174		182		127		153				827				202		182		196		186						766

		Calls Abandoned		233						10		9		0		1				20				4		13		1		1		1				20				9		7		6		8		5				35				15		22		10		20		11				79				15		10		28		26						79

		Abandon %		6.57%						7.19%		7.14%		0.29%		0.65%				3.82%				3.36%		10.11%		0.62%		0.97%		1.02%				3.22%				7.98%		5.68%		4.66%		6.20%		3.91%				5.69%				8.00%		12.93%		5.35%		16.02%		7.01%				9.86%				7.51%		5.70%		14.09%		13.82%						10.28%

		Avg Time to Abandon		0:09:26						0:11:23		0:13:44		0:00:58		0:08:35				0:08:40				0:06:21		0:09:08		0:04:53		0:07:36		0:06:42				0:06:56				0:08:32		0:10:46		0:07:57		0:10:20		0:08:00				0:09:07				0:10:20		0:13:28		0:11:37		0:14:36		0:07:39				0:11:32				0:09:28		0:06:45		0:14:38		0:12:52						0:10:55

		Average Wait Time (>5 min)		0:07:53						0:07:33		0:07:47		0:00:17		0:00:30				0:04:01				0:02:51		0:06:48		0:01:17		0:01:49		0:00:56				0:02:44				0:08:29		0:07:14		0:05:15		0:07:51		0:05:38				0:06:53				0:07:28		0:21:20		0:06:12		0:18:37		0:08:39				0:12:27				0:10:46		0:05:35		0:19:38		0:17:18						0:13:19

		Max Wait Time		0:51:09						0:33:05		0:36:13		0:05:38		0:07:26				0:36:13				0:25:38		0:32:21		0:14:53		0:16:52		0:20:00				0:32:21				0:32:07		0:31:07		0:22:24		0:24:52		0:21:59				0:32:07				0:31:44		0:44:07		0:32:59		0:50:20		0:26:47				0:50:20				0:36:41		0:28:18		0:51:09		0:37:18						0:51:09

		Service Level (<80% calls under 5 min)		38.77%						39.81%		47.09%		89.68%		82.03%				64.65%				56.18%		39.37%		67.08%		71.52%		80.82%				62.99%				24.21%		36.47%		29.00%		24.63%		40.48%				30.96%				22.29%		5.81%		35.34%		18.99%		13.97%				19.28%				21.12%		20.68%		15.40%		6.76%						15.99%

		Talk Time (Avg)		0:10:27						0:10:56		0:10:23		0:10:38		0:10:04				0:10:30				0:09:22		0:10:48		0:10:23		0:09:55		0:10:33				0:10:12				0:10:58		0:10:54		0:09:57		0:10:45		0:09:13				0:10:21				0:10:05		0:10:31		0:10:04		0:10:15		0:11:32				0:10:29				0:11:43		0:11:10		0:09:32		0:10:35						0:10:45

		Call Handle Time (Avg)		0:18:52						0:19:42		0:19:07		0:18:19		0:18:27				0:18:53				0:18:40		0:19:22		0:19:00		0:18:41		0:19:21				0:19:00				0:19:57		0:20:05		0:18:47		0:19:28		0:17:48				0:19:13				0:18:07		0:18:30		0:17:50		0:18:15		0:19:16				0:18:23				0:19:26		0:19:50		0:17:25		0:18:47						0:18:52

		Percent. calls transferred by front line/General Queue		18.59%						4:08:26		4:09:07		4:41:52		5:40:03				19.44%				3:55:40		4:56:28		4:15:02		4:11:23		5:43:57				4:36:30				3:48:37		4:10:47		4:21:08		4:21:08		4:48:00				4:17:56				4:25:35		3:55:11		4:08:45		3:48:18		4:03:10				4:04:12				4:24:29		4:32:05		4:57:37		4:45:11						19.43%

		Max Agents		37.74						22.80		19.31		17.74		15.67				22.80				18.50		19.14		16.93		16.02		15.74				19.14				19.44		19.62		21.27		21.77		18.97				21.77				31.43		37.74		30.54		27.51		28.98				37.74				36.62		21:10:25		31.23		33.94						36.62





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Busy		4						0		0		0		0				0				0		3		0		0		0				3				0		0		0		0		0				0				0		0		1		0		0				1				0		0		0		0						0

		Caller canceled		13						0		0		0		0				0				0		0		0		0		0				0				0		0		0		1		0				1				0		1		0		2		0				3				1		1		3		4						9

		Connected		1901						67		76		0		2				145				26		66		9		0		0				101				83		0		0		59		55				197				107		307		118		213		0				745				169		81		238		225						713

		Error		4						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		3		0				4				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		56						3		2		0		0				5				0		2		0		0		0				2				5		0		0		2		1				8				1		13		2		4		0				20				1		5		7		8						21

		No Response		165						8		7		0		0				15				2		6		0		0		0				8				11		0		0		5		2				18				3		23		8		20		0				54				16		3		31		20						70

		Total Requests		2143						78		85		0		2				165				28		77		9		0		0				114				99		0		0		67		58				224				111		345		129		242		0				827				187		90		279		257						813

		% Connected 		90.61%						86%		89%		na		100%				91.77%				93%		86%		100%		na		na				93%				84%		na		na		88%		95%				89%				96%		89%		91%		88%		na				91%				90%		90%		85%		88%						88.31%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Busy		1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		1				1				0		0		0		0						0

		Caller canceled		3						0		0		0		0				0				0		0		0		0		0				0				0		0		1		0		0				1				0		0		0		0		1				1				0		0		0		1						1

		Connected		429						28		7		8		16				59				8		0		2		16		5				31				9		48		53		0		0				110				1		8		7		5		111				132				3		6		37		51						97

		Error		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		13						0		0		0		0				0				1		0		0		0		1				2				0		0		3		0		0				3				0		0		0		0		4				4				0		0		3		1						4

		No Response		47						1		0		2		3				6				1		0		0		2		2				5				1		5		3		0		0				9				0		0		0		1		12				13				0		0		5		9						14

		Total Requests		493						29		7		10		19				65				10		0		2		18		8				38				10		53		60		0		0				123				1		8		7		6		129				151				3		6		45		62						116

		% Connected 		89.53%						97%		100%		80%		84%				90.19%				80%		na		100%		89%		63%				83%				90%		91%		88%		na		na				90%				100%		100%		100%		83%		86%				94%				100%		100%		82%		82%						91.12%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Caller canceled		3						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		1		0				2				1		0		0		0						1

		Connected		78						0		3		4		4				11				0		2		0		3		7				12				2		3		5		0		0				10				2		5		2		3		4				16				12		4		0		13						29

		Error		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Response		12						0		0		0		1				1				0		0		0		0		0				0				1		2		0		0		0				3				0		3		1		0		0				4				2		0		0		2						4

		Total Requests		93						0		3		4		5				12				0		2		0		3		7				12				3		5		5		0		0				13				2		9		3		4		4				22				15		4		0		15						34

		% Connected 		87.44%						na		100%		100%		80%				93.33%				na		100%		na		100%		100%				100%				67%		60%		100%		na		na				76%				100%		56%		67%		75%		100%				79%				80%		100%		na		87%						88.89%



		Top Call Drivers		Oct		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week Oct 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Oct 13		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week Oct 20		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		711						39				27		23				89				28		27		26		28		23				132				22				32		31						85				40		42		34		31		33				180				33		45				30						108

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		48												24				24																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		519						35		28				28				91								22		21		25				68				34		28		24				32				118								42		41						83						32				36						68

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		578								29		22						51				26		21		23		22		22				114				21		23				32		29				105				43		58						32				133				32				35		31						98

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		1256						52		43		55		42				192				38		32		29		47		33				179				30		37		43		41		34				185				72		46		54		50		30				252				30		59		62		67						218

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1947						73		69		82		51				275				56		68		54		58		54				290				72		72		82		67		52				345				77		67		89		84		70				387				70		90		78		81						319

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1512						35		44		32		33				144				50		45		38		26		41				200				40		34		60		42		45				221				96		101		101		75		89				462				89		70		72		60						291

		How To Enroll In a Plan?		1912						67		51		54		44				216				63		67		50		44		55				279				65		58		68		80		62				333				96		84		103		69		81				433				81		94		105		92						372

		Income Change		0																0																0																0																0																0

		Income Decrease		637										28						28				25								23				48										28		24				52				41		67		49		54		55				266				55		48		39		48						190

		Income Increase		43																0																0																0								43								43																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		29																0						29										29																0																0																0

		Lost or will lose other health care coverage		0

		MCRE/Counties		3317						125		130		133		104				492				133		111		123		102		90				559				139		94		110		92		92				527				154		148		122		107		107				638				107		130		121		118						476

		MNTR		0																0																0																0																0																0

		Multiple changes		281										24						24										22						22						23										23				41		40				31						112						38		38								76

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		624						40		28				27				95				31		22		27		23						103				38		37		23		39		22				159				43								31				74				31				36								67

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		689						41		30								71				35		26		28								89				28		30		23								81						53		46		32		45				176				55		37		36		38						166

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		313						39		28		33		18				118												19				19								22		36						58																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		8																0																0																0						8										8																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		88						4										4								6		9						15				6				5				6				17												12				12				12		12				12						36

		CSR-Status of Reported Change		2																0						2										2																0																0																0

		CSR-Status Before Appt		914						16		15		33		12				76				14		23		14		47		36				134				46		28		33		40		25				172				49		37		57		54		51				248				51		40		42		61						194

		CSR-Status of SEP		171						4		5		7		3				19								5		5						10				5		6				6		5				22				13		12				11		9				45				9		13		14		20						56

		CSR-Status of Verifications		10																0												10				10																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		93						5				7						12				4				5				9				18						8		5		6						19				9		8				11						28																0

		General Certification Questions		15												4				4																0								7								7																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		10								3								3						4										4																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		28										5		3				8										5						5																0																0								7								7

		How To Enroll In a Plan?		10																0				5												5																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		247						8		3		8		4				23				8		3		5		9		10				35				5		9		10		6		5				35				12		9		19		16		12				68				12		12		11		20						55

		Lost or will lose other health care coverage		63								4								4																0						6										6				6				8		15						29								8		12						20

		MNTR Consumer Report																																												5														12

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		8																0																0				8												8																0																0

		Request to Close Application^		65																0				7								8				15																0								14				9				23				9		11										20

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		5																0																0												5				5																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																																0																0

		ARC																																																																																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		18																0																0																0				18												18																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		658						23		26		25		32				106				25		18		22		25		25				115				31		18		37								86				24		31		19		24		25				123				25		21		21		30						97

		CSR-Determination Result		2044						67		63		59		59				248				77		76		64		72		78				367				69		64		54				79				266				94		90		108		100		66				458				66		128		92		94						380

		CSR-Newborn Status		258						15		20								35										21		64				85						23										23						22		20		12						54						14		12								26

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		163						16										16						24						12				36				15				15				17				47												17				17				17						14						31

		CSR-Public Program Status		2037						82		82		79		82				325				63		73		89		20						245				73		66		92		108		15				354				91		103		105		104						403				92		81		57		92						322

		CSR-Public Program Renewal		275								22		23		22				67				25		19		23				20				87				16												16																0								13								13

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		380										29		17				46				15				20								35						16		14				20				50				27		21		27		26		22				123				22		19				24						65

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0



		PP																																																																																		0

		MCRE		628		 				27		32		26		20				105		 		25		23		23		16		20				107		 		23		13		24		20						80		 		21		37		22		18		20				118		 		20		25		24		19						88

		Counties		2599		 				98		98		107		84				387		 		108		88		100		86		70				452		 		116		81		86		72						355		 		133		111		102		89		87				522		 		87		105		97		99







		Top Call Drivers		Oct

		CC				19139

		MCRE/Counties		3317		0.1733147998

		How Do I Apply?		1947		0.1017316597

		How To Enroll In a Plan?		1912		0.0999028933

		How Do I Update My Application?		1512		0.0790027064

		Gain of ESI/MEC		1256		0.0656265868

		A Referral		711		0.0371500822

		Request to Close Application^		689		0.0360005719

		Income Decrease		637		0.0332835476

		Password Reset/Account Unlock		624		0.0326042915

		Enrollment Status Check		578		0.0302007701

		Directed to Submit Verifications		519		0.0271179925

		Same Day Term		313		0.0163543962

		Multiple changes		281		0.0146823813

		Close in lieu of Processing Change		48		0.0025080224

		Income Increase		43		0.0022467701

		Lost or will lose employer health care coverage		29		0.0015152635



		Broker		 		2918

		CSR-Status Before Appt		914		0.3132282385

		Lost or will lose employer health care coverage		247		0.0846470185

		CSR-Status of SEP		171		0.058601782

		Gain of ESI/MEC		93		0.0318711446

		CSR-Status of Enrollment		88		0.0301576422

		Request to Close Application^		65		0.0222755312

		Lost or will lose other health care coverage		63		0.0215901302

		How Do I Update My Application?		28		0.0095956134

		General Certification Questions		15		0.0051405072

		CSR-Status of Verifications		10		0.0034270048

		How Do I Apply?		10		0.0034270048

		How To Enroll In a Plan?		10		0.0034270048

		CSR QHP  Status		8		0.0027416038

		Renewal/Unwind Related Loss of PP^		8		0.0027416038

		SEP Plan Selection		5		0.0017135024

		CSR-Status of Reported Change		2		0.000685401



		ARC				5576

		CSR-Determination Result		2044		0.3665710187

		CSR-Public Program Status		2037		0.3653156385

		CSR- QHP Status		658		0.1180057389

		Password Reset/Account Unlock		380		0.0681492109

		CSR-Public Program Renewal		275		0.0493185079

		CSR-Newborn Status		258		0.0462697274

		CSR-Pending Case		163		0.0292324247

		Caller Hung up Without Speaking		18		0.0032281205





Aug 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received (MNsure)		16715										812		656				1468				884		816		764		606		660				3730				878		785		709		693		726				3791				869		822		732		654		610				3687				862		793		809		757		818				4039

		Calls Handled		16278										763		644				1408				859		805		737		602		645				3649				858		772		702		680		706				3717				852		819		727		651		596				3646				831		765		777		734		752				3860

		Calls Abandoned		5371										51		12				63				19		9		20		2		13				62				16		9		4963		11		19				5018				13		3		3		2		14				35				28		28		31		27		80				193

		Abandon % (>5%)(Less Short Aban)		2.60%										6.32%		1.81%				4.07%				2.16%		1.05%		2.59%		0.29%		1.99%				1.62%				1.87%		1.09%		0.85%		1.58%		2.58%				1.59%				1.47%		0.31%		0.47%		0.26%		2.34%				0.97%				3.26%		3.49%		3.80%		3.55%		9.74%				4.77%

		Avg Time to Abandon		0:08:56										0:13:29		0:06:12				0:09:50				0:08:08		0:05:03		0:08:28		0:05:44		0:07:31				0:06:58				0:07:36		0:06:46		0:12:14		0:06:16		0:09:03				0:08:23				0:06:46		0:08:20		0:07:36		0:05:56		0:11:07				0:07:57				0:08:28		0:11:02		0:09:32		0:11:19		0:17:33				0:11:34

		Average Wait Time (>5 min)		0:02:47										0:07:35		0:01:04				0:04:19				0:01:40		0:01:00		0:02:07		0:00:40		0:02:24				0:01:34				0:01:26		0:00:58		0:00:37		0:01:21		0:02:59				0:01:28				0:01:31		0:00:43		0:00:57		0:00:25		0:03:00				0:01:19				0:03:11		0:03:50		0:05:17		0:04:08		0:10:06				0:05:18

		Max Wait Time		1:05:58										0:54:06		0:14:25				0:54:06				0:15:50		0:12:12		0:23:17		0:13:10		0:24:56				0:24:56				0:13:35		0:13:47		0:17:27		0:14:14		0:32:08				0:32:08				0:15:59		0:09:30		0:20:45		0:08:04		0:28:15				0:28:15				0:32:37		0:26:54		0:41:33		0:31:55		1:05:58				1:05:58

		Service Level (<80% calls under 5 min)		84.21%										66.34%		92.74%				79.54%				85.84%		95.19%		84.15%		96.68%		80.79%				88.53%				89.49%		92.88%		96.07%		88.83%		77.21%				88.90%				86.59%		97.16%		92.51%		98.83%		80.74%				91.16%				79.01%		74.39%		69.03%		77.83%		64.43%				72.94%

		Talk Time (Avg)		0:08:37										0:08:42		0:09:10				0:08:56				0:08:33		0:08:07		0:08:41		0:08:51		0:08:45				0:08:35				0:08:48		0:08:21		0:08:59		0:08:05		0:08:28				0:08:32				0:08:19		0:08:28		0:08:50		0:08:12		0:08:51				0:08:32				0:08:14		0:08:39		0:08:53		0:08:32		0:08:11				0:08:29

		Call Handle Time (Avg)		0:15:56										0:16:09		0:16:50				0:16:29				0:15:42		0:15:39		0:15:54		0:16:44		0:16:15				0:16:02				0:15:57		0:15:28		0:16:06		0:15:30		0:15:32				0:15:42				0:15:29		0:15:35		0:15:59		0:15:22		0:16:02				0:15:41				0:15:18		0:15:50		0:16:33		0:15:45		0:15:15				0:15:44

		Transfer Out		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		85.50%										82.84%		82.19%				82.52%				84.05%		84.60%		85.31%		87.32%		85.18%				85.29%				87.05%		85.72%		87.05%		87.40%		84.97%				86.44%				84.74%		86.82%		84.76%		87.72%		86.65%				86.14%				87.63%		86.50%		85.90%		86.97%		88.61%				87.12%

		Complaints Received		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0.00%		0.00%				0

		Complaints Resolved		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0.00%		0.00%				0

		Helpline (Transfers from Vendor)		2922										185		117				302				133		133		125		92		92				575				137		131		115		128		126				637				152		133		115		117		117				634				151		152		138		14500.00%		18800.00%				774

		Short Abandon (under 60 seconds)		13										2		1				3				3		1		0		1		1				6				2		2		0		0		0				4				0		0		0		0		0				0				0		0		0		0.00%		0.00%				0

		% of calls answered in under 10 minutes		91.26%										72.20%		99.87%				86.04%				96.97%		99.68%		92.77%		99.28%		95.50%				96.84%				99.19%		98.78%		98.77%		97.39%		91.64%				97.15%				96.20%		100.00%		99.52%		100.00%		85.41%				96.23%				84.18%		82.04%		81.91%		84.53%		67.45%				80.02%

		Occupany		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		44.97										44.97		36.12				44.97				44.29		41.25		39.24		32.42		33.91				44.29				44.96		39.33		36.86		35.29		36.72				44.96				43.94		41.34		37.57		32.90		32.44				43.94				43.32		41.84		43.69		39.62		43.36				43.69





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received (MNsure)		3157										117		91				208				162		159		121		79		125				646				136		129		130		144		118				657				135		146		136		113		157				687				170		173		207		214		195				959

		Calls Handled		2926										113		86				199				148		151		118		76		114				607				128		124		123		138		112				625				121		134		130		103		146				634				158		160		189		174		180				861

		Calls Abandoned		224										4		5				9				14		8		3		3		11				39				8		4		5		6		6				29				14		12		5		9		11				51				12		12		17		40		15				96

		Abandon % (>5%)(Less Short Aban)		6.36%										3.42%		5.49%				4.46%				8.64%		5.03%		2.48%		3.80%		8.80%				5.75%				5.88%		3.10%		3.85%		4.17%		5.08%				4.42%				10.37%		8.22%		3.68%		7.96%		7.01%				7.45%				7.06%		6.94%		8.21%		18.69%		7.69%				9.72%

		Avg Time to Abandon		0:05:08										0:05:32		0:04:37				0:05:04				0:05:50		0:04:09		0:01:50		0:02:06		0:02:51				0:03:21				0:04:19		0:07:21		0:04:12		0:06:16		0:05:34				0:05:32				0:04:45		0:03:17		0:06:41		0:05:19		0:05:29				0:05:06				0:04:20		0:03:36		0:03:54		0:07:54		0:13:28				0:06:38

		Average Wait Time (>5 min)		0:03:59										0:03:13		0:02:14				0:02:43				0:05:50		0:05:41		0:01:41		0:02:55		0:03:23				0:03:54				0:02:03		0:03:59		0:01:48		0:03:20		0:03:31				0:02:56				0:04:45		0:02:12		0:02:59		0:04:16		0:04:54				0:03:49				0:06:01		0:02:07		0:06:42		0:09:14		0:08:45				0:06:33

		Max Wait Time		0:49:38										0:18:29		0:13:40				0:18:29				0:20:11		0:21:18		0:13:22		0:16:50		0:16:04				0:21:18				0:12:16		0:20:02		0:19:53		0:17:15		0:17:54				0:20:02				0:15:00		0:10:25		0:19:07		0:16:02		0:23:25				0:23:25				0:35:00		0:13:18		0:21:51		0:28:37		0:49:38				0:49:38

		Service Level (<80% calls under 5 min)		69.40%										76.11%		83.72%				79.91%				50.00%		53.64%		87.29%		72.37%		71.93%				67.05%				83.59%		68.55%		86.99%		70.29%		72.32%				76.35%				51.24%		79.10%		77.69%		65.05%		63.70%				67.36%				58.86%		83.75%		41.27%		47.13%		50.56%				56.31%

		Talk Time (Avg)		0:07:03										0:07:05		0:07:18				0:07:11				0:06:33		0:06:28		0:05:42		0:07:40		0:05:47				0:06:26				0:06:46		0:06:48		0:08:00		0:07:00		0:07:27				0:07:12				0:07:16		0:07:06		0:06:33		0:08:03		0:06:35				0:07:06				0:06:59		0:06:37		0:07:10		0:08:02		0:07:49				0:07:19

		Call Handle Time (Avg)		0:12:06										0:11:29		0:12:01				0:11:45				0:11:47		0:12:32		0:10:59		0:13:04		0:11:25				0:11:57				0:12:15		0:12:22		0:12:59		0:11:29		0:12:57				0:12:24				0:12:32		0:12:32		0:11:17		0:12:54		0:11:59				0:12:14				0:11:34		0:11:59		0:12:25		0:12:42		0:12:08				0:12:09

		Max Agents		6.52										na		na				na				4.84		5.26		3.60		2.76		3.62				5.26				4.35		4.26		4.47		4.40		4.03				4.47				4.21		4.66		4.07		3.69		4.86				4.86				5.07		5		6.52		6.14		6.17				6.52





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received (MNsure)		5299										252		204				456				273		256		241		243		218				1231				236		243		259		266		251				1255				255		245		244		242		204				1190				244		246		218		234		225				1167

		Calls Handled		4633										233		176				409				248		230		235		222		206				1141				207		200		225		209		203				1044				210		217		225		222		191				1065				213		217		165		183		196				974

		Calls Abandoned		648										18		24				42				24		24		5		20		12				85				29		42		34		56		46				207				45		28		19		20		13				125				28		29		53		50		29				189

		Abandon % (>5%)(Less Short Aban)		11.87%										7.14%		11.76%				9.45%				8.79%		9.38%		2.07%		8.23%		5.50%				6.79%				12.29%		17.28%		13.13%		21.05%		18.33%				16.42%				17.65%		11.43%		7.79%		8.26%		6.37%				10.30%				11.48%		11.79%		24.31%		21.37%		12.89%				16.37%

		Avg Time to Abandon		0:06:51										0:04:10		0:06:31				0:05:20				0:05:44		0:04:48		0:04:41		0:03:07		0:02:26				0:04:09				0:08:26		0:09:04		0:08:43		0:09:40		0:10:03				0:09:11				0:11:59		0:05:59		0:05:41		0:07:06		0:04:32				0:07:03				0:06:25		0:05:13		0:13:14		0:10:06		0:07:46				0:08:32

		Average Wait Time (>5 min)		0:10:03										0:06:25		0:08:40				0:07:32				0:05:28		0:07:18		0:03:22		0:05:20		0:05:48				0:05:27				0:10:48		0:12:42		0:14:09		0:15:18		0:15:56				0:13:46				0:17:11		0:08:40		0:06:17		0:07:35		0:05:34				0:09:03				0:09:27		0:09:43		0:21:18		0:17:54		0:14:00				0:14:28

		Max Wait Time		0:51:15										0:23:23		0:31:08				0:31:08				0:21:28		0:20:54		0:19:13		0:21:10		0:26:55				0:26:55				0:33:50		0:41:30		0:28:08		0:37:49		0:41:43				0:41:43				0:51:15		0:35:13		0:24:03		0:31:24		0:21:10				0:51:15				0:33:55		0:20:04		0:49:36		0:39:37		0:32:30				0:49:36

		Service Level (<80% calls under 5 min)		37.02%										46.35%		37.50%				41.93%				59.27%		41.74%		72.77%		53.60%		56.80%				56.84%				28.50%		24.00%		22.22%		13.40%		17.73%				21.17%				4.29%		41.01%		57.78%		54.50%		53.93%				42.30%				53.05%		16.59%		3.64%		17.49%		23.47%				22.85%

		Talk Time (Avg)		0:07:07										0:07:15		0:07:18				0:07:16				0:07:02		0:06:57		0:06:59		0:06:56		0:06:32				0:06:53				0:06:18		0:07:09		0:07:12		0:07:27		0:06:41				0:06:57				0:07:05		0:07:02		0:06:56		0:06:51		0:06:13				0:06:49				0:07:06		0:06:58		0:08:28		0:07:58		0:07:47				0:07:39

		Call Handle Time (Avg)		0:09:35										0:09:56		0:10:02				0:09:59				0:09:49		0:09:40		0:09:37		0:09:29		0:09:10				0:09:33				0:08:42		0:09:31		0:09:31		0:10:11		0:09:38				0:09:30				0:09:15		0:09:12		0:09:06		0:08:49		0:08:16				0:08:55				0:09:26		0:09:16		0:10:41		0:10:32		0:10:13				0:10:01

		Max Agents		6.79										6.46		4.99				6.46				6.79		6.21		6.30		5.85		5.24				6.79				5.00		5.29		5.95		5.91		5.49				5.95				5.39		5.55		5.69		5.44		4.38				5.69				5.66		6		4.90		5.39		5.56				5.66





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Calls Received		2922										185		117				302				133		133		125		92		92				575				137		131		115		128		126				637				152		133		115		117		117				634				151		152		138		145		188				774

		Calls Handled		2740										158		114				271				130		131		121		91		89				561				132		127		112		126		119				617				147		133		114		116		110				619				136		137		124		132		142				670

		Calls Abandoned		134										19		3				22				3		2		4		0		2				11				4		3		2		2		6				16				4		0		1		1		6				12				10		11		10		11		31				74

		Abandon %		4.92%										12.32%		2.56%				7.44%				2.08%		1.29%		3.28%		0.35%		2.22%				1.84%				2.69%		2.12%		1.88%		1.54%		4.64%				2.57%				2.86%		0.27%		0.65%		0.65%		5.08%				1.90%				7.58%		8.06%		8.35%		8.13%		22.07%				10.84%

		Avg Time to Abandon		0:09:26										0:15:00		0:06:20				0:10:40				0:07:48		0:04:18		0:09:16		0:07:12		0:06:54				0:07:05				0:07:07		0:06:50		0:07:28		0:04:48		0:10:18				0:07:18				0:07:16		0:15:15		0:10:45		0:05:56		0:11:47				0:10:11				0:08:43		0:11:27		0:09:45		0:11:41		0:18:06				0:11:56

		Average Wait Time (>5 min)		0:05:57										0:17:27		0:01:10				0:09:18				0:01:43		0:00:57		0:03:16		0:00:43		0:03:23				0:02:00				0:01:59		0:02:06		0:01:14		0:01:51		0:05:02				0:02:26				0:03:32		0:01:07		0:01:09		0:00:30		0:07:18				0:02:43				0:07:55		0:09:27		0:12:33		0:10:03		0:26:35				0:13:18

		Max Wait Time		1:05:58										0:54:06		0:09:28				0:54:06				0:15:50		0:11:53		0:23:17		0:13:10		0:24:56				0:24:56				0:13:35		0:13:47		0:17:27		0:14:14		0:32:08				0:32:08				0:15:59		0:09:30		0:20:45		0:08:04		0:28:15				0:28:15				0:32:37		0:26:54		0:41:33		0:31:55		1:05:58				1:05:58

		Service Level (<80% calls under 5 min)		48.36%										18.64%		63.82%				41.23%				61.88%		76.23%		56.59%		82.50%		45.69%				64.58%				57.45%		53.60%		72.73%		61.11%		45.19%				58.02%				40.53%		62.37%		80.00%		85.06%		38.98%				61.39%				28.15%		20.05%		6.43%		23.29%		5.06%				16.60%

		Talk Time (Avg)		0:09:44										0:10:00		0:10:15				0:10:07				0:10:00		0:09:29		0:09:52		0:09:23		0:09:34				0:09:39				0:09:43		0:08:52		0:10:17		0:09:28		0:08:33				0:09:22				0:09:15		0:09:30		0:10:13		0:09:43		0:10:02				0:09:44				0:09:37		0:10:26		0:09:37		0:09:29		0:09:40				0:09:45

		Call Handle Time (Avg)		0:17:45										0:18:03		0:18:31				0:18:17				0:18:02		0:18:03		0:17:14		0:17:08		0:16:48				0:17:27				0:17:18		0:16:18		0:17:56		0:16:51		0:15:40				0:16:48				0:17:21		0:17:33		0:17:50		0:18:21		0:18:14				0:17:51				0:18:06		0:19:07		0:18:41		0:17:56		0:17:53				0:18:20

		Percent. calls transferred by front line/General Queue		17.80%										5:28:04		4:16:49				20.31%				3:36:39		3:54:42		3:55:36		3:38:36		3:20:43				3:41:15				3:44:41		4:00:18		3:53:34		4:25:58		4:09:55				4:02:53				4:11:52		3:52:59		3:46:13		4:17:36		4:36:11				4:08:58				4:12:15		4:36:00		4:05:38		4:35:49		5:30:57				19.18%

		Max Agents		21.15										21.14		18.09				21.14				19.22		19.39		16.02		13.41		14.69				19.39				17.86		17.10		15.93		15.15		15.00				17.86				20.23		18.12		15.15		15.74		14.93				20.23				20.55		17:42:51		20.48		18.37		21.15				21.15





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Busy		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		1										0		0				0				0		0		1		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		940										139		13				152				14		16		30		6		28				94				11		11		10		19		59				110				44		7		12		1		1				65				69		102		107		89		152				519

		Error		2										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				1		0		1		0		0				2

		Invalid Number		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		21										5		0				5				0		0		1		0		1				2				0		0		0		0		1				1				0		0		0		0		0				0				1		3		2		0		7				13

		No Response		80										25		0				25				0		1		3		0		2				6				0		0		2		2		5				9				0		0		1		0		0				1				3		5		4		11		16				39

		Total Requests		1044										169		13				182				14		17		35		6		31				103				11		11		12		21		65				120				44		7		13		1		1				66				74		110		114		100		175				573

		% Connected 		93.53%										82%		100%				91.12%				100%		94%		86%		100%		90%				94%				100%		100%		83%		90%		91%				93%				100%		100%		92%		100%		100%				98%				93%		93%		94%		89%		87%				91.14%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		Busy		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		14										0		0				0				0		0		0		0		0				0				0		0		0		2		0				2				0		0		0		0		0				0				0		0		6		6		0				12

		Connected		586										15		11				26				11		4		24		5		9				53				20		0		0		10		11				41				0		1		1		1		0				3				3		1		229		229		1				463

		Error		2										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1		1		0				2

		Invalid Number		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		19										0		1				1				1		0		0		0		0				1				0		0		0		0		1				1				0		0		0		0		0				0				0		0		8		8		0				16

		No Response		42										3		0				3				0		1		1		2		0				4				1		0		0		0		0				1				0		0		0		0		0				0				0		0		17		17		0				34

		Total Requests		663										18		12				30				12		5		25		7		9				58				21		0		0		12		12				45				0		1		1		1		0				3				3		1		261		261		1				527

		% Connected 		93.08%										83%		92%				87.50%				92%		80%		96%		71%		100%				88%				95%		na		na		83%		92%				90%				na		100%		100%		100%		na				100%				100%		100%		na		na		100%				100.00%





		Top Call Drivers		Aug		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week Aug 4		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week Aug 11		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week Aug 18		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week Aug 25

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		394										23		20				43				30				22		24		20				96						27		20		21		20				88				30		33		22		18		19				122						19		26								45

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		49																0																0																0												22				22				27												27

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		709												19				19				31		39		32		32		34				168				38		21		42		20		30				151				49		34		29		40		26				178				40		38		38		38		39				193

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		33																0												33				33																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		321																0										24						24				28				21				27				76				30		33		21		19		11				114				30		25				18		34				107

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		741										55		28				83				44		40		31		22		24				161				26		29		24		37		32				148				38		42		40		30		25				175				37		29		35		32		41				174

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1646										62		64				126				99		75		74		66		56				370				93		86		102		58		75				414				74		72		73		69		60				348				80		91		78		81		58				388

		How Do I Create an Account?		71																0										25						25								18								18										28						28																0

		How Do I Update My Application?		939										44		43				87				46		54		36		21		40				197				50		51		28		48		46				223				60		62		37		36		25				220				61		35		40		41		35				212

		How To Enroll In a Plan?		1441										69		55				124				74		61		74		58		50				317				74		75		58		63						270				87		78		74		63		45				347				77		83		82		80		61				383

		Income Change		0																0																0																0																0																0

		Income Decrease		211										21						21						22						22				44				24		25		24								73				29												29				25						19						44

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2797										135		112				247				148		140		124		111		111				634				154		153		128		129		108				672				152		139		131		100		104				626				143		124		130		114		107				618

		MNTR		0																0																0																0																0																0

		Multiple changes		207												27				27				25		25		20				18				88												21				21																0				25				27		19						71

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V24		409										23		27				50				64		77		56		39		42				278				34		25				22						81																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		162										25						25								28		19						47												23				23								21								21						24		22								46

		Payment/Billing Questions		19																0																0																0																0												19				19

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		495										29		31				60				27		23		34								84				36		32				27						95				32		44		32		21		26				155						24		34		24		19				101

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		125										43		26				69				28		28										56																0																0																0

		Status of My SEP Request		18																0																0																0																0												18				18

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions																		0																0																0																0																0

		ARP Unemployment Insurance Inquiry																		0																0																0																0																0

		Checking on Status of FTI Form		5																0																0																0				5												5																0

		COVID-19 SEP																		0																0																0																0																0

		CSR Consumer not present																		0																0																0																0																0

		CSR Public Program renewal																		0																0																0																0																0

		CSR Public Program Status																		0																0																0																0																0

		CSR QHP  Status																		0																0																0																0																0

		CSR-Determination Result																		0																0																0																0																0

		CSR-Status of Enrollment		140												7				7				11		10						10				31				11		14				12						37						15		5		8		8				36				12		10		7								29

		CSR-Status of Reported Change		8																0																0																0																0												8				8

		CSR-Status Before Appt		771										22		19				41				37		48		21		12		28				146				33		39		25		39		36				172				33		41		35		39		37				185				45		40		47		50		45				227

		CSR-Status of SEP		168										7						7								13		6						19						7		12		7		8				34								7		5		13				25				18		17		24		11		13				83

		CSR-Status of Verifications																		0																0																0																0																0

		Directed to Complete Caspio Form																		0																0																0																0																0

		Directed to GI Status																		0																0																0																0																0

		Eligibility Verification Notice																		0																0																0																0																0

		Enrollment Status Check																		0																0																0																0																0

		Error by MNsure																		0																0																0																0																0

		Full Term																		0																0																0																0																0

		Gain of ESI/MEC		110										10		5				15				20								9				29				8												8				5				40								45						7				6						13

		General Certification Questions																		0																0																0																0																0

		General Training Questions		6																0																0																0						6										6																0

		Good Faith																		0																0																0																0																0

		How Do I Apply?		55										10						10						7				6						13												7				7				5		9										14				11												11

		How Do I Create an Account?																		0																0																0																0																0

		How Do I Update My Application?		57												6				6																0						6										6								37				8				45																0

		How To Enroll In a Plan?		22																0				12		10										22																0																0																0

		Loss of COBRA																		0																0																0																0																0

		Loss of ESI																		0																0																0																0																0

		Loss of Public Program																		0																0																0																0																0

		Loss/Gain of MEC^																		0																0																0																0																0

		Lost or will lose employer health care coverage		320												7				7								10		13		6				29				9		11		9		16		12				57				14		13		17		16		15				75				18		23		29		41		41				152

		Lost or will lose other health care coverage		12																0																0																0																0												12				12

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Notice V24		127										7						7				16		22		13		10		13				74				14				9		16		7				46																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		26																0								7								7								9								9								6		4						10																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		18																0																0																0																0								7		11						18

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		547												22				22				16		28		24		18		20				106				24		27		18		25		22				116				37		38		30		22		27				154				28		25		24		32		40				149

		CSR-Determination Result		1397										55		64				119				74		59		72		62		55				322				72		50		80		62		65				329				80		66		73		66		48				333				70		64		46		49		65				294

		CSR-Newborn Status		159										27		17				44																0																0				22				19				26				67										19		29				48

		CSR-Paper Application		12																0																0																0																0								12								12

		CSR-Pending Case		205										20						20				21		13				22		18				74										23		26				49				15												15				18				10				19				47

		CSR-Public Program Status		1769										74		71				145				98		87		74		25		67				351				84		80		75		83		73				395				84		87		98		106		82				457				108		96		69		73		75				421

		CSR-Public Program Renewal		425										24		20				44				28		31		27				18				104				21		22		41		27		24				135						20		20		21		25				86				25		14				17						56

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		132																0								15								15				18		25		15								58						18				20						38						21										21

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		501		 								21		20				41		 		35		20		31		26		21				133		 				28		28		25		24				105		 		34		27		22		22		22				127		 		20		29		25		 		21				95

		Counties		2028		 								114		92				206		 		113		120		93		85		90				501		 				125		100		104		84				413		 		118		112		109		78		82				499		 		123		95		105		 		86				409







		Top Call Drivers		Aug

		CC				16278

		MCRE/Counties		2797		0.1718224212

		How Do I Apply?		1646		0.1011153755

		How To Enroll In a Plan?		1441		0.0885220268

		How Do I Update My Application?		939		0.0576836802

		Gain of ESI/MEC		741		0.0455203483

		Directed to Submit Verifications		709		0.0435545573

		Request to Close Application^		495		0.0304083298

		Notice V24		409		0.0251252665

		A Referral		394		0.0242038019

		Enrollment Status Check		321		0.0197193412

		Income Decrease		211		0.0129619345

		Multiple changes		207		0.0127162107

		Password Reset/Account Unlock		162		0.009951817

		Same Day Term		125		0.0076788712

		How Do I Create an Account?		71		0.0043615988

		Close in lieu of Processing Change		49		0.0030101175

		Enrollment Notice		33		0.002027222

		Payment/Billing Questions		19		0.0011671884

		Status of My SEP Request		18		0.0011057574



		Broker		 		2926

		CSR-Status Before Appt		771		0.2634996582

		Lost or will lose employer health care coverage		320		0.1093643199

		CSR-Status of SEP		168		0.0574162679

		CSR-Status of Enrollment		140		0.04784689

		Notice V24		127		0.0434039645

		Gain of ESI/MEC		110		0.037593985

		How Do I Update My Application?		57		0.0194805195

		How Do I Apply?		55		0.0187969925

		Request to Close Application^		26		0.008885851

		How To Enroll In a Plan?		22		0.007518797

		SEP Plan Selection		18		0.006151743

		Lost or will lose other health care coverage		12		0.004101162

		CSR-Status of Reported Change		8		0.002734108

		General Training Questions		6		0.002050581

		Checking on Status of FTI Form		5		0.0017088175



		ARC				4633

		CSR-Public Program Status		1769		0.3818260306

		CSR-Determination Result		1397		0.3015324844

		CSR- QHP Status		547		0.1180660479

		CSR-Public Program Renewal		425		0.0917332182

		CSR-Pending Case		205		0.0442477876

		CSR-Newborn Status		159		0.0343190158

		Password Reset/Account Unlock		205		0.0442477876

		CSR-Paper Application		12		0.0025901144





May 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		Calls Received (MNsure)		17976								929		835		770				2534				953		855		743		672		600				3823				837		812		747		678		594				3668				927		902		725		748		688				3990						1090		1008		917		946				3961

		Calls Handled		16644								842		766		672				2281				876		765		735		653		560				3589				792		767		702		659		592				3511				846		825		711		707		649				3739						948		955		800		822				3525

		Calls Abandoned		1204								78		59		85				223				73		85		3		16		38				216				39		38		40		14		3				133				63		73		10		36		37				219						127		49		120		118				414

		Abandon % (>5%)(Less Short Aban)		6.69%								8.41%		7.12%		11.03%				8.85%				7.64%		9.99%		0.47%		2.41%		6.33%				5.37%				4.63%		4.62%		5.33%		2.11%		0.45%				3.43%				6.80%		8.11%		1.34%		4.85%		5.31%				5.28%						11.66%		4.86%		13.06%		12.48%				10.52%

		Avg Time to Abandon		0:09:51								0:10:02		0:11:36		0:10:39				0:10:45				0:14:04		0:12:52		0:10:01		0:08:03		0:07:49				0:10:33				0:08:17		0:07:26		0:09:06		0:06:17		0:07:29				0:07:43				0:09:15		0:10:57		0:07:22		0:08:07		0:09:26				0:09:01						0:12:40		0:08:23		0:12:08		0:11:46				0:11:14

		Average Wait Time (>5 min)		0:06:29								0:07:47		0:09:32		0:11:02				0:09:27				0:08:11		0:09:24		0:00:37		0:01:44		0:04:43				0:04:55				0:05:41		0:04:14		0:06:11		0:01:48		0:00:58				0:03:46				0:07:43		0:10:09		0:01:08		0:04:08		0:05:08				0:05:39						0:13:51		0:02:40		0:08:58		0:09:09				0:08:39

		Max Wait Time		1:04:00								0:43:08		0:33:04		0:31:50				0:43:08				0:53:45		0:51:56		0:11:41		0:25:16		0:32:30				0:53:45				0:39:42		0:39:42		0:32:23		0:14:49		0:22:43				0:39:42				0:41:26		1:04:00		0:23:54		0:26:22		0:29:04				1:04:00						0:46:54		0:20:47		0:34:37		0:45:00				0:46:54

		Service Level (<80% calls under 5 min)		57.65%								48.87%		36.47%		29.89%				38.41%				46.79%		48.41%		96.81%		87.57%		64.94%				68.90%				63.37%		66.86%		59.27%		82.50%		92.69%				72.94%				49.31%		39.45%		92.43%		66.20%		62.59%				61.99%						21.37%		79.79%		39.71%		43.18%				46.01%

		Talk Time (Avg)		0:08:41								0:08:44		0:08:58		0:09:31				0:09:04				0:08:36		0:08:57		0:08:12		0:08:53		0:09:24				0:08:48				0:08:51		0:08:40		0:07:43		0:09:09		0:08:22				0:08:33				0:08:30		0:08:33		0:08:15		0:08:55		0:08:44				0:08:35						0:08:10		0:08:35		0:08:31		0:08:39				0:08:28

		Call Handle Time (Avg)		0:15:46								0:15:52		0:15:51		0:16:34				0:16:05				0:15:42		0:16:23		0:14:42		0:16:12		0:16:56				0:15:59				0:15:47		0:16:22		0:14:42		0:15:38		0:15:00				0:15:29				0:15:18		0:15:34		0:14:57		0:16:17		0:16:04				0:15:38						0:14:57		0:15:34		0:16:05		0:16:13				0:15:42

		Transfer Out		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na

		First Call Resolution %		80.64%								82.68%		82.68%		83.40%				82.92%				84.38%		82.63%		84.41%		85.49%		85.33%				84.45%				83.57%		85.61%		85.95%		84.69%		85.79%				85.12%				85.87%		85.47%		88.48%		84.91%		84.67%				85.88%						84.25%		0.00%		88.01%		87.00%				64.81%

		Complaints Received		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		Complaints Resolved		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		Helpline (Transfers from Vendor)		2024								106		106		73				285				120		106		112		75		63				476				91		98		98		79		66				432				103		134		95		76		84				492						102		0		117		120				339

		Short Abandon (under 60 seconds)		83								6		2		9				17				3		8		1		0		3				15				7		4		4		2		0				17				10		6		1		0		3				20						8		1		3		2				14

		% of calls answered in under 10 minutes		74.43%								77.17%		51.57%		47.55%				58.76%				74.72%		66.75%		99.76%		95.03%		79.87%				83.23%				77.82%		86.51%		73.90%		97.15%		96.35%				86.34%				69.22%		60.34%		98.51%		85.73%		81.16%				78.99%						35.69%		93.30%		64.63%		65.74%				64.84%

		Occupany		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na

		Max Agents		49.53								45.83		41.48		38.75				45.83				47.01		43.99		34.92		33.66		31.30				47.01				40.63		41.32		34.49		32.83		27.50				41.32				43.77		44.95		34.02		37.29		34.50				44.95						49.53		43.59		46.33		47.91				49.53





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		Calls Received (MNsure)		3738								157		171		145				473				149		150		161		145		118				723				151		142		171		136		119				719				175		182		176		171		144				848						220		255		245		255				975

		Calls Handled		3511								151		163		138				452				140		143		150		141		114				688				144		136		148		131		118				677				161		167		166		163		135				792						202		232		235		233				902

		Calls Abandoned		216								5		8		7				20				9		7		7		4		4				31				7		6		23		4		1				41				12		14		10		7		9				52						18		23		10		21				72

		Abandon % (>5%)(Less Short Aban)		5.44%								3.18%		4.68%		4.83%				4.23%				6.04%		4.67%		4.35%		2.76%		3.39%				4.24%				4.64%		4.23%		13.45%		2.94%		0.84%				5.22%				6.86%		7.69%		5.68%		4.09%		6.25%				6.11%						8.18%		9.02%		4.08%		8.24%				7.38%

		Avg Time to Abandon		0:04:39								0:01:29		0:05:27		0:05:30				0:04:08				0:02:48		0:04:31		0:04:56		0:01:23		0:02:48				0:03:17				0:03:52		0:07:41		0:05:42		0:08:41		0:01:01				0:05:23				0:04:59		0:03:41		0:02:13		0:07:19		0:05:54				0:04:49						0:06:38		0:06:21		0:05:08		0:04:29				0:05:39

		Average Wait Time (>5 min)		0:03:29								0:02:42		0:04:14		0:02:37				0:03:11				0:04:00		0:02:17		0:02:46		0:00:41		0:01:26				0:02:14				0:03:57		0:03:15		0:05:06		0:02:05		0:01:48				0:03:14				0:04:51		0:03:16		0:03:08		0:03:07		0:05:41				0:04:00						0:05:20		0:05:38		0:04:17		0:03:54				0:04:47

		Max Wait Time		0:27:31								0:17:42		0:20:11		0:23:02				0:23:02				0:22:46		0:27:20		0:19:57		0:11:56		0:10:37				0:27:20				0:20:16		0:16:47		0:23:48		0:15:58		0:13:23				0:23:48				0:23:20		0:17:08		0:15:43		0:27:31		0:25:18				0:27:31						0:24:42		0:25:26		0:18:22		0:19:20				0:25:26

		Service Level (<80% calls under 5 min)		73.86%								79.47%		67.48%		84.78%				77.25%				71.43%		83.92%		81.33%		95.74%		89.47%				84.38%				71.53%		73.53%		67.57%		86.26%		82.20%				76.22%				60.25%		76.05%		71.08%		73.01%		59.26%				67.93%						60.40%		57.76%		66.81%		69.10%				63.52%

		Talk Time (Avg)		0:07:17								0:08:07		0:07:09		0:07:14				0:07:30				0:06:10		0:06:45		0:08:21		0:07:50		0:07:09				0:07:15				0:07:12		0:07:22		0:07:56		0:06:35		0:07:29				0:07:18				0:07:06		0:05:27		0:07:05		0:07:07		0:07:10				0:06:47						0:07:00		0:08:07		0:07:55		0:07:34				0:07:39

		Call Handle Time (Avg)		0:12:22								0:13:48		0:11:55		0:12:06				0:12:36				0:11:14		0:12:11		0:13:34		0:12:54		0:12:27				0:12:28				0:12:30		0:13:03		0:13:27		0:11:32		0:11:06				0:12:19				0:11:49		0:10:25		0:12:07		0:12:27		0:12:05				0:11:46						0:12:21		0:13:20		0:12:49		0:12:17				0:12:41

		Max Agents		8.62								5.79		5.40		4.64				5.79				4.37		4.84		5.69		5.05		3.94				5.69				5.00		4.93		5.57		4.20		3.64				5.57				5.31		4.86		5.58		5.67		4.53				5.67						7		8.62		8.36		7.95				8.62





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		Calls Received (MNsure)		5791								276		304		247				827				302		296		264		265		211				1338				251		245		273		273		215				1257				281		252		295		270		223				1321						233		273		306		236				1048

		Calls Handled		5015								248		237		212				697				249		265		231		237		181				1163				213		213		236		225		207				1094				241		218		225		219		209				1112						200		253		272		224				949

		Calls Abandoned		761								27		66		35				128				53		31		31		28		30				173				37		32		37		47		5				158				40		34		69		49		14				206						33		19		33		11				96

		Abandon % (>5%)(Less Short Aban)		12.91%								9.78%		21.71%		14.17%				15.22%				17.55%		10.47%		11.74%		10.57%		14.22%				12.91%				14.74%		13.06%		13.55%		17.22%		2.33%				12.18%				14.23%		13.49%		23.39%		18.15%		6.28%				15.11%						14.16%		6.96%		10.78%		4.66%				9.14%

		Avg Time to Abandon		0:07:58								0:11:08		0:11:24		0:07:47				0:10:06				0:11:17		0:05:10		0:07:07		0:08:38		0:10:44				0:08:35				0:08:45		0:08:00		0:07:09		0:08:51		0:02:16				0:07:00				0:08:36		0:08:50		0:13:43		0:09:37		0:05:22				0:09:13						0:06:30		0:04:19		0:03:48		0:05:04				0:04:55

		Average Wait Time (>5 min)		0:11:54								0:08:37		0:18:58		0:12:38				0:13:24				0:19:27		0:09:03		0:10:47		0:11:16		0:14:11				0:12:56				0:14:12		0:12:09		0:11:41		0:16:57		0:01:18				0:11:15				0:13:45		0:16:20		0:22:18		0:17:04		0:05:26				0:14:58						0:10:37		0:06:13		0:07:08		0:04:00				0:06:59

		Max Wait Time		0:59:58								0:43:40		0:41:40		0:28:17				0:43:40				0:34:57		0:27:09		0:32:19		0:28:56		0:37:10				0:37:10				0:40:15		0:30:33		0:27:54		0:31:39		0:08:56				0:40:15				0:31:19		0:39:49		0:59:58		0:37:10		0:24:15				0:59:58						0:26:57		0:31:59		0:22:12		0:21:29				0:31:59

		Service Level (<80% calls under 5 min)		31.39%								43.15%		17.23%		19.34%				26.57%				6.83%		38.49%		36.80%		26.58%		32.60%				28.26%				21.60%		23.94%		21.61%		8.00%		89.86%				33.00%				12.45%		18.81%		8.00%		12.79%		61.24%				22.66%						21.00%		58.10%		39.71%		66.96%				46.44%

		Talk Time (Avg)		0:07:00								0:06:27		0:06:45		0:07:08				0:06:46				0:07:04		0:06:45		0:07:13		0:07:09		0:07:49				0:07:12				0:07:10		0:07:12		0:06:46		0:07:27		0:06:15				0:06:58				0:06:45		0:07:09		0:06:57		0:07:24		0:06:36				0:06:58						0:07:48		0:06:55		0:07:23		0:06:31				0:07:09

		Call Handle Time (Avg)		0:09:36								0:09:07		0:09:12		0:09:51				0:09:23				0:09:22		0:09:28		0:10:12		0:09:44		0:10:38				0:09:52				0:09:37		0:09:37		0:09:13		0:09:52		0:08:28				0:09:21				0:09:30		0:09:27		0:09:42		0:10:17		0:08:39				0:09:31						0:10:31		0:09:47		0:10:12		0:09:04				0:09:53

		Max Agents		7.71								5.62		5.77		5.26				5.77				6.45		6.97		6.54		6.40		5.34				6.97				5.72		5.69		6.04		6.16		4.87				6.16				6.36		5.73		5.19		5.37		4.11				6.36						5		6.93		7.71		5.64				7.71





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		Calls Received		2134								106		106		73				285				120		106		112		75		63				476				91		98		98		79		66				432				103		134		95		76		84				492						102		110		117		120				449

		Calls Handled		1945								91		95		64				249.2672847843				105		86		111		71		56				429				87		93		91		78		65				415				93		118		95		71		78				454						86		103		99		109				397

		Calls Abandoned		139								11		9		6				27.0914204551				11		14		0		2		5				34				3		3		6		1		1				14				6		12		0		4		5				29						11		0		15		10				36

		Abandon %		7.78%								12.64%		9.70%		10.10%				10.81%				10.66%		16.45%		0.33%		3.50%		9.72%				8.13%				3.45%		3.69%		6.15%		1.03%		1.20%				3.10%				6.84%		10.58%		0.00%		6.35%		6.64%				6.08%						13.06%		5.51%		15.36%		9.09%				10.76%

		Avg Time to Abandon		0:10:33								0:11:22		0:12:51		0:09:07				0:11:06				0:18:19		0:15:09		0:11:24		0:08:59		0:08:59				0:12:34				0:08:32		0:05:40		0:10:51		0:05:56		0:07:29				0:07:41				0:09:45		0:14:15		0:00:00		0:08:28		0:10:16				0:08:32						0:13:39		0:09:06		0:12:25		0:16:22				0:12:53

		Average Wait Time (>5 min)		0:08:40								0:15:44		0:13:12		0:09:06				0:12:40				0:15:11		0:15:04		0:00:29		0:03:19		0:07:35				0:08:19				0:06:13		0:05:24		0:05:38		0:01:18		0:02:29				0:04:12				0:09:00		0:15:37		0:00:10		0:05:14		0:06:49				0:07:22						0:15:51		0:03:37		0:12:09		0:11:40				0:10:49

		Max Wait Time		1:04:00								0:43:08		0:33:04		0:31:50				0:43:08				0:53:45		0:51:56		0:10:09		0:25:16		0:29:03				0:53:45				0:39:42		0:27:34		0:27:59		0:10:27		0:22:43				0:39:42				0:33:42		1:04:00		0:06:35		0:25:49		0:28:44				1:04:00						0:46:54		0:20:47		0:34:37		0:45:00				0:46:54

		Service Level (<80% calls under 5 min)		36.16%								16.33%		12.57%		25.08%				17.99%				12.37%		33.07%		85.20%		59.29%		31.31%				44.25%				45.80%		44.07%		57.00%		71.38%		58.80%				55.41%				27.76%		0.00%		92.39%		41.75%		27.37%				37.85%						14.73%		40.16%		18.16%		28.12%				25.29%

		Talk Time (Avg)		0:09:49								0:10:49		0:10:01		0:09:20				0:10:03				0:10:40		0:10:18		0:08:29		0:10:35		0:11:11				0:10:14				0:08:47		0:10:08		0:09:05		0:09:36		0:10:38				0:09:38				0:09:30		0:09:15		0:08:58		0:10:28		0:09:21				0:09:30						0:08:57		0:10:42		0:09:56		0:09:15				0:09:42

		Call Handle Time (Avg)		0:18:06								0:19:14		0:17:37		0:17:22				0:18:04				0:19:02		0:18:22		0:16:51		0:19:02		0:20:22				0:18:43				0:17:19		0:18:38		0:17:07		0:17:26		0:18:30				0:17:48				0:17:04		0:18:33		0:15:57		0:19:07		0:18:32				0:17:50						0:16:43		0:18:14		0:19:30		0:17:56				0:18:05

		Percent. calls transferred by front line/General Queue		11.26%								2:44:18		3:02:48		2:16:31				11.20%				3:01:19		2:58:31		3:37:03		2:40:42		2:31:12				2:57:45				2:36:33		2:53:47		3:08:54		2:47:47		2:40:00				2:49:24				2:40:00		3:33:55		3:08:41		2:26:18		2:55:48				2:56:56						2:14:45		0:00:00		3:03:43		3:02:39				8.70%

		Max Agents		20.81								19.00		17.65		14.80				19.00				20.81		19.52		14.36		13.58		12.21				20.81				16.73		15.41		14.68		14.03		12.84				16.73				18.00		20.44		12.26		15.86		14.71				20.44						12:48:21		19.28		19.38		17.52				19.53





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		Busy		1								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1						0		0		0		0				0

		Caller canceled		6								0		0		0				0				1		3		0		0		0				4				0		0		1		0		0				1				0		0		0		0		0				0						1		0		0		0				1

		Connected		1358								121		117		73				311				144		138		6		18		48				354				69		0		73		8		8				158				98		147		0		60		49				354						181		0		0		0				181

		Error		1								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1						0		0		0		0				0

		Invalid Number		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		No Answer		52								5		5		2				12				4		10		0		2		1				17				0		0		2		1		1				4				4		3		0		2		3				12						7		0		0		0				7

		No Response		106								7		10		6				23				13		19		0		1		7				40				7		0		0		0		0				7				6		7		0		8		6				27						9		0		0		0				9

		Total Requests		1524								133		132		81				346				162		170		6		21		56				415				76		0		76		9		9				170				109		158		0		70		58				395						198		0		0		0				198

		% Connected 		89.81%								91%		89%		90%				89.91%				89%		81%		100%		86%		86%				88%				91%		na		96%		89%		89%				91%				90%		93%		na		86%		84%				88%						91%		na		na		na				91.41%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		Busy		1								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						1		0		0		0				1

		Caller canceled		10								1		0		1				2				0		3		0		0		0				3				0		1		1		0		0				2				1		0		0		0		0				1						2		0		0		0				2

		Connected		1442								52		116		147				315				90		102		4		7		50				253				74		53		85		28		0				240				107		140		20		61		56				384						250		0		0		0				250

		Error		2								0		0		1				1				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1						0		0		0		0				0

		Invalid Number		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		No Answer		47								1		2		5				8				5		4		0		0		0				9				5		2		1		0		0				8				11		3		2		0		2				18						4		0		0		0				4

		No Response		114								4		4		11				19				6		12		1		0		5				24				3		7		9		1		0				20				16		12		1		3		4				36						15		0		0		0				15

		Total Requests		1616								58		122		165				345				101		121		5		7		55				289				82		63		96		29		0				270				135		156		23		64		62				440						272		0		0		0				272

		% Connected 		90.05%								90%		95%		89%				91.28%				89%		84%		80%		100%		91%				89%				90%		84%		89%		97%		na				90%				79%		90%		87%		95%		90%				88%						92%		na		na		na				91.91%





		Top Call Drivers		May		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28		5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week May 5		12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week May 12		19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week May 19		26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week May 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		605								28		27		29				84				41		28		29		28		21				147				28		37		32		24		25				146				30		34		28		25		31				148						29		24		27						80

		A Referral-Consumer to Contact Assister^		15																0												15				15																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		16																0																0												16				16																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		556								31		21		25				77				29		29		22		27		14				121				31		25				18		26				100				29		32		32		22		23				138						25		37		25		33				120

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		75								21								21										18						18																0										18						18										18						18

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		691								49		42		25				116				42		28		43				17				130				39		23		32		20						114				36		39		25		27		45				172						47		44		30		38				159

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1217								54		54		38				146				68		58		72		54		65				317				56		57		62		54		46				275				64		60		45		45		57				271						59		57		48		44				208

		How Do I Create an Account?		31																0										15						15																0								16								16																0

		How Do I Update My Application?		1008								44		52		47				143				56		38		45		48		34				221				43		44		27		58		36				208				57		48		49		43		27				224						58		50		51		53				212

		How To Enroll In a Plan?		1992								106		91		88				285				85		85		81		68		51				370				84		100		87		81		72				424				98		112		96		88		77				471						133		113		96		100				442

		Income Change		0																0																0																0																0																0

		Income Decrease		381										27		28				55						31		20				14				65				22		20				30		18				90				32		32		18				21				103								27		21		20				68

		Income Increase		37																0										22						22																0										15						15																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2934								143		145		132				420				181		136		125		114		104				660				171		149		130		118		108				676				144		128		123		116		95				606						160		159		141		112				572

		MNTR		0																0																0																0																0																0

		Multiple changes		302								26				16				42				34		20										54				21				21		17						59				27		21										48						29		24		21		25				99

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		168												19				19								20								20						22		18								40				22				17				19				58						31										31

		Payment/Billing Questions		14																0																0																0																0												14				14

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		19																0																0										19						19																0																0

		Request to Close Application^		355										19						19				25		30				22		20				97				20		33		27				19				99						24				28		20				72						29		22				17				68

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		141								31		37						68				20				22								42								16				15				31																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		6																0						6										6																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		11																0																0																0																0						11										11

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		104								11		10		13				34						11		10		7		8				36				7								11				18				7												7										9						9

		CSR-Status of Enrollment		237								16		11		13				40				8		9		10		9		11				47				15		10		10		10		13				58				21		12		9		8		9				59						12				10		11				33

		CSR-Status of Reported Change		6																0																0																0								6								6																0

		CSR-Status Before Appt		918								29		39		29				97				47		40		37		36		29				189				25		23		38		41		35				162				38		55		51		35		35				214						52		76		70		58				256

		CSR-Status of SEP		197								9								9				8				9		10						27						9		15		5		7				36				21		10				10		10				51						11		21		26		16				74

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		44								10		13		14				37																0																0												7				7																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		35																0												8				8																0						10				8						18								9								9

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		20																0				8												8				7		5										12																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		351										14		11				25				10		10		14		15		8				57				9		10		14		16		10				59				16		18				18		19				71						30		34		33		42				139

		Lost or will lose other health care coverage		22																0																0																0								22								22																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		18																0																0																0								7								7								11								11

		Request to Close Application^		20																0																0								12		8						20																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		11																0																0																0																0												11				11

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		600								34		27		23				84				31		37		33		30		18				149				28		24		31		31		19				133				26				27		33		18				104						37		31		44		18				130

		CSR-Determination Result		1350								65		69		66				200				76		65		73		70		44				328				57		57		44		67		65				290				63		47		71		54		48				283						70		47		58		74				249

		CSR-Newborn Status		262																0						28		29		21						78						23				25						48						20		26		33						79						29				28						57

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		128												26				26				20								18				38								22								22																0								28				14				42

		CSR-Public Program Status		1672								89		82		79				250				78		72		84		84		72				390				65		74		89		76		85				389				72		82		79		80		55				368						36		79		77		83				275

		CSR-Public Program Renewal		975								52		54		38				144				59		48		41		52		50				250				64		33		70		53		29				249				39		41		40		33		37				190						24		40		46		32				142

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		138								23		21						44																0				17								15				32				23		20						19				62																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		632		 						28		23		16				67		 		35		31		30		29		22				147		 		35		29		27		19		24				134		 		25		39		25		19		22				130		 				60		32		37		25				154

		Counties		2335		 						115		122		116				353		 		146		105		95		85		82				513		 		136		120		103		99		84				542		 		119		89		98		97		73				476		 				133		127		104		87				451







		Top Call Drivers		May

		CC				16643.5020921801

		MCRE/Counties		2934		0.176285014

		How To Enroll In a Plan?		1992		0.119686349

		How Do I Apply?		1217		0.0731216299

		How Do I Update My Application?		1008		0.0605641766

		Gain of ESI/MEC		691		0.0415177044

		A Referral		605		0.0363505227

		Directed to Submit Verifications		556		0.0334064307

		Income Decrease		381		0.0228918168

		Request to Close Application^		355		0.0213296455

		Multiple changes		302		0.0181452196

		Password Reset/Account Unlock		168		0.0100940294

		Same Day Term		141		0.0084717747

		Enrollment Status Check		75		0.0045062631

		Income Increase		37		0.0022230898

		How Do I Create an Account?		31		0.0018625888

		Recon		19		0.0011415867

		Caller Hung Up without Speaking		16		0.0009613361

		A Referral-Consumer to Contact Assister^		15		0.0009012526

		Payment/Billing Questions		14		0.0008411691



		Broker		 		3511

		CSR-Status Before Appt		918		0.2614639704

		Lost or will lose employer health care coverage		351		0.0999715181

		CSR-Status of Enrollment		237		0.0675021361

		CSR-Status of SEP		197		0.0561093705

		CSR-Determination Result		104		0.0296211905

		Gain of ESI/MEC		44		0.0125320422

		How Do I Apply?		35		0.0099686699

		Lost or will lose other health care coverage		22		0.0062660211

		How To Enroll In a Plan?		20		0.0056963828

		Request to Close Application^		20		0.0056963828

		Renewal/Unwind Related Loss of PP^		18		0.0051267445

		CSR Public Program Status		11		0.0031330105

		SEP Plan Selection		11		0.0031330105

		Caller Hung up without speaking		6		0.0017089148

		CSR-Status of Reported Change		6		0.0017089148



		ARC				5015

		CSR-Public Program Status		1672		0.3333998006

		CSR-Determination Result		1350		0.2691924227

		CSR-Public Program Renewal		975		0.1944167498

		CSR- QHP Status		600		0.1196410768

		CSR-Newborn Status		262		0.0522432702

		Password Reset/Account Unlock		138		0.0275174477

		CSR-Pending Case		128		0.0255234297



















































Apr 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received (MNsure)		20758				1224		1007		918		902		819				4870				1058		967		822		791		782				4420				1148		924		861		753		783				4469				1014		931		800		799		804				4348				1360		1291										2651

		Calls Handled		18527				987		905		843		821		768				4324				959		898		776		751		737				4121				934		863		813		724		729				4062				929		871		756		742		734				4032				1001		988										1988

		Calls Abandoned		1942				185		89		62		68		46				449				90		61		36		35		35				256				185		56		42		28		51				362				73		54		38		49		63				277				315		283										597

		Abandon % (>5%)(Less Short Aban)		10.14%				15.09%		8.80%		6.75%		7.53%		5.61%				8.76%				8.52%		6.27%		4.42%		4.39%		4.42%				5.60%				16.13%		6.11%		4.83%		3.75%		6.50%				7.46%				7.21%		5.80%		4.79%		6.17%		7.78%				6.35%				23.14%		21.89%										22.52%

		Avg Time to Abandon		0:11:23				0:14:00		0:09:52		0:09:17		0:11:05		0:10:08				0:10:52				0:11:23		0:09:55		0:08:49		0:08:18		0:06:47				0:09:02				0:13:47		0:09:04		0:08:26		0:09:52		0:08:58				0:10:01				0:09:46		0:09:36		0:08:03		0:09:18		0:10:54				0:09:31				0:16:09		0:18:49										0:17:29

		Average Wait Time (>5 min)		0:12:03				0:23:50		0:09:25		0:06:26		0:08:31		0:06:57				0:11:01				0:09:47		0:07:16		0:05:15		0:04:35		0:04:06				0:06:11				0:16:57		0:06:01		0:03:53		0:03:23		0:07:01				0:07:27				0:07:22		0:05:27		0:03:01		0:05:20		0:07:05				0:05:39				0:34:51		0:25:04										0:29:57

		Max Wait Time		1:26:41				1:02:23		0:50:55		0:36:28		0:37:18		0:42:47				1:02:23				0:37:54		0:40:21		0:25:03		0:27:34		0:28:40				0:40:21				0:52:43		0:35:41		0:28:04		0:42:32		0:45:02				0:52:43				0:37:27		0:33:09		0:27:12		0:30:32		na				0:37:27				1:15:46		1:26:41										1:26:41

		Service Level (<80% calls under 5 min)		44.11%				17.99%		37.07%		59.47%		34.49%		62.90%				42.39%				32.65%		57.24%		61.01%		67.65%		67.59%				57.23%				23.62%		51.02%		70.87%		81.08%		48.33%				54.99%				50.63%		56.83%		74.91%		61.23%		44.34%				57.59%				5.73%		10.96%										8.34%

		Talk Time (Avg)		0:08:45				0:09:03		0:08:27		0:08:33		0:08:54		0:09:00				0:08:47				0:08:45		0:08:34		0:08:27		0:09:07		0:08:24				0:08:39				0:08:58		0:08:34		0:08:36		0:08:27		0:08:31				0:08:37				0:08:11		0:08:25		0:08:27		0:08:54		0:09:34				0:08:42				0:09:12		0:08:54										0:09:03

		Call Handle Time (Avg)		0:15:34				0:15:56		0:15:07		0:15:06		0:15:13		0:15:32				0:15:22				0:15:26		0:15:19		0:14:50		0:15:38		0:14:51				0:15:12				0:15:49		0:15:28		0:15:17		0:15:09		0:15:31				0:15:26				0:14:42		0:15:14		0:15:40		0:15:49		0:17:18				0:15:44				0:16:19		0:15:51										0:16:05

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		84.91%				79.82%		81.57%		84.22%		83.69%		83.79%				82.62%				83.97%		84.69%		84.60%		85.53%		85.47%				84.85%				83.01%		84.02%		85.18%		87.52%		84.05%				84.75%				84.97%		84.37%		85.54%		86.95%		87.18%				85.80%				86.04%		86.99%										86.51%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0				0		0		0		0		0				0				0		0										0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0				0		0		0		0		0				0				0		0										0

		Helpline (Transfers from Vendor)		2499				141		118		119		107		125				610				139		101		82		98		101				521				123		124		113		101		124				585				110		104		97		93		96				500				135		148										283

		Short Abandon (under 60 seconds)		136				12		9		6		3		5				35				6		8		3		4		1				22				10		8		2		5		3				28				12		4		1		5		6				28				13		10										23

		% of calls answered in under 10 minutes		59.42%				24.95%		57.58%		68.74%		34.49%		76.14%				52.38%				55.32%		66.06%		76.70%		81.16%		87.11%				73.27%				33.88%		79.92%		88.37%		87.35%		70.60%				72.02%				74.25%		83.33%		88.81%		79.35%		72.35%				79.62%				17.82%		21.82%										19.82%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										ERROR:#DIV/0!

		Max Agents		67.71				60.22		47.32		43.57		42.61		41.02				60.22				51.37		45.55		37.22		38.59		36.43				51.37				55.80		45.05		41.35		36.32		39.19				55.80				45.91		43.84		38.96		39.19		43.26				45.91				67.71		63.98										67.71





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received (MNsure)		4166				174		180		166		174		172				866				170		155		152		120		156				753				187		193		190		206		178				954				215		211		163		196		165				950				313		330										643

		Calls Handled		3891				164		169		158		163		151				805				163		149		146		119		149				726				177		179		173		197		176				902				201		200		158		191		156				906				271		281										552

		Calls Abandoned		257				9		10		6		10		21				56				6		5		5		1		5				22				8		14		16		9		2				49				13		10		5		4		7				39				42		49										91

		Abandon % (>5%)(Less Short Aban)		6.51%				5.17%		5.56%		3.61%		5.75%		12.21%				6.46%				3.53%		3.23%		3.29%		0.83%		3.21%				2.82%				4.28%		7.25%		8.42%		4.37%		1.12%				5.09%				6.05%		4.74%		3.07%		2.04%		4.24%				4.03%				13.42%		14.85%										14.14%

		Avg Time to Abandon		0:04:57				0:03:04		0:06:40		0:02:49		0:06:29		0:03:52				0:04:34				0:02:12		0:03:03		0:02:51		0:05:32		0:03:04				0:03:20				0:06:09		0:04:21		0:03:45		0:03:55		0:02:16				0:04:05				0:04:40		0:04:41		0:03:31		0:02:32		0:03:12				0:03:43				0:07:37		0:10:34										0:09:05

		Average Wait Time (>5 min)		0:04:28				0:03:16		0:03:09		0:01:02		0:03:07		0:04:44				0:03:03				0:01:27		0:01:34		0:02:54		0:01:37		0:02:12				0:01:56				0:03:32		0:05:22		0:03:46		0:03:33		0:01:02				0:03:27				0:04:40		0:03:21		0:02:43		0:00:53		0:02:40				0:02:51				0:08:17		0:13:49										0:11:03

		Max Wait Time		0:55:09				0:20:13		0:18:09		0:12:27		0:28:10		0:19:36				0:28:10				0:15:58		0:15:15		0:17:58		0:16:09		0:17:01				0:17:58				0:20:40		0:18:57		0:26:27		0:16:36		0:17:11				0:26:27				0:19:34		0:24:50		0:17:41		0:11:40		0:18:01				0:24:50				0:39:34		0:55:09										0:55:09

		Service Level (<80% calls under 5 min)		72.23%				73.78%		75.15%		91.77%		79.75%		60.93%				76.28%				91.41%		87.92%		78.08%		87.39%		86.58%				86.28%				68.93%		50.28%		75.14%		68.53%		95.45%				71.67%				63.18%		77.00%		76.58%		94.76%		78.21%				77.95%				53.51%		44.48%										48.99%

		Talk Time (Avg)		0:07:45				0:07:59		0:07:09		0:07:09		0:08:14		0:08:36				0:07:49				0:07:59		0:07:55		0:07:59		0:08:51		0:06:31				0:07:51				0:07:32		0:08:15		0:07:14		0:07:18		0:07:07				0:07:29				0:07:26		0:07:33		0:07:43		0:07:03		0:06:41				0:07:17				0:07:46		0:08:55										0:08:20

		Call Handle Time (Avg)		0:13:02				0:13:35		0:12:33		0:11:58		0:14:13		0:13:36				0:13:11				0:14:11		0:13:33		0:13:37		0:14:26		0:11:52				0:13:31				0:12:46		0:13:20		0:12:50		0:12:49		0:12:11				0:12:47				0:12:54		0:12:50		0:13:53		0:12:01		0:12:13				0:12:46				0:11:59		0:13:54										0:12:56

		Max Agents		10.85				6.18		5.89		5.32		6.43		5.79				6.43				6.42		5.61		5.56		4.77		4.91				6.42				6.31		6.63		6.17		7.02		5.96				7.02				7.24		7.13		6.09		6.37		5.29				7.24				9.20		11										10.85





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received (MNsure)		5718				225		247		258		255		251				1236				280		229		207		271		247				1234				310		250		296		261		239				1356				295		284		272		257		239				1347				289		256										545

		Calls Handled		5014				207		227		248		232		233				1147				246		220		201		243		216				1126				256		206		259		211		221				1153				275		242		219		223		204				1163				203		222										425

		Calls Abandoned		694				18		20		9		22		18				87				34		7		3		28		29				101				54		44		37		50		18				203				20		42		53		34		35				184				85		34										119

		Abandon % (>5%)(Less Short Aban)		12.96%				8.00%		8.10%		3.49%		8.63%		7.17%				7.08%				12.14%		3.06%		1.45%		10.33%		11.74%				7.74%				17.42%		17.60%		12.50%		19.16%		7.53%				14.84%				6.78%		14.79%		19.49%		13.23%		14.64%				13.79%				29.41%		13.28%										21.35%

		Avg Time to Abandon		0:07:57				0:04:40		0:05:25		0:03:00		0:05:33		0:05:05				0:04:44				0:08:00		0:04:29		0:09:38		0:05:49		0:09:07				0:07:24				0:07:52		0:10:07		0:07:54		0:09:59		0:04:33				0:08:05				0:03:14		0:05:42		0:08:36		0:06:34		0:06:00				0:06:01				0:17:44		0:09:17										0:13:30

		Average Wait Time (>5 min)		0:10:55				0:06:50		0:06:59		0:05:40		0:07:02		0:05:29				0:06:24				0:10:44		0:02:36		0:02:37		0:06:21		0:09:08				0:06:17				0:14:21		0:17:04		0:09:54		0:14:14		0:05:42				0:12:15				0:03:04		0:08:28		0:12:15		0:10:11		0:10:20				0:08:51				0:29:20		0:12:18										0:20:49

		Max Wait Time		1:00:03				0:23:56		0:19:18		0:17:14		0:27:57		0:22:28				0:27:57				0:25:06		0:16:06		0:17:55		0:21:24		0:25:49				0:25:49				0:37:48		0:32:57		0:29:12		0:33:05		0:17:16				0:37:48				0:16:59		0:27:55		0:41:34		0:32:27		0:32:44				0:41:34				1:00:03		0:27:06										1:00:03

		Service Level (<80% calls under 5 min)		37.94%				48.31%		42.73%		54.03%		42.67%		54.08%				48.36%				23.17%		78.18%		82.59%		46.91%		46.30%				55.43%				17.19%		8.74%		38.61%		22.75%		47.96%				27.05%				78.18%		39.26%		31.05%		38.57%		30.88%				43.59%				9.36%		21.17%										15.27%

		Talk Time (Avg)		0:07:01				0:07:16		0:07:36		0:06:36		0:06:39		0:06:15				0:06:52				0:06:58		0:06:15		0:07:16		0:06:22		0:07:15				0:06:49				0:06:59		0:07:20		0:06:46		0:07:28		0:07:09				0:07:08				0:06:06		0:06:48		0:07:28		0:07:22		0:06:42				0:06:53				0:07:34		0:07:13										0:07:23

		Call Handle Time (Avg)		0:09:32				0:10:09		0:10:12		0:09:15		0:09:12		0:08:35				0:09:28				0:09:37		0:08:25		0:09:32		0:08:49		0:09:47				0:09:14				0:09:15		0:09:57		0:08:55		0:10:10		0:09:30				0:09:33				0:08:30		0:09:21		0:10:14		0:09:58		0:09:08				0:09:26				0:10:14		0:09:44										0:09:59

		Max Agents		5.55				4.70		5.51		5.28		4.86		5.55				5.55				5.47		4.33		4.39		5.02		4.79				5.47				5.39		4.99		5.31		4.84		5.26				5.39				5.47		5.39		5.22		5.08		4.12				5.47				4.26		4										4.50





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received		2499				141		118		119		107		125				610				139		101		82		98		101				521				123		124		113		101		124				585				110		104		97		93		96				500				135		148										283

		Calls Handled		2191				119		104		107		98		108				536				122		89		78		93		93				475				99		113		107		90		111				521				100		95		93		86		87				461				99		98										197.5724489796

		Calls Abandoned		223				15		10		9		7		11				53				13		9		3		4		5				34				17		9		5		8		10				49				8		7		3		6		7				32				25		31										55.9196659378

		Abandon %		12.26%				12.74%		9.95%		8.40%		7.06%		10.58%				9.75%				10.56%		9.56%		3.85%		4.62%		5.78%				6.87%				16.81%		7.65%		4.56%		9.00%		9.30%				9.46%				7.52%		7.76%		3.77%		6.88%		8.61%				6.91%				25.20%		31.43%										28.32%

		Avg Time to Abandon		0:12:46				0:14:18		0:11:51		0:09:56		0:09:48		0:11:05				0:11:23				0:14:10		0:11:18		0:06:16		0:08:37		0:07:17				0:09:31				0:14:15		0:11:11		0:08:11		0:10:31		0:09:13				0:10:40				0:09:50		0:10:49		0:08:15		0:09:09		0:12:05				0:10:01				0:20:07		0:24:20										0:22:13

		Average Wait Time (>5 min)		0:14:42				0:18:01		0:12:42		0:07:12		0:07:14		0:14:13				0:11:52				0:12:50		0:12:42		0:04:17		0:07:00		0:05:59				0:08:33				0:19:50		0:08:01		0:04:55		0:09:08		0:09:57				0:10:22				0:07:12		0:08:00		0:02:58		0:05:50		0:08:23				0:06:28				0:40:10		0:32:24										0:36:17

		Max Wait Time		2:01:28				0:44:03		0:50:55		0:36:28		0:26:06		0:42:47				0:50:55				0:37:54		0:40:21		0:18:58		0:27:34		0:28:40				0:40:21				0:52:43		0:35:41		0:28:04		0:42:32		0:45:02				0:52:43				0:37:27		0:33:09		0:15:07		0:30:32		2:01:28				2:01:28				1:15:46		1:26:41										1:26:41

		Service Level (<80% calls under 5 min)		23.06%				13.45%		18.14%		33.85%		22.51%		17.12%				21.01%				19.43%		28.11%		36.69%		21.22%		30.77%				27.24%				8.17%		22.13%		29.00%		26.71%		15.50%				20.30%				35.70%		30.92%		52.85%		39.50%		14.97%				34.79%				10.02%		13.90%										11.96%

		Talk Time (Avg)		0:09:49				0:09:40		0:10:09		0:09:44		0:09:52		0:10:48				0:10:02				0:09:14		0:09:14		0:10:01		0:10:28		0:08:36				0:09:30				0:10:21		0:09:41		0:09:23		0:11:15		0:09:15				0:09:59				0:08:38		0:10:07		0:09:08		0:09:15		0:10:55				0:09:36				0:10:26		0:09:32										0:09:59

		Call Handle Time (Avg)		0:17:57				0:18:21		0:18:04		0:17:23		0:17:48		0:18:20				0:17:59				0:16:32		0:17:28		0:17:22		0:18:00		0:16:38				0:17:12				0:18:21		0:17:26		0:16:22		0:19:40		0:18:16				0:18:01				0:16:54		0:18:03		0:16:41		0:17:31		0:20:18				0:17:53				0:18:35		0:18:44										0:18:39

		Percent. calls transferred by front line/General Queue		12.00%				2:45:52		2:48:44		3:06:40		2:50:49		3:39:46				12.67%				3:09:11		2:30:24		2:23:38		2:58:24		3:05:59				2:49:31				2:34:17		3:13:14		3:08:59		3:13:08		3:48:02				3:11:32				2:36:12		2:40:51		2:54:36		2:47:36		2:51:56				2:46:14				2:22:56		2:45:04										10.70%

		Max Agents		26.00				23.99		20.16		18.96		17.49		19.23				23.99				21.29		19.78		15.04		17.29		15.19				21.29				24.24		18.34		16.94		16.98		17.44				24.24				19.33		18.09		14.73		15.56		18.99				19.33				26.00		11:27:58										26.00





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		15				0		0		2		0		0				2				1		0		0		0		2				3				3		0		0		0		1				4				1		1		0		0		2				4				1		1										2

		Connected		2438				214		158		103		91		120				686				151		137		41		70		66				465				192		88		61		57		83				481				61		73		35		36		97				302				293		211										504

		Error		5				0		0		0		1		0				1				0		0		0		0		1				1				0		0		0		0		0				0				0		0		0		0		2				2				1		0										1

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		No Answer		67				3		3		3		1		3				13				2		3		2		1		1				9				11		4		0		4		0				19				2		4		2		0		7				15				7		4										11

		No Response		215				13		10		10		7		20				60				13		9		2		5		7				36				14		9		3		5		6				37				10		7		1		1		13				32				32		18										50

		Total Requests		2740				230		171		118		100		143				762				167		149		45		76		77				514				220		101		64		66		90				541				74		85		38		37		121				355				334		234										568

		% Connected 		89.19%				93%		92%		87%		91%		84%				89.53%				90%		92%		91%		92%		86%				90%				87%		87%		95%		86%		92%				90%				82%		86%		92%		97%		80%				88%				88%		90%										89%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		24				2		0		2		0		0				4				1		1		0		0		0				2				5		0		0		0		0				5				1		0		0		1		0				2				8		3										11

		Connected		2499				297		168		101		148		48				762				49		71		110		40		36				306				212		89		40		0		38				379				128		87		48		90		96				449				294		309										603

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		No Answer		79				14		3		4		4		1				26				1		0		1		6		1				9				6		2		0		0		1				9				0		0		3		5		1				9				12		14										26

		No Response		201				31		15		8		6		5				65				3		8		3		2		0				16				22		6		2		0		4				34				9		5		2		9		11				36				33		17										50

		Total Requests		2803				344		186		115		158		54				857				54		80		114		48		37				333				245		97		42		0		43				427				138		92		53		105		108				496				347		343										690

		% Connected 		89.82%				86%		90%		88%		94%		89%				89.41%				91%		89%		96%		83%		97%				91%				87%		92%		95%		na		88%				90%				93%		95%		91%		86%		89%				90%				85%		90%										87%





		Top Call Drivers		Apr		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		757				40		42		36		41		28				187				51		36		33		28		24				172				32		30		42		41		30				175				31		47		35		25		28				166				34		23										57

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		18																0																0																0								18								18																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		149										22		20				42				28		25				20						73										14						14																0				20												20

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		605				30		26		29		18		27				130				35				21		24		25				105				27		26		32		15		21				121				41		30		33		40		31				175				42		32										74

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		101												21				21												19				19																0						21		18				22				61																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		551				36		29		24		24		29				142				34								31				65				26		35		26		29		24				140				37		28		30				26				121				36		47										83

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1216				63		50		60		68		46				287				70		49		48		52		40				259				47		59		67		58		57				288				58		64		54		51		44				271				53		58										111

		How Do I Create an Account?		15																0																0												15				15																0																0

		How Do I Update My Application?		1040				40		41		51		41		52				225				58		54		41		46		36				235				44		50		54		40		35				223				59		45		49		42		46				241				56		60										116

		How To Enroll In a Plan?		2135				114		100		111		102		72				499				94		88		105		72		80				439				87		87		78		84		78				414				107		126		97		100		101				531				136		116										252

		Income Change		0																0																0																0																0																0

		Income Decrease		340				40				27		23						90				26		33		26		27						112				20		33		23								76						21				20						41						21										21

		Income Increase		16																0																0																0										16						16																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		3208				135		153		121		120		138				667				140		165		134		124		140				703				189		145		139		158		149				780				204		165		141		126		112				748				150		160										310

		MNTR		0																0																0																0																0																0

		Multiple changes		413				28		26						25				79						26		25		21		18				90				23		26		24		14		27				114				24		23		19				19				85				21		24										45

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		145										25						25						27		20								47						24										24				30						19						49																0

		Payment/Billing Questions		52																0										20		18				38												14				14																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		312						28		29								57				24		28		20								72				24				23		15						62				24						29		21				74				24		23										47

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		60				33		27										60																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		46								11		7		9				27																0						7										7						12										12																0

		CSR-Determination Result		190						11				10		10				31						11		10		12		8				41				15		18		8		12		10				63				9		11				11		8				39						16										16

		CSR-Status of Enrollment		231				15		9		14				10				48				17		20		13		10						60				10		15		13		13						51				10		18		12								40				15		17										32

		CSR-Status of Reported Change		9																0				9												9																0																0																0

		CSR-Status Before Appt		914				42		40		33		35		18				168				45		37		22		22		21				147				48		34		37		45		45				209				60		52		47		40		38				237				77		76										153

		CSR-Status of SEP		144								12		11						23				10								14				24								13		10						23										15		15				30				13		31										44

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		73				13		10						9				32						9						9				18				15								8				23																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		46																0								9		7						16																0				12				7		11						30																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		10						10										10																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		280				13				11								24				7		8		9		7		11				42				8		19		15		12		17				71				13		17		11		20		18				79				25		39										64

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		16																0																0																0								8				8				16																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		34				8												8																0												8				8																0				18												18

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		616				27		40		36		24		29				156				31		32		29		27		27				146				29		29		36				21				115				29		34		18		34		27				142				22		35										57

		CSR-Determination Result		1386				70		62		80		56		65				333				64		59		59		69		66				317				75		46		71		61		52				305				78		75		58		61		38				310				56		65										121

		CSR-Newborn Status		435				30		27		19		26		26				128						22		24				23				69				20		30		37		22						109				43						42		24				109						20										20

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		165																0																0								82		23						105										60						60																0

		CSR-Public Program Status		1486				76		63		75		77		71				362				99		62		85		77		63				386				105		57				76		62				300				90		68		87				69				314				59		65										124

		CSR-Public Program Renewal		1150				34		57		39		63		58				251				56		56		59		47		43				261				50		61		55		45		54				265				49		50		53		59		52				263				57		53										110

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		129																0				23						21						44												21				21						24		21								45				19												19

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		691		 		29		32		22		29		32				144		 		28		35		22		27		42				154		 		32		31		28		39		30				160		 		54		47		36		29						166		 		35		32										67

		Counties		2415		 		106		121		99		91		106				523		 		112		130		112		97		98				549		 		157		114		111		119		119				620		 		150		118		105		97						470		 		125		128										253









		 

		Top Call Drivers		Apr		 

		CC				18527

		MCRE/Counties		3208		0.1731520339

		How To Enroll In a Plan?		2135		0.1152367807

		How Do I Apply?		1216		0.0656336887

		How Do I Update My Application?		1040		0.0561340758

		A Referral		757		0.0408591302

		Directed to Submit Verifications		605		0.0326549191

		Gain of ESI/MEC		551		0.0297402652

		Multiple changes		413		0.0222917051

		Income Decrease		340		0.0183515248

		Request to Close Application^		312		0.0168402227

		Checking on Status of Reported Change		149		0.0080422859

		Password Reset/Account Unlock		145		0.0078263856

		Enrollment Status Check		101		0.0054514824

		Same Day Term		60		0.0032385044

		Payment/Billing Questions		52		0.0028067038

		Caller Hung Up without Speaking		18		0.0009715513

		Income Increase		16		0.0008636012

		How Do I Create an Account?		15		0.0008096261



		Broker		 		3891

		CSR-Status Before Appt		914		0.2349010537

		Lost or will lose employer health care coverage		280		0.0719609355

		CSR-Status of Enrollment		231		0.0593677718

		CSR-Determination Result		190		0.0488306348

		CSR-Status of SEP		144		0.0370084811

		Gain of ESI/MEC		73		0.0187612439

		CSR QHP  Status		46		0.0118221537

		How Do I Apply?		46		0.0118221537

		SEP Plan Selection		34		0.0087381136

		Renewal/Unwind Related Loss of PP^		16		0.0041120535

		How To Enroll In a Plan?		10		0.0025700334

		CSR-Status of Reported Change		9		0.0023130301

				 

		ARC				5014

		CSR-Public Program Status		1486		0.2963701635

		CSR-Determination Result		1386		0.2764260072

		CSR-Public Program Renewal		1150		0.2293577982

		CSR- QHP Status		616		0.1228560032

		CSR-Newborn Status		435		0.0867570802

		CSR-Pending Case		165		0.032907858

		Password Reset/Account Unlock		129		0.0257279617





5.26.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						1090		1008		917		946				3961

				Calls Handled						948		955		800		822				3525

				Calls Abandoned						127		49		120		118				414

				Abandon % (>5%)(Less Short Aban)						11.66%		4.86%		13.06%		12.48%				10.52%

				Avg Time to Abandon						0:12:40		0:08:23		0:12:08		0:11:46				0:11:14

				Average Wait Time (>5 min)						0:13:51		0:02:40		0:08:58		0:09:09				0:08:39

				Max Wait Time						0:46:54		0:20:47		0:34:37		0:45:00				0:46:54

				Service Level (<80% calls under 5 min)						21.37%		79.79%		39.71%		43.18%				46.01%

				Talk Time (Avg)						0:08:10		0:08:35		0:08:31		0:08:39				0:08:28

				Call Handle Time (Avg)						0:14:57		0:15:34		0:16:05		0:16:13				0:15:42

				Transfer Out						na		na		na		na				na

				First Call Resolution %						84.25%		0.00%		88.01%		87.00%				64.81%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						102		0		117		120				339

		 		Short Abandon (under 60 seconds)						8		1		3		2				14

				% of calls answered in under 10 minutes						35.69%		93.30%		64.63%		65.74%				64.84%

				Occupancy						na		na		na		na				na

				Max Agents						50		44		46		48				50



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						220		255		245		255				975

				Calls Handled						202		232		235		233				902

				Calls Abandoned						18		23		10		21				72

				Abandon % (>5%)(Less Short Aban)						8.18%		9.02%		4.08%		8.24%				7.38%

				Avg Time to Abandon						0:06:38		0:06:21		0:05:08		0:04:29				0:05:39

				Average Wait Time (>5 min)						0:05:20		0:05:38		0:04:17		0:03:54				0:04:47

				Max Wait Time						0:24:42		0:25:26		0:18:22		0:19:20				0:25:26

				Service Level (<80% calls under 5 min)						60.40%		57.76%		66.81%		69.10%				63.52%

				Talk Time (Avg)						0:07:00		0:08:07		0:07:55		0:07:34				0:07:39

				Call Handle Time (Avg)						0:12:21		0:13:20		0:12:49		0:12:17				0:12:41

				Max Agents						6.93		8.62		8.36		7.95				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						233		273		306		236				1048

				Calls Handled						200		253		272		224				949

				Calls Abandoned						33		19		33		11				96

				Abandon % (>5%)(Less Short Aban)						14.16%		6.96%		10.78%		4.66%				9.14%

				Avg Time to Abandon						0:06:30		0:04:19		0:03:48		0:05:04				0:04:55

		 		Average Wait Time (>5 min)						0:10:37		0:06:13		0:07:08		0:04:00				0:06:59

				Max Wait Time						0:26:57		0:31:59		0:22:12		0:21:29				0:31:59

				Service Level (<80% calls under 5 min)						21.00%		58.10%		39.71%		66.96%				46.44%

				Talk Time (Avg)						0:07:48		0:06:55		0:07:23		0:06:31				0:07:09

				Call Handle Time (Avg)						0:10:31		0:09:47		0:10:12		0:09:04				0:09:53

				Max Agents						4.84		6.93		7.71		5.64				8				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						102		110		117		120				449

				Calls Handled						86		103		99		109				397

				Calls Abandoned						11		0		15		10				36

				Abandon % (>5%)(Less Short Aban)						13.06%		5.51%		15.36%		9.09%				10.76%

				Avg Time to Abandon						0:13:39		0:09:06		0:12:25		0:16:22				0:12:53

				Average Wait Time (>5 min)						0:15:51		0:03:37		0:12:09		0:11:40				0:10:49

				Max Wait Time						0:46:54		0:20:47		0:34:37		0:45:00				0:46:54

				Service Level (<80% calls under 5 min)						14.73%		40.16%		18.16%		28.12%				25.29%

				Talk Time (Avg)						0:08:57		0:10:42		0:09:56		0:09:15				0:09:42

				Call Handle Time (Avg)						0:16:43		0:18:14		0:19:30		0:17:56				0:18:05

				Percent. calls transferred by CSS						9.36%		0.00%		12.76%		12.68%				8.70%

				Max Agents						19.53		19.28		19.38		17.52				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Busy						0		0		0		0				0

				Caller canceled						1		0		0		0				1

				Connected						181		0		0		0				181

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						7		0		0		0				7

				No Response						9		0		0		0				9

				Total Requests						198		0		0		0				198

				% Connected						91%		na		na		na				91.41%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Busy						1		0		0		0				1

				Caller canceled						2		0		0		0				2

				Connected						250		0		0		0				250

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						4		0		0		0				4

				No Response						15		0		0		0				15

				Total Requests						272		0		0		0				272

				% Connected						92%		na		na		na				91.91%

































































































































































5.19.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				927		902		725		748		688				3990

				Calls Handled				846		825		711		707		649				3739

				Calls Abandoned				63		73		10		36		37				219

				Abandon % (>5%)(Less Short Aban)				6.80%		8.11%		1.34%		4.85%		5.31%				5.28%

				Avg Time to Abandon				0:09:15		0:10:57		0:07:22		0:08:07		0:09:26				0:09:01

				Average Wait Time (>5 min)				0:07:43		0:10:09		0:01:08		0:04:08		0:05:08				0:05:39

				Max Wait Time				0:41:26		1:04:00		0:23:54		0:26:22		0:29:04				1:04:00

				Service Level (<80% calls under 5 min)				49.31%		39.45%		92.43%		66.20%		62.59%				61.99%

				Talk Time (Avg)				0:08:30		0:08:33		0:08:15		0:08:55		0:08:44				0:08:35

				Call Handle Time (Avg)				0:15:18		0:15:34		0:14:57		0:16:17		0:16:04				0:15:38

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.87%		85.47%		88.48%		84.91%		84.67%				85.88%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				103		134		95		76		84				492

		 		Short Abandon (under 60 seconds)				10		6		1		0		3				20

				% of calls answered in under 10 minutes				69.22%		60.34%		98.51%		85.73%		81.16%				78.99%

				Occupancy				na		na		na		na		na				na

				Max Agents				44		45		34		37		34				45



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				175		182		176		171		144				848

				Calls Handled				161		167		166		163		135				792

				Calls Abandoned				12		14		10		7		9				52

				Abandon % (>5%)(Less Short Aban)				6.86%		7.69%		5.68%		4.09%		6.25%				6.11%

				Avg Time to Abandon				0:04:59		0:03:41		0:02:13		0:07:19		0:05:54				0:04:49

				Average Wait Time (>5 min)				0:04:51		0:03:16		0:03:08		0:03:07		0:05:41				0:04:00

				Max Wait Time				0:23:20		0:17:08		0:15:43		0:27:31		0:25:18				0:27:31

				Service Level (<80% calls under 5 min)				60.25%		76.05%		71.08%		73.01%		59.26%				67.93%

				Talk Time (Avg)				0:07:06		0:05:27		0:07:05		0:07:07		0:07:10				0:06:47

				Call Handle Time (Avg)				0:11:49		0:10:25		0:12:07		0:12:27		0:12:05				0:11:46

				Max Agents				5.31		4.86		5.58		5.67		4.53				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				281		252		295		270		223				1321

				Calls Handled				241		218		225		219		209				1112

				Calls Abandoned				40		34		69		49		14				206

				Abandon % (>5%)(Less Short Aban)				14.23%		13.49%		23.39%		18.15%		6.28%				15.11%

				Avg Time to Abandon				0:08:36		0:08:50		0:13:43		0:09:37		0:05:22				0:09:13

		 		Average Wait Time (>5 min)				0:13:45		0:16:20		0:22:18		0:17:04		0:05:26				0:14:58

				Max Wait Time				0:31:19		0:39:49		0:59:58		0:37:10		0:24:15				0:59:58

				Service Level (<80% calls under 5 min)				12.45%		18.81%		8.00%		12.79%		61.24%				22.66%

				Talk Time (Avg)				0:06:45		0:07:09		0:06:57		0:07:24		0:06:36				0:06:58

				Call Handle Time (Avg)				0:09:30		0:09:27		0:09:42		0:10:17		0:08:39				0:09:31

				Max Agents				6.36		5.73		5.19		5.37		4.11				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				103		134		95		76		84				492

				Calls Handled				93		118		95		71		78				454

				Calls Abandoned				6		12		0		4		5				29

				Abandon % (>5%)(Less Short Aban)				6.84%		10.58%		0.00%		6.35%		6.64%				6.08%

				Avg Time to Abandon				0:09:45		0:14:15		0:00:00		0:08:28		0:10:16				0:08:32

				Average Wait Time (>5 min)				0:09:00		0:15:37		0:00:10		0:05:14		0:06:49				0:07:22

				Max Wait Time				0:33:42		1:04:00		0:06:35		0:25:49		0:28:44				1:04:00

				Service Level (<80% calls under 5 min)				27.76%		0.00%		92.39%		41.75%		27.37%				37.85%

				Talk Time (Avg)				0:09:30		0:09:15		0:08:58		0:10:28		0:09:21				0:09:30

				Call Handle Time (Avg)				0:17:04		0:18:33		0:15:57		0:19:07		0:18:32				0:17:50

				Percent. calls transferred by CSS				11.11%		14.86%		13.10%		10.16%		12.21%				12.29%

				Max Agents				18.00		20.44		12.26		15.86		14.71				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Busy				1		0		0		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				98		147		0		60		49				354

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				4		3		0		2		3				12

				No Response				6		7		0		8		6				27

				Total Requests				109		158		0		70		58				395

				% Connected				90%		93%		na		86%		84%				88.29%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				107		140		20		61		56				384

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				11		3		2		0		2				18

				No Response				16		12		1		3		4				36

				Total Requests				135		156		23		64		62				440

				% Connected				79%		90%		87%		95%		90%				88.32%

































































































































































5.12.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				837		812		747		678		594				3668

				Calls Handled				792		767		702		659		592				3511

				Calls Abandoned				39		38		40		14		3				133

				Abandon % (>5%)(Less Short Aban)				4.63%		4.62%		5.33%		2.11%		0.45%				3.43%

				Avg Time to Abandon				0:08:17		0:07:26		0:09:06		0:06:17		0:07:29				0:07:43

				Average Wait Time (>5 min)				0:05:41		0:04:14		0:06:11		0:01:48		0:00:58				0:03:46

				Max Wait Time				0:39:42		0:39:42		0:32:23		0:14:49		0:22:43				0:39:42

				Service Level (<80% calls under 5 min)				63.37%		66.86%		59.27%		82.50%		92.69%				72.94%

				Talk Time (Avg)				0:08:51		0:08:40		0:07:43		0:09:09		0:08:22				0:08:33

				Call Handle Time (Avg)				0:15:47		0:16:22		0:14:42		0:15:38		0:15:00				0:15:29

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.57%		85.61%		85.95%		84.69%		85.79%				85.12%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				91		98		98		79		66				432

		 		Short Abandon (under 60 seconds)				7		4		4		2		0				17

				% of calls answered in under 10 minutes				77.82%		86.51%		73.90%		97.15%		96.35%				86.34%

				Occupancy				na		na		na		na		na				na

				Max Agents				41		41		34		33		27				41



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				151		142		171		136		119				719

				Calls Handled				144		136		148		131		118				677

				Calls Abandoned				7		6		23		4		1				41

				Abandon % (>5%)(Less Short Aban)				4.64%		4.23%		13.45%		2.94%		0.84%				5.22%

				Avg Time to Abandon				0:03:52		0:07:41		0:05:42		0:08:41		0:01:01				0:05:23

				Average Wait Time (>5 min)				0:03:57		0:03:15		0:05:06		0:02:05		0:01:48				0:03:14

				Max Wait Time				0:20:16		0:16:47		0:23:48		0:15:58		0:13:23				0:23:48

				Service Level (<80% calls under 5 min)				71.53%		73.53%		67.57%		86.26%		82.20%				76.22%

				Talk Time (Avg)				0:07:12		0:07:22		0:07:56		0:06:35		0:07:29				0:07:18

				Call Handle Time (Avg)				0:12:30		0:13:03		0:13:27		0:11:32		0:11:06				0:12:19

				Max Agents				5.00		4.93		5.57		4.20		3.64				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				251		245		273		273		215				1257

				Calls Handled				213		213		236		225		207				1094

				Calls Abandoned				37		32		37		47		5				158

				Abandon % (>5%)(Less Short Aban)				14.74%		13.06%		13.55%		17.22%		2.33%				12.18%

				Avg Time to Abandon				0:08:45		0:08:00		0:07:09		0:08:51		0:02:16				0:07:00

		 		Average Wait Time (>5 min)				0:14:12		0:12:09		0:11:41		0:16:57		0:01:18				0:11:15

				Max Wait Time				0:40:15		0:30:33		0:27:54		0:31:39		0:08:56				0:40:15

				Service Level (<80% calls under 5 min)				21.60%		23.94%		21.61%		8.00%		89.86%				33.00%

				Talk Time (Avg)				0:07:10		0:07:12		0:06:46		0:07:27		0:06:15				0:06:58

				Call Handle Time (Avg)				0:09:37		0:09:37		0:09:13		0:09:52		0:08:28				0:09:21

				Max Agents				5.72		5.69		6.04		6.16		4.87				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				91		98		98		79		66				432

				Calls Handled				87		93		91		78		65				415

				Calls Abandoned				3		3		6		1		1				14

				Abandon % (>5%)(Less Short Aban)				3.45%		3.69%		6.15%		1.03%		1.20%				3.10%

				Avg Time to Abandon				0:08:32		0:05:40		0:10:51		0:05:56		0:07:29				0:07:41

				Average Wait Time (>5 min)				0:06:13		0:05:24		0:05:38		0:01:18		0:02:29				0:04:12

				Max Wait Time				0:39:42		0:27:34		0:27:59		0:10:27		0:22:43				0:39:42

				Service Level (<80% calls under 5 min)				45.80%		44.07%		57.00%		71.38%		58.80%				55.41%

				Talk Time (Avg)				0:08:47		0:10:08		0:09:05		0:09:36		0:10:38				0:09:38

				Call Handle Time (Avg)				0:17:19		0:18:38		0:17:07		0:17:26		0:18:30				0:17:48

				Percent. calls transferred by CSS				10.87%		12.07%		13.12%		11.65%		11.11%				11.76%

				Max Agents				16.73		15.41		14.68		14.03		12.84				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				69		0		73		8		8				158

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		1		1				4

				No Response				7		0		0		0		0				7

				Total Requests				76		0		76		9		9				170

				% Connected				91%		na		96%		89%		89%				91.15%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		1		1		0		0				2

				Connected				74		53		85		28		0				240

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				5		2		1		0		0				8

				No Response				3		7		9		1		0				20

				Total Requests				82		63		96		29		0				270

				% Connected				90%		84%		89%		97%		na				89.87%

































































































































































5.5.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				953		855		743		672		600				3823

				Calls Handled				876		765		735		653		560				3589

				Calls Abandoned				73		85		3		16		38				216

				Abandon % (>5%)(Less Short Aban)				7.64%		9.99%		0.47%		2.41%		6.33%				5.37%

				Avg Time to Abandon				0:14:04		0:12:52		0:10:01		0:08:03		0:07:49				0:10:33

				Average Wait Time (>5 min)				0:08:11		0:09:24		0:00:37		0:01:44		0:04:43				0:04:55

				Max Wait Time				0:53:45		0:51:56		0:11:41		0:25:16		0:32:30				0:53:45

				Service Level (<80% calls under 5 min)				46.79%		48.41%		96.81%		87.57%		64.94%				68.90%

				Talk Time (Avg)				0:08:36		0:08:57		0:08:12		0:08:53		0:09:24				0:08:48

				Call Handle Time (Avg)				0:15:42		0:16:23		0:14:42		0:16:12		0:16:56				0:15:59

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.38%		82.63%		84.41%		85.49%		85.33%				84.45%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				120		106		112		75		63				476

		 		Short Abandon (under 60 seconds)				3		8		1		0		3				15

				% of calls answered in under 10 minutes				74.72%		66.75%		99.76%		95.03%		79.87%				83.23%

				Occupancy				na		na		na		na		na				na

				Max Agents				47		44		35		34		31				47



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				149		150		161		145		118				723

				Calls Handled				140		143		150		141		114				688

				Calls Abandoned				9		7		7		4		4				31

				Abandon % (>5%)(Less Short Aban)				6.04%		4.67%		4.35%		2.76%		3.39%				4.24%

				Avg Time to Abandon				0:02:48		0:04:31		0:04:56		0:01:23		0:02:48				0:03:17

				Average Wait Time (>5 min)				0:04:00		0:02:17		0:02:46		0:00:41		0:01:26				0:02:14

				Max Wait Time				0:22:46		0:27:20		0:19:57		0:11:56		0:10:37				0:27:20

				Service Level (<80% calls under 5 min)				71.43%		83.92%		81.33%		95.74%		89.47%				84.38%

				Talk Time (Avg)				0:06:10		0:06:45		0:08:21		0:07:50		0:07:09				0:07:15

				Call Handle Time (Avg)				0:11:14		0:12:11		0:13:34		0:12:54		0:12:27				0:12:28

				Max Agents				4.37		4.84		5.69		5.05		3.94				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				302		296		264		265		211				1338

				Calls Handled				249		265		231		237		181				1163

				Calls Abandoned				53		31		31		28		30				173

				Abandon % (>5%)(Less Short Aban)				17.55%		10.47%		11.74%		10.57%		14.22%				12.91%

				Avg Time to Abandon				0:11:17		0:05:10		0:07:07		0:08:38		0:10:44				0:08:35

		 		Average Wait Time (>5 min)				0:19:27		0:09:03		0:10:47		0:11:16		0:14:11				0:12:56

				Max Wait Time				0:34:57		0:27:09		0:32:19		0:28:56		0:37:10				0:37:10

				Service Level (<80% calls under 5 min)				6.83%		38.49%		36.80%		26.58%		32.60%				28.26%

				Talk Time (Avg)				0:07:04		0:06:45		0:07:13		0:07:09		0:07:49				0:07:12

				Call Handle Time (Avg)				0:09:22		0:09:28		0:10:12		0:09:44		0:10:38				0:09:52

				Max Agents				6.45		6.97		6.54		6.40		5.34				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				120		106		112		75		63				476

				Calls Handled				105		86		111		71		56				429

				Calls Abandoned				11		14		0		2		5				34

				Abandon % (>5%)(Less Short Aban)				10.66%		16.45%		0.33%		3.50%		9.72%				8.13%

				Avg Time to Abandon				0:18:19		0:15:09		0:11:24		0:08:59		0:08:59				0:12:34

				Average Wait Time (>5 min)				0:15:11		0:15:04		0:00:29		0:03:19		0:07:35				0:08:19

				Max Wait Time				0:53:45		0:51:56		0:10:09		0:25:16		0:29:03				0:53:45

				Service Level (<80% calls under 5 min)				12.37%		33.07%		85.20%		59.29%		31.31%				44.25%

				Talk Time (Avg)				0:10:40		0:10:18		0:08:29		0:10:35		0:11:11				0:10:14

				Call Handle Time (Avg)				0:19:02		0:18:22		0:16:51		0:19:02		0:20:22				0:18:43

				Percent. calls transferred by CSS				12.59%		12.40%		15.07%		11.16%		10.50%				12.34%

				Max Agents				20.81		19.52		14.36		13.58		12.21				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		3		0		0		0				4

				Connected				144		138		6		18		48				354

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				4		10		0		2		1				17

				No Response				13		19		0		1		7				40

				Total Requests				162		170		6		21		56				415

				% Connected				89%		81%		100%		86%		86%				88.30%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		3		0		0		0				3

				Connected				90		102		4		7		50				253

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				5		4		0		0		0				9

				No Response				6		12		1		0		5				24

				Total Requests				101		121		5		7		55				289

				% Connected				89%		84%		80%		100%		91%				88.86%

































































































































































4.28.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				1360		1291		929		835		770				5185

				Calls Handled				1001		988		842		766		672				4269

				Calls Abandoned				315		283		78		59		85				820

				Abandon % (>5%)(Less Short Aban)				23.14%		21.89%		8.41%		7.12%		11.03%				14.32%

				Avg Time to Abandon				0:16:09		0:18:49		0:10:02		0:11:36		0:10:39				0:13:27

				Average Wait Time (>5 min)				0:34:51		0:25:04		0:07:47		0:09:32		0:11:02				0:17:39

				Max Wait Time				1:15:46		1:26:41		0:43:08		0:33:04		0:31:50				1:26:41

				Service Level (<80% calls under 5 min)				5.73%		10.96%		48.87%		36.47%		29.89%				26.38%

				Talk Time (Avg)				0:09:12		0:08:54		0:08:44		0:08:58		0:09:31				0:09:03

				Call Handle Time (Avg)				0:16:19		0:15:51		0:15:52		0:15:51		0:16:34				0:16:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.04%		86.99%		82.68%		82.68%		83.40%				84.36%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				135		148		106		106		73				568

		 		Short Abandon (under 60 seconds)				13		10		6		2		9				40

				% of calls answered in under 10 minutes				17.82%		21.82%		77.17%		51.57%		47.55%				43.19%

				Occupancy				na		na		na		na		na				na

				Max Agents				68		64		46		41		39				68



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				313		330		157		171		145				1116

				Calls Handled				271		281		151		163		138				1004

				Calls Abandoned				42		49		5		8		7				111

				Abandon % (>5%)(Less Short Aban)				13.42%		14.85%		3.18%		4.68%		4.83%				8.19%

				Avg Time to Abandon				0:07:37		0:10:34		0:01:29		0:05:27		0:05:30				0:06:07

				Average Wait Time (>5 min)				0:08:17		0:13:49		0:02:42		0:04:14		0:02:37				0:06:19

				Max Wait Time				0:39:34		0:55:09		0:17:42		0:20:11		0:23:02				0:55:09

				Service Level (<80% calls under 5 min)				53.51%		44.48%		79.47%		67.48%		84.78%				65.95%

				Talk Time (Avg)				0:07:46		0:08:55		0:08:07		0:07:09		0:07:14				0:07:50

				Call Handle Time (Avg)				0:11:59		0:13:54		0:13:48		0:11:55		0:12:06				0:12:44

				Max Agents				9.20		10.85		5.79		5.40		4.64				11				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				289		256		276		304		247				1372

				Calls Handled				203		222		248		237		212				1122

				Calls Abandoned				85		34		27		66		35				247

				Abandon % (>5%)(Less Short Aban)				29.41%		13.28%		9.78%		21.71%		14.17%				17.67%

				Avg Time to Abandon				0:17:44		0:09:17		0:11:08		0:11:24		0:07:47				0:11:28

		 		Average Wait Time (>5 min)				0:29:20		0:12:18		0:08:37		0:18:58		0:12:38				0:16:22

				Max Wait Time				1:00:03		0:27:06		0:43:40		0:41:40		0:28:17				1:00:03

				Service Level (<80% calls under 5 min)				9.36%		21.17%		43.15%		17.23%		19.34%				22.05%

				Talk Time (Avg)				0:07:34		0:07:13		0:06:27		0:06:45		0:07:08				0:07:01

				Call Handle Time (Avg)				0:10:14		0:09:44		0:09:07		0:09:12		0:09:51				0:09:37

				Max Agents				4.26		4.50		5.62		5.77		5.26				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				135		148		106		106		73				568

				Calls Handled				99		98		91		95		64				447

				Calls Abandoned				25		31		11		9		6				83

				Abandon % (>5%)(Less Short Aban)				25.20%		31.43%		12.64%		9.70%		10.10%				17.81%

				Avg Time to Abandon				0:20:07		0:24:20		0:11:22		0:12:51		0:09:07				0:15:33

				Average Wait Time (>5 min)				0:40:10		0:32:24		0:15:44		0:13:12		0:09:06				0:22:07

				Max Wait Time				1:15:46		1:26:41		0:43:08		0:33:04		0:31:50				1:26:41

				Service Level (<80% calls under 5 min)				10.02%		13.90%		16.33%		12.57%		25.08%				15.58%

				Talk Time (Avg)				0:10:26		0:09:32		0:10:49		0:10:01		0:09:20				0:10:01

				Call Handle Time (Avg)				0:18:35		0:18:44		0:19:14		0:17:37		0:17:22				0:18:18

				Percent. calls transferred by CSS				9.93%		11.46%		11.41%		12.69%		9.48%				11.00%

				Max Agents				26.00		25.48		19.00		17.65		14.80				26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		0		0		0				2

				Connected				293		211		121		117		73				815

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				7		4		5		5		2				23

				No Response				32		18		7		10		6				73

				Total Requests				334		234		133		132		81				914

				% Connected				88%		90%		91%		89%		90%				89.53%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Busy				0		0		0		0		0				0

				Caller canceled				8		3		1		0		1				13

				Connected				294		309		52		116		147				918

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				12		14		1		2		5				34

				No Response				33		17		4		4		11				69

				Total Requests				347		343		58		122		165				1035

				% Connected				85%		90%		90%		95%		89%				89.73%

































































































































































4.21.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				1014		931		800		799		804				4348

				Calls Handled				929		871		756		742		734				4032

				Calls Abandoned				73		54		38		49		63				277

				Abandon % (>5%)(Less Short Aban)				7.21%		5.80%		4.79%		6.17%		7.78%				6.35%

				Avg Time to Abandon				0:09:46		0:09:36		0:08:03		0:09:18		0:10:54				0:09:31

				Average Wait Time (>5 min)				0:07:22		0:05:27		0:03:01		0:05:20		0:07:05				0:05:39

				Max Wait Time				0:37:27		0:33:09		0:27:12		0:30:32		na				0:37:27

				Service Level (<80% calls under 5 min)				50.63%		56.83%		74.91%		61.23%		44.34%				57.59%

				Talk Time (Avg)				0:08:11		0:08:25		0:08:27		0:08:54		0:09:34				0:08:42

				Call Handle Time (Avg)				0:14:42		0:15:14		0:15:40		0:15:49		0:17:18				0:15:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.97%		84.37%		85.54%		86.95%		87.18%				85.80%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				110		104		97		93		96				500

		 		Short Abandon (under 60 seconds)				12		4		1		5		6				28

				% of calls answered in under 10 minutes				74.25%		83.33%		88.81%		79.35%		72.35%				79.62%

				Occupancy				na		na		na		na		na				na

				Max Agents				46		44		39		39		43				46



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				215		211		163		196		165				950

				Calls Handled				201		200		158		191		156				906

				Calls Abandoned				13		10		5		4		7				39

				Abandon % (>5%)(Less Short Aban)				6.05%		4.74%		3.07%		2.04%		4.24%				4.03%

				Avg Time to Abandon				0:04:40		0:04:41		0:03:31		0:02:32		0:03:12				0:03:43

				Average Wait Time (>5 min)				0:04:40		0:03:21		0:02:43		0:00:53		0:02:40				0:02:51

				Max Wait Time				0:19:34		0:24:50		0:17:41		0:11:40		0:18:01				0:24:50

				Service Level (<80% calls under 5 min)				63.18%		77.00%		76.58%		94.76%		78.21%				77.95%

				Talk Time (Avg)				0:07:26		0:07:33		0:07:43		0:07:03		0:06:41				0:07:17

				Call Handle Time (Avg)				0:12:54		0:12:50		0:13:53		0:12:01		0:12:13				0:12:46

				Max Agents				7.24		7.13		6.09		6.37		5.29				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				295		284		272		257		239				1347

				Calls Handled				275		242		219		223		204				1163

				Calls Abandoned				20		42		53		34		35				184

				Abandon % (>5%)(Less Short Aban)				6.78%		14.79%		19.49%		13.23%		14.64%				13.79%

				Avg Time to Abandon				0:03:14		0:05:42		0:08:36		0:06:34		0:06:00				0:06:01

		 		Average Wait Time (>5 min)				0:03:04		0:08:28		0:12:15		0:10:11		0:10:20				0:08:51

				Max Wait Time				0:16:59		0:27:55		0:41:34		0:32:27		0:32:44				0:41:34

				Service Level (<80% calls under 5 min)				78.18%		39.26%		31.05%		38.57%		30.88%				43.59%

				Talk Time (Avg)				0:06:06		0:06:48		0:07:28		0:07:22		0:06:42				0:06:53

				Call Handle Time (Avg)				0:08:30		0:09:21		0:10:14		0:09:58		0:09:08				0:09:26

				Max Agents				5.47		5.39		5.22		5.08		4.12				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				110		104		97		93		96				500

				Calls Handled				100		95		93		86		87				461

				Calls Abandoned				8		7		3		6		7				32

				Abandon % (>5%)(Less Short Aban)				7.52%		7.76%		3.77%		6.88%		8.61%				6.91%

				Avg Time to Abandon				0:09:50		0:10:49		0:08:15		0:09:09		0:12:05				0:10:01

				Average Wait Time (>5 min)				0:07:12		0:08:00		0:02:58		0:05:50		0:08:23				0:06:28

				Max Wait Time				0:37:27		0:33:09		0:15:07		0:30:32		2:01:28				2:01:28

				Service Level (<80% calls under 5 min)				35.70%		30.92%		52.85%		39.50%		14.97%				34.79%

				Talk Time (Avg)				0:08:38		0:10:07		0:09:08		0:09:15		0:10:55				0:09:36

				Call Handle Time (Avg)				0:16:54		0:18:03		0:16:41		0:17:31		0:20:18				0:17:53

				Percent. calls transferred by CSS				10.85%		11.17%		12.13%		11.64%		11.94%				11.54%

				Max Agents				19.33		18.09		14.73		15.56		18.99				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		0		0		2				4

				Connected				61		73		35		36		97				302

				Error				0		0		0		0		2				2

				Invalid Number				0		0		0		0		0				0

				No Answer				2		4		2		0		7				15

				No Response				10		7		1		1		13				32

				Total Requests				74		85		38		37		121				355

				% Connected				82%		86%		92%		97%		80%				87.58%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		1		0				2

				Connected				128		87		48		90		96				449

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		3		5		1				9

				No Response				9		5		2		9		11				36

				Total Requests				138		92		53		105		108				496

				% Connected				93%		95%		91%		86%		89%				90.50%

































































































































































4.14.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				1148		924		861		753		783				4469

				Calls Handled				934		863		813		724		729				4062

				Calls Abandoned				185		56		42		28		51				362

				Abandon % (>5%)(Less Short Aban)				16.13%		6.11%		4.83%		3.75%		6.50%				7.46%

				Avg Time to Abandon				0:13:47		0:09:04		0:08:26		0:09:52		0:08:58				0:10:01

				Average Wait Time (>5 min)				0:16:57		0:06:01		0:03:53		0:03:23		0:07:01				0:07:27

				Max Wait Time				0:52:43		0:35:41		0:28:04		0:42:32		0:45:02				0:52:43

				Service Level (<80% calls under 5 min)				23.62%		51.02%		70.87%		81.08%		48.33%				54.99%

				Talk Time (Avg)				0:08:58		0:08:34		0:08:36		0:08:27		0:08:31				0:08:37

				Call Handle Time (Avg)				0:15:49		0:15:28		0:15:17		0:15:09		0:15:31				0:15:26

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.01%		84.02%		85.18%		87.52%		84.05%				84.75%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				123		124		113		101		124				585

		 		Short Abandon (under 60 seconds)				10		8		2		5		3				28

				% of calls answered in under 10 minutes				33.88%		79.92%		88.37%		87.35%		70.60%				72.02%

				Occupancy				na		na		na		na		na				na

				Max Agents				56		45		41		36		39				56



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				187		193		190		206		178				954

				Calls Handled				177		179		173		197		176				902

				Calls Abandoned				8		14		16		9		2				49

				Abandon % (>5%)(Less Short Aban)				4.28%		7.25%		8.42%		4.37%		1.12%				5.09%

				Avg Time to Abandon				0:06:09		0:04:21		0:03:45		0:03:55		0:02:16				0:04:05

				Average Wait Time (>5 min)				0:03:32		0:05:22		0:03:46		0:03:33		0:01:02				0:03:27

				Max Wait Time				0:20:40		0:18:57		0:26:27		0:16:36		0:17:11				0:26:27

				Service Level (<80% calls under 5 min)				68.93%		50.28%		75.14%		68.53%		95.45%				71.67%

				Talk Time (Avg)				0:07:32		0:08:15		0:07:14		0:07:18		0:07:07				0:07:29

				Call Handle Time (Avg)				0:12:46		0:13:20		0:12:50		0:12:49		0:12:11				0:12:47

				Max Agents				6.31		6.63		6.17		7.02		5.96				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				310		250		296		261		239				1356

				Calls Handled				256		206		259		211		221				1153

				Calls Abandoned				54		44		37		50		18				203

				Abandon % (>5%)(Less Short Aban)				17.42%		17.60%		12.50%		19.16%		7.53%				14.84%

				Avg Time to Abandon				0:07:52		0:10:07		0:07:54		0:09:59		0:04:33				0:08:05

		 		Average Wait Time (>5 min)				0:14:21		0:17:04		0:09:54		0:14:14		0:05:42				0:12:15

				Max Wait Time				0:37:48		0:32:57		0:29:12		0:33:05		0:17:16				0:37:48

				Service Level (<80% calls under 5 min)				17.19%		8.74%		38.61%		22.75%		47.96%				27.05%

				Talk Time (Avg)				0:06:59		0:07:20		0:06:46		0:07:28		0:07:09				0:07:08

				Call Handle Time (Avg)				0:09:15		0:09:57		0:08:55		0:10:10		0:09:30				0:09:33

				Max Agents				5.39		4.99		5.31		4.84		5.26				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				123		124		113		101		124				585

				Calls Handled				99		113		107		90		111				521

				Calls Abandoned				17		9		5		8		10				49

				Abandon % (>5%)(Less Short Aban)				16.81%		7.65%		4.56%		9.00%		9.30%				9.46%

				Avg Time to Abandon				0:14:15		0:11:11		0:08:11		0:10:31		0:09:13				0:10:40

				Average Wait Time (>5 min)				0:19:50		0:08:01		0:04:55		0:09:08		0:09:57				0:10:22

				Max Wait Time				0:52:43		0:35:41		0:28:04		0:42:32		0:45:02				0:52:43

				Service Level (<80% calls under 5 min)				8.17%		22.13%		29.00%		26.71%		15.50%				20.30%

				Talk Time (Avg)				0:10:21		0:09:41		0:09:23		0:11:15		0:09:15				0:09:59

				Call Handle Time (Avg)				0:18:21		0:17:26		0:16:22		0:19:40		0:18:16				0:18:01

				Percent. calls transferred by CSS				10.71%		13.42%		13.12%		13.41%		15.84%				13.30%

				Max Agents				24.24		18.34		16.94		16.98		17.44				24

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				3		0		0		0		1				4

				Connected				192		88		61		57		83				481

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				11		4		0		4		0				19

				No Response				14		9		3		5		6				37

				Total Requests				220		101		64		66		90				541

				% Connected				87%		87%		95%		86%		92%				89.66%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				5		0		0		0		0				5

				Connected				212		89		40		0		38				379

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				6		2		0		0		1				9

				No Response				22		6		2		0		4				34

				Total Requests				245		97		42		0		43				427

				% Connected				87%		92%		95%		na		88%				90.47%

































































































































































4.7.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				1058		967		822		791		782				4420

				Calls Handled				959		898		776		751		737				4121

				Calls Abandoned				90		61		36		35		35				256

				Abandon % (>5%)(Less Short Aban)				8.52%		6.27%		4.42%		4.39%		4.42%				5.60%

				Avg Time to Abandon				0:11:23		0:09:55		0:08:49		0:08:18		0:06:47				0:09:02

				Average Wait Time (>5 min)				0:09:47		0:07:16		0:05:15		0:04:35		0:04:06				0:06:11

				Max Wait Time				0:37:54		0:40:21		0:25:03		0:27:34		0:28:40				0:40:21

				Service Level (<80% calls under 5 min)				32.65%		57.24%		61.01%		67.65%		67.59%				57.23%

				Talk Time (Avg)				0:08:45		0:08:34		0:08:27		0:09:07		0:08:24				0:08:39

				Call Handle Time (Avg)				0:15:26		0:15:19		0:14:50		0:15:38		0:14:51				0:15:12

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.97%		84.69%		84.60%		85.53%		85.47%				84.85%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				139		101		82		98		101				521

		 		Short Abandon (under 60 seconds)				6		8		3		4		1				22

				% of calls answered in under 10 minutes				55.32%		66.06%		76.70%		81.16%		87.11%				73.27%

				Occupancy				na		na		na		na		na				na

				Max Agents				51		46		37		39		36				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				170		155		152		120		156				753

				Calls Handled				163		149		146		119		149				726

				Calls Abandoned				6		5		5		1		5				22

				Abandon % (>5%)(Less Short Aban)				3.53%		3.23%		3.29%		0.83%		3.21%				2.82%

				Avg Time to Abandon				0:02:12		0:03:03		0:02:51		0:05:32		0:03:04				0:03:20

				Average Wait Time (>5 min)				0:01:27		0:01:34		0:02:54		0:01:37		0:02:12				0:01:56

				Max Wait Time				0:15:58		0:15:15		0:17:58		0:16:09		0:17:01				0:17:58

				Service Level (<80% calls under 5 min)				91.41%		87.92%		78.08%		87.39%		86.58%				86.28%

				Talk Time (Avg)				0:07:59		0:07:55		0:07:59		0:08:51		0:06:31				0:07:51

				Call Handle Time (Avg)				0:14:11		0:13:33		0:13:37		0:14:26		0:11:52				0:13:31

				Max Agents				6.42		5.61		5.56		4.77		4.91				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				280		229		207		271		247				1234

				Calls Handled				246		220		201		243		216				1126

				Calls Abandoned				34		7		3		28		29				101

				Abandon % (>5%)(Less Short Aban)				12.14%		3.06%		1.45%		10.33%		11.74%				7.74%

				Avg Time to Abandon				0:08:00		0:04:29		0:09:38		0:05:49		0:09:07				0:07:24

		 		Average Wait Time (>5 min)				0:10:44		0:02:36		0:02:37		0:06:21		0:09:08				0:06:17

				Max Wait Time				0:25:06		0:16:06		0:17:55		0:21:24		0:25:49				0:25:49

				Service Level (<80% calls under 5 min)				23.17%		78.18%		82.59%		46.91%		46.30%				55.43%

				Talk Time (Avg)				0:06:58		0:06:15		0:07:16		0:06:22		0:07:15				0:06:49

				Call Handle Time (Avg)				0:09:37		0:08:25		0:09:32		0:08:49		0:09:47				0:09:14

				Max Agents				5.47		4.33		4.39		5.02		4.79				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				139		101		82		98		101				521

				Calls Handled				122		89		78		93		93				475

				Calls Abandoned				13		9		3		4		5				34

				Abandon % (>5%)(Less Short Aban)				10.56%		9.56%		3.85%		4.62%		5.78%				6.87%

				Avg Time to Abandon				0:14:10		0:11:18		0:06:16		0:08:37		0:07:17				0:09:31

				Average Wait Time (>5 min)				0:12:50		0:12:42		0:04:17		0:07:00		0:05:59				0:08:33

				Max Wait Time				0:37:54		0:40:21		0:18:58		0:27:34		0:28:40				0:40:21

				Service Level (<80% calls under 5 min)				19.43%		28.11%		36.69%		21.22%		30.77%				27.24%

				Talk Time (Avg)				0:09:14		0:09:14		0:10:01		0:10:28		0:08:36				0:09:30

				Call Handle Time (Avg)				0:16:32		0:17:28		0:17:22		0:18:00		0:16:38				0:17:12

				Percent. calls transferred by CSS				13.14%		10.44%		9.98%		12.39%		12.92%				11.77%

				Max Agents				21.29		19.78		15.04		17.29		15.19				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		2				3

				Connected				151		137		41		70		66				465

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		3		2		1		1				9

				No Response				13		9		2		5		7				36

				Total Requests				167		149		45		76		77				514

				% Connected				90%		92%		91%		92%		86%				90.26%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		0		0		0				2

				Connected				49		71		110		40		36				306

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		1		6		1				9

				No Response				3		8		3		2		0				16

				Total Requests				54		80		114		48		37				333

				% Connected				91%		89%		96%		83%		97%				91.32%

































































































































































Mar 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received (MNsure)		20742												1065				1065				1179		1096		983		941		835				5034				1024		924		840		867		819				4474				1141		1051		889		829		875				4785				1183		1115		985		1028		1073				5384

		Calls Handled		18544												942				942				956		925		883		837		755				4357				944		871		792		783		732				4121				1031		980		850		797		810				4468				1022		969		876		898		891				4655

		Calls Abandoned		1891												105				105				205		150		85		85		72				596				73		41		46		69		76				305				88		64		29		29		53				263				146		121		92		108		154				621

		Abandon % (>5%)(Less Short Aban)		9.00%												9.90%				9.90%				17.37%		13.66%		8.64%		9.04%		8.58%				11.46%				7.11%		4.49%		5.43%		8.01%		9.28%				6.86%				7.71%		6.10%		3.21%		3.53%		6.07%				5.32%				12.33%		10.84%		9.37%		10.46%		14.37%				11.47%

		Avg Time to Abandon		0:12:19												0:12:57				0:12:57				0:15:17		0:23:15		0:20:12		0:09:17		0:10:48				0:15:45				0:09:55		0:07:56		0:09:26		0:09:20		0:09:18				0:09:11				0:09:42		0:13:36		0:08:04		0:10:59		0:09:04				0:10:17				0:16:55		0:12:14		0:10:40		0:11:58		0:15:23				0:13:26

		Average Wait Time (>5 min)		0:11:21												0:15:09				0:15:09				0:20:03		0:14:10		0:08:31		0:08:57		0:10:04				0:12:21				0:07:21		0:03:36		0:05:24		0:09:38		0:10:42				0:07:20				0:10:10		0:07:33		0:03:52		0:03:43		0:07:26				0:06:32				0:18:45		0:13:53		0:09:46		0:13:16		0:21:30				0:15:26

		Max Wait Time		2:01:41												0:44:13				0:44:13				1:03:03		2:01:41		2:01:36		0:28:56		0:43:23				2:01:41				0:43:53		0:20:35		0:31:55		0:56:17		0:37:56				0:56:17				0:37:46		0:49:06		0:29:38		0:31:40		0:26:36				0:49:06				0:56:48		0:47:02		0:36:19		0:46:14		0:59:56				0:59:56

		Service Level (<80% calls under 5 min)		37.24%												17.80%				17.80%				19.06%		32.37%		37.99%		28.88%		37.93%				31.25%				52.99%		69.83%		58.38%		41.47%		37.65%				52.07%				32.67%		52.57%		68.67%		75.25%		47.26%				55.29%				30.20%		33.43%		32.19%		33.95%		19.34%				29.82%

		Talk Time (Avg)		0:08:38												0:08:39				0:08:39				0:08:45		0:08:22		0:08:50		0:08:26		0:09:04				0:08:41				0:08:35		0:09:08		0:08:12		0:08:35		0:08:22				0:08:34				0:08:23		0:08:35		0:08:38		0:08:49		0:08:47				0:08:38				0:08:40		0:08:28		0:08:56		0:08:41		0:08:42				0:08:41

		Call Handle Time (Avg)		0:15:13												0:15:17				0:15:17				0:14:55		0:14:40		0:15:28		0:15:14		0:15:33				0:15:10				0:14:52		0:15:37		0:14:27		0:14:56		0:15:09				0:15:00				0:14:59		0:15:17		0:15:24		0:15:24		0:15:23				0:15:17				0:15:09		0:15:12		0:15:40		0:15:18		0:15:23				0:15:20

		Transfer Out		na												na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.44%												80.92%				80.92%				81.38%		82.70%		84.03%		84.59%		84.72%				83.48%				82.50%		85.13%		85.00%		83.82%		83.86%				84.06%				84.23%		82.44%		84.00%		85.21%		85.26%				84.23%				84.39%		83.19%		83.91%		86.46%		84.70%				84.53%

		Complaints Received		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		2705												167				167				139		134		116		110		109				608				101		100		118		94		97				510				143		146		139		106		114				648				171		130		157		148		166				772

		Short Abandon (under 60 seconds)		111												1				1				12		7		10		4		6				39				2		1		1		5		9				18				7		5		4		0		3				19				9		9		4		6		6				34

		% of calls answered in under 10 minutes		53.18%												31.74%				31.74%				24.88%		44.93%		64.54%		54.76%		57.95%				49.41%				72.54%		88.12%		78.36%		60.02%		57.09%				71.23%				50.13%		71.91%		87.08%		84.95%		60.39%				70.89%				37.53%		44.01%		55.68%		48.73%		27.11%				42.61%

		Occupany		na												na				ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		57.20												52.23				52.23				54.85		50.20		47.21		44.48		40.87				54.85				46.38		44.29		38.49		39.82		38.56				46.38				53.34		51.21		43.94		40.06		42.28				53.34				57.20		52.39		49.57		50.00		52.91				57.20





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received (MNsure)		4297												200				200				208		218		153		189		170				938				189		212		201		197		164				963				194		207		186		179		217				983				193		193		266		291		270				1213

		Calls Handled		4015												180				180				188		207		142		178		154				869				171		196		192		187		159				905				183		197		180		178		193				931				184		177		245		260		264				1130

		Calls Abandoned		263												19				19				19		9		9		10		15				62				15		16		9		10		5				55				10		8		5		1		23				47				8		15		20		31		6				80

		Abandon % (>5%)(Less Short Aban)		6.56%												9.50%				9.50%				9.13%		4.13%		5.88%		5.29%		8.82%				6.65%				7.94%		7.55%		4.48%		5.08%		3.05%				5.62%				5.15%		3.86%		2.69%		0.56%		10.60%				4.57%				4.15%		7.77%		7.52%		10.65%		2.22%				6.46%

		Avg Time to Abandon		0:04:28												0:04:37				0:04:37				0:03:47		0:05:59		0:05:11		0:03:37		0:06:26				0:05:00				0:03:29		0:04:27		0:03:41		0:02:48		0:09:19				0:04:44				0:03:31		0:06:44		0:00:58		0:00:43		0:06:38				0:03:42				0:02:45		0:07:51		0:04:38		0:03:57		0:02:13				0:04:16

		Average Wait Time (>5 min)		0:04:02												0:05:51				0:05:51				0:04:23		0:02:49		0:02:41		0:03:48		0:03:34				0:03:27				0:04:26		0:05:23		0:03:02		0:03:24		0:02:21				0:03:43				0:03:30		0:02:54		0:02:24		0:00:36		0:05:11				0:02:55				0:02:52		0:05:00		0:04:55		0:06:13		0:02:21				0:04:16

		Max Wait Time		0:32:44												0:25:04				0:25:04				0:27:58		0:19:39		0:18:59		0:17:49		0:25:31				0:27:58				0:25:25		0:24:20		0:26:16		0:19:09		0:16:47				0:26:16				0:17:50		0:23:34		0:13:32		0:12:42		0:32:44				0:32:44				0:15:55		0:30:53		0:16:26		0:25:47		0:15:14				0:30:53

		Service Level (<80% calls under 5 min)		69.00%												53.89%				53.89%				72.34%		82.13%		80.28%		68.54%		76.62%				75.98%				67.84%		55.61%		81.77%		70.05%		81.13%				71.28%				74.32%		77.16%		79.44%		97.75%		62.69%				78.27%				76.63%		62.36%		58.54%		49.62%		80.68%				65.56%

		Talk Time (Avg)		0:07:40												0:07:51				0:07:51				0:08:06		0:08:25		0:07:47		0:08:11		0:07:29				0:07:59				0:07:50		0:08:12		0:07:25		0:06:43		0:07:20				0:07:30				0:07:07		0:07:19		0:07:13		0:07:06		0:07:48				0:07:18				0:08:30		0:07:46		0:07:12		0:07:28		0:07:52				0:07:45

		Call Handle Time (Avg)		0:12:37												0:12:40				0:12:40				0:13:36		0:13:24		0:12:30		0:12:31		0:12:29				0:12:54				0:12:16		0:13:35		0:12:19		0:11:42		0:12:17				0:12:25				0:12:39		0:13:14		0:12:17		0:11:35		0:13:00				0:12:33				0:13:21		0:12:56		0:11:35		0:12:38		0:12:31				0:12:36

		Max Agents		9.18												8.41				8.41				8.36		8.64		4.97		7.18		6.60				8.64				7.75		7.40		6.57		6.07		5.42				7.75				6.43		7.24		6.14		5.76		6.97				7.24				6.83		6		7.88		9.12		9.18				9.18





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received (MNsure)		5235												254				254				269		264		251		274		251				1309				242		245		263		243		253				1246				264		248		256		259		219				1246				237		221		247		265		210				1180

		Calls Handled		4534												235				235				222		188		232		252		230				1124				207		205		237		228		230				1107				207		210		219		205		182				1023				211		207		224		227		176				1045

		Calls Abandoned		696												19				19				47		75		19		22		21				184				35		40		25		15		22				137				57		38		36		54		37				222				26		14		23		38		33				134

		Abandon % (>5%)(Less Short Aban)		12.31%												7.48%				7.48%				17.47%		28.41%		7.57%		8.03%		8.37%				13.97%				14.46%		16.33%		9.51%		6.17%		8.70%				11.03%				21.59%		15.32%		14.06%		20.85%		16.89%				17.74%				10.97%		6.33%		9.31%		14.34%		15.71%				11.33%

		Avg Time to Abandon		0:07:55												0:06:11				0:06:11				0:09:25		0:14:53		0:07:19		0:04:31		0:04:36				0:08:08				0:10:47		0:07:17		0:06:31		0:06:20		0:03:08				0:06:48				0:09:48		0:07:15		0:09:36		0:12:18		0:11:09				0:10:01				0:06:58		0:08:33		0:08:10		0:07:05		0:11:33				0:08:27

		Average Wait Time (>5 min)		0:11:26												0:06:47				0:06:47				0:15:47		0:24:57		0:09:19		0:05:18		0:04:56				0:12:03				0:17:34		0:15:32		0:09:13		0:05:15		0:07:29				0:11:00				0:18:47		0:14:20		0:11:44		0:19:44		0:16:43				0:16:15				0:08:12		0:06:21		0:10:59		0:12:11		0:17:55				0:11:07

		Max Wait Time		0:52:58												0:27:22				0:27:22				0:40:22		0:44:25		0:27:22		0:25:55		0:20:50				0:44:25				0:37:12		0:32:16		0:30:49		0:31:49		0:20:21				0:37:12				0:36:28		0:36:40		0:51:27		0:47:10		0:39:14				0:51:27				0:29:11		0:26:38		0:27:55		0:30:36		0:52:58				0:52:58

		Service Level (<80% calls under 5 min)		37.01%												60.85%				60.85%				20.27%		6.38%		35.78%		59.13%		58.70%				36.05%				17.39%		9.27%		41.35%		68.42%		35.65%				34.42%				3.86%		8.57%		43.38%		18.05%		23.63%				19.50%				46.45%		55.07%		23.21%		22.47%		23.86%				34.21%

		Talk Time (Avg)		0:07:05												0:06:19				0:06:19				0:07:25		0:08:17		0:07:55		0:06:36		0:06:42				0:07:23				0:07:21		0:07:57		0:06:56		0:06:50		0:06:56				0:07:12				0:07:42		0:07:15		0:07:06		0:06:41		0:07:39				0:07:16				0:07:21		0:07:24		0:06:56		0:06:50		0:07:47				0:07:15

		Call Handle Time (Avg)		0:09:36												0:08:33				0:08:33				0:10:12		0:10:59		0:10:10		0:08:50		0:08:58				0:09:49				0:10:00		0:10:25		0:09:18		0:09:18		0:09:18				0:09:39				0:10:00		0:09:47		0:09:35		0:09:23		0:10:45				0:09:54				0:10:03		0:10:01		0:09:45		0:09:37		0:11:00				0:10:05

		Max Agents		5.44												4.64				4.64				5.15		4.71		5.44		5.11		4.68				5.44				4.68		4.92		5.11		4.81		4.92				5.11				4.58		4.77		4.76		4.23		4.28				4.77				4.94		5		4.96		5.04		4.28				5.04





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received		2705												167				167				139		134		116		110		109				608				101		100		118		94		97				510				143		146		139		106		114				648				171		130		157		148		166				772

		Calls Handled		2392												148				147.5727069351				109		110		104		98		94				514				94		97		109		85		86				472				132		127		133		100		104				596				137		117		146		124		138				663

		Calls Abandoned		229												14				13.5357516428				22		17		10		9		11				68				6		2		7		7		9				31				9		14		4		5		8				39				23		10		9		15		20				78

		Abandon %		9.43%												9.17%				9.17%				20.17%		15.30%		9.73%		8.95%		11.39%				13.11%				6.77%		2.33%		6.27%		7.71%		9.86%				6.59%				6.44%		10.71%		3.02%		5.23%		7.24%				6.53%				16.97%		8.49%		6.09%		12.47%		14.77%				11.76%

		Avg Time to Abandon		0:12:48												0:13:24				0:13:24				0:17:23		0:19:19		0:15:23		0:09:32		0:11:32				0:14:37				0:13:39		0:07:01		0:11:52		0:10:47		0:09:01				0:10:28				0:08:45		0:16:06		0:08:21		0:14:13		0:08:45				0:11:14				0:20:46		0:11:11		0:09:28		0:12:49		0:17:20				0:14:18

		Average Wait Time (>5 min)		0:13:16												0:17:02				0:17:02				0:24:07		0:17:36		0:09:18		0:07:32		0:13:26				0:14:23				0:10:32		0:03:53		0:06:58		0:12:36		0:13:37				0:09:31				0:07:48		0:12:56		0:04:11		0:06:46		0:09:07				0:08:09				0:28:15		0:11:32		0:08:31		0:15:11		0:23:01				0:17:18

		Max Wait Time		2:01:41												0:41:07				0:41:07				1:03:03		2:01:41		2:01:36		0:25:45		0:43:23				2:01:41				0:43:53		0:19:16		0:31:55		0:56:17		0:37:56				0:56:17				0:25:44		0:49:06		0:29:38		0:31:40		0:24:09				0:49:06				0:56:48		0:36:14		0:28:30		0:36:34		0:59:56				0:59:56

		Service Level (<80% calls under 5 min)		17.71%												2.28%				2.28%				7.84%		17.05%		23.96%		18.06%		9.86%				15.35%				26.63%		43.57%		26.58%		31.56%		10.54%				27.78%				20.13%		14.69%		42.86%		43.99%		24.23%				29.18%				9.03%		23.02%		16.24%		16.16%		5.31%				13.95%

		Talk Time (Avg)		0:10:14												0:10:49				0:10:49				0:10:58		0:09:41		0:09:21		0:10:49		0:10:35				0:10:16				0:09:56		0:10:45		0:09:10		0:10:29		0:09:24				0:09:56				0:09:15		0:10:40		0:10:14		0:09:27		0:10:29				0:10:01				0:10:08		0:09:10		0:09:15		0:11:49		0:10:14				0:10:07

		Call Handle Time (Avg)		0:17:46												0:17:59				0:17:59				0:18:11		0:16:28		0:17:05		0:18:00		0:17:55				0:17:31				0:17:06		0:18:14		0:17:04		0:17:32		0:16:45				0:17:20				0:17:15		0:18:57		0:18:11		0:17:56		0:18:25				0:18:08				0:17:11		0:17:08		0:17:31		0:19:36		0:17:47				0:17:50

		Percent. calls transferred by front line/General Queue		13.45%												3:45:48				15.68%				2:49:46		2:56:03		2:49:55		2:48:19		3:07:58				2:54:24				2:22:01		2:35:50		3:22:17		2:36:07		2:50:32				2:45:22				3:00:28		3:20:02		3:45:09		3:04:07		3:07:36				3:15:28				3:28:08		2:47:53		3:49:31		3:27:18		3:42:46				14.38%

		Max Agents		24.56												22.31				22.31				23.52		20.61		19.49		19.53		17.90				23.52				18.94		17.36		17.38		17.67		16.50				18.94				22.31		24.56		20.04		17.12		18.35				24.56				23.89		17:31:12		20.76		22.25		21.72				23.89





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Busy		3												0				0				0		0		0		0		2				2				0		0		0		0		0				0				0		0		1		0		0				1				0		0		0		0		0		0		0

		Caller canceled		24												2				2				5		3		2		0		2				12				0		0		1		1		2				4				0		1		0		0		1				2				1		1		0		1		1		0		4

		Connected		2543												158				158				265		186		105		96		97				749				104		76		68		69		66				383				70		142		52		73		107				444				244		122		103		139		201		0		809

		Error		7												0				0				0		0		0		0		0				0				0		1		0		0		0				1				0		0		0		2		2				4				2		0		0		0		0		0		2

		Invalid Number		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0

		No Answer		82												8				8				7		6		2		5		3				23				2		0		4		1		3				10				2		2		1		6		2				13				11		5		4		2		6		0		28

		No Response		210												7				7				26		24		10		11		8				79				11		6		3		5		6				31				3		7		10		3		6				29				17		9		4		11		23		0		64

		Total Requests		2869												175				175				303		219		119		112		112				865				117		83		76		76		77				429				75		152		64		84		118				493				275		137		111		153		231		0		907

		% Connected 		88.99%												90%				90.29%				87%		85%		88%		86%		87%				87%				89%		92%		89%		91%		86%				89%				93%		93%		81%		87%		91%				89%				89%		89%		93%		91%		87%		0%		89.69%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Busy		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0

		Caller canceled		28												3				3				5		4		1		0		0				10				0		0		0		2		2				4				2		1		0		0		1				4				1		2		0		2		2		0		7

		Connected		3018												234				234				265		179		173		185		105				907				87		76		77		132		91				463				183		80		78		38		112				491				191		188		170		150		224		0		923

		Error		8												0				0				0		1		0		0		0				1				0		1		0		0		0				1				3		0		0		0		0				3				2		1		0		0		0		0		3

		Invalid Number		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0

		No Answer		117												11				11				7		9		7		9		5				37				2		0		1		4		4				11				5		3		1		2		8				19				7		12		3		3		14		0		39

		No Response		260												19				19				26		12		17		11		12				78				4		6		5		5		8				28				15		8		6		3		14				46				19		19		14		13		24		0		89

		Total Requests		3431												267				267				303		205		198		205		122				1033				93		83		83		143		105				507				208		92		85		43		135				563				220		222		187		168		264		0		1061

		% Connected 		88.32%												88%				87.64%				87%		87%		87%		90%		86%				87.69%				94%		92%		93%		92%		87%				91%				88%		87%		92%		88%		83%				88%				87%		85%		91%		89%		85%		0%		87.31%





		Top Call Drivers		Mar		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		789												47				47				43		36		43		41		31				194				44		45		28		41		30				188				36		48		40		32		38				194				39		29		36		32		30				166

		A Referral-Consumer to Contact Assister^		18																0																0												18				18																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		22																0																0																0																0												22				22

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		173																0				23												23				20				19								39				39				24				21				84				27												27

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		548												23				23				29		27		33		22		31				142						28		20		21						69				36		28		28		25		24				141				26		41		42		34		30				173

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		89																0								23								23				20												20																0						26				20						46

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		663												34				34				37		27		27		26		20				137				21		24		20		27		40				132				28		49		33		26		27				163				49		35		29		29		55				197

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1285												58				58				55		72		60		41		50				278				70		76		56		46		61				309				75		75		60		69		69				348				80		65		46		56		45				292

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1009												34				34				43		31		48		53		44				219				56		67		43		48		39				253				53		50		43		65		46				257				49		69		54		39		35				246

		How To Enroll In a Plan?		2245												104				104				112		130		124		124		90				580				100		104		109		97		82				492				112		118		91		85		108				514				124		119		99		93		120				555

		Income Change		19																0								19								19																0																0																0

		Income Decrease		448												26				26				29		24		23		27		23				126				31		26		38		22		17				134				32		23				27						82				29				27		24						80

		Income Increase		86																0						20						21				41												19				19																0						26										26

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		3099												171				171				176		175		136		145		118				750				187		173		139		133		131				763				177		162		138		125		107				709				144		134		126		178		124				706

		MNTR		0																0																0																0																0																0

		Multiple changes		346																0				29		29										58						21				21		16				58						36		22		23		28				109				23		27		26		22		23				121

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		67																0										21						21								19								19				27												27																0

		Payment/Billing Questions		23												23				23																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		202																0										21		20				41						25										25						25		19		25		24				93								21				22				43

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		50												31				31																0										19						19																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		11																0																0																0										11						11																0

		CSR QHP  Status		52																0						11						10				21				14		10										24				7												7																0

		CSR-Determination Result		130												14				14				15								13				28				11		15		10		7		14				57								10		9						19				12												12

		CSR-Status of Enrollment		221												18				18				18				9		11		13				51				28				14		16						58				15						10		10				35				11		12		19				17				59

		CSR-Status of Reported Change		50																0																0												40				40				10												10																0

		CSR-Status Before Appt		946												48				48				41		44		38		50		20				193				33		48		50		33						164				47		66		50		47		58				268				41		46		52		56		78				273

		CSR-Status of SEP		138																0						11		7								18						11						11				22						10		11				13				34								17		20		27				64

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		10																0										10						10																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		45												21				21				17												17												7				7																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		40																0								7		9						16										11						11																0										13						13

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		41												15				15								7								7																0						11										11						8										8

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		228																0				13		15										28				12						15						27				8		10		14		21		16				69				17		10		26		23		28				104

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		20																0																0						11		9								20																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		155																0						11				10		13				34								8				8				16						8		9				16				33				8		8		16		18		22				72

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		432																0				22		18		25		26		22				113				31		21		25		24		19				120				17				28		29		18				92				24		21		17		25		20				107

		CSR-Determination Result		1168												62				62				63		47		65		67		59				301				59		59		75		51		59				303				60		49		45		40		33				227				59		57		57		63		39				275

		CSR-Newborn Status		286												20				20				24				25								49						32						25				57				25		23				21		17				86				26		20				28						74

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		182																0										23		18				41				77				16		14						107						18										18												16				16

		CSR-Public Program Status		1351												69				69				65		57		75				81				278						76		73		85		69				303				83		73		61		65		60				342				70		78		85		71		55				359

		CSR-Public Program Renewal		1388												76				76				81		88		88		76		62				395				57		47		75		66		77				322				60		69		91		51		66				337				48		49		63		43		55				258

		CSR-Status Before Appointment		86																0										86						86																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		91												17				17						15										15				18												18								17								17								24								24

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		644		 														0		 		40		39		27		35		26				167		 		55		45		24		31		25				180		 		40		43		29		28		14				154		 		30		36		28		49						143

		Counties		2160		 														0		 		136		136		109		110		92				583		 		132		128		115		102		106				583		 		137		119		109		97		93				555		 		114		98		98		129						439









		 

		Top Call Drivers

		CC		Mar		18544

		MCRE/Counties		3099		0.1671166067

		How To Enroll In a Plan?		2245		0.1210638212

		How Do I Apply?		1285		0.0692948821

		How Do I Update My Application?		1009		0.0544113121

		A Referral		789		0.0425475969

		Gain of ESI/MEC		663		0.0357529236

		Directed to Submit Verifications		548		0.0295514361

		Income Decrease		448		0.0241588383

		Multiple changes		346		0.0186583885

		Request to Close Application^		202		0.0108930476

		Checking on Status of Reported Change		173		0.0093291942

		Enrollment Status Check		89		0.0047994121

		Income Increase		86		0.0046376341

		Password Reset/Account Unlock		67		0.0036130405

		Same Day Term		50		0.0026962989

		Payment/Billing Questions		23		0.0012402975

		Caller Hung Up without Speaking		22		0.0011863715

		Income Change		19		0.0010245936

		A Referral-Consumer to Contact Assister^		18		0.0009706676



		Broker		 		4015

		CSR-Status Before Appt		946		0.2356164384

		Lost or will lose employer health care coverage		228		0.0567870486

		CSR-Status of Enrollment		221		0.0550435866

		SEP Plan Selection		155		0.0386052304

		CSR-Status of SEP		138		0.0343711083

		CSR-Determination Result		130		0.0323785803

		CSR QHP  Status		52		0.0129514321

		CSR-Status of Reported Change		50		0.0124533001

		Gain of ESI/MEC		45		0.0112079701

		How To Enroll In a Plan?		41		0.0102117061

		How Do I Apply?		40		0.0099626401

		Request to Close Application^		20		0.00498132

		CSR Public Program Status		11		0.002739726

		Directed to Complete Caspio Form		10		0.00249066



		ARC				4534

		CSR-Public Program Renewal		1388		0.3061314513

		CSR-Public Program Status		1351		0.2979708866

		CSR-Determination Result		1168		0.2576091751

		CSR- QHP Status		432		0.0952801059

		CSR-Newborn Status		286		0.063078959

		CSR-Pending Case		182		0.0401411557

		Password Reset/Account Unlock		91		0.0200705779

		CSR-Status Before Appointment		86		0.0189677989





Feb 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25												Thru 2/26

		Calls Received (MNsure)		21059										1133		998				2131				1105		1147		1003		869		883				5007				1078		980		790		872		908				4628						1385		1144		987		855				4371				1278		1252		1188		1204						4922												17415

		Calls Handled		19481										1022		890				1912				1071		1062		982		832		852				4799				1017		953		772		863		880				4485						1160		1031		945		845				3981				1112		1075		1079		1040						4305												16454

		Calls Abandoned		1395										95		104				199				30		85		19		32		27				193				52		19		17		6		27				120						190		92		39		11				331				140		168		90		154						552												843

		Abandon % (>5%)(Less Short Aban)		6.71%										8.36%		10.42%				9.39%				2.70%		7.41%		1.85%		3.67%		3.11%				3.75%				4.81%		1.89%		2.17%		0.65%		2.98%				2.50%						13.70%		8.02%		3.95%		1.24%				6.73%				10.99%		13.40%		7.57%		12.81%						11.19%												6.67%

		Avg Time to Abandon		0:10:28										0:11:14		0:11:16				0:11:15				0:06:30		0:11:02		0:06:39		0:07:51		0:08:20				0:08:04				0:25:55		0:05:59		0:07:01		0:05:12		0:08:03				0:10:26						0:13:27		0:08:52		0:06:37		0:07:10				0:09:01				0:14:09		0:15:23		0:09:44		0:15:04						0:13:35												0:10:35

		Average Wait Time (>5 min)		0:08:00										0:12:23		0:11:28				0:11:55				0:01:52		0:06:22		0:01:59		0:04:15		0:04:18				0:03:45				0:04:34		0:02:01		0:01:56		0:00:28		0:03:52				0:02:34						0:18:03		0:08:11		0:03:07		0:01:38				0:07:44				0:16:21		0:15:16		0:09:10		0:15:18						0:14:01												0:08:28

		Max Wait Time		2:01:29										0:40:13		0:52:48				0:52:48				0:23:21		2:00:56		0:15:33		0:20:28		0:24:53				2:00:56				2:01:29		0:14:51		0:35:32		0:10:38		0:21:50				2:01:29						1:07:53		0:44:16		0:21:38		0:22:15				1:07:53				0:55:10		1:01:08		0:30:31		1:01:09						1:01:09												1:01:09

		Service Level (<80% calls under 5 min)		52.95%										24.65%		36.49%				30.57%				87.53%		60.64%		85.00%		63.77%		64.59%				72.31%				66.11%		83.79%		88.43%		98.87%		69.07%				81.25%						19.39%		38.58%		74.73%		90.11%				55.70%				25.47%		20.24%		31.41%		22.49%						24.90%												53.06%

		Talk Time (Avg)		0:08:17										0:08:15		0:08:21				0:08:18				0:08:16		0:08:02		0:07:53		0:08:08		0:08:25				0:08:08				0:08:17		0:08:22		0:08:32		0:08:07		0:08:07				0:08:17						0:08:07		0:08:10		0:08:11		0:08:34				0:08:15				0:08:20		0:08:19		0:08:17		0:08:53						0:08:27												0:08:15

		Call Handle Time (Avg)		0:14:41										0:14:48		0:15:11				0:14:59				0:14:35		0:14:30		0:13:57		0:14:53		0:14:57				0:14:34				0:14:43		0:15:07		0:14:40		0:14:01		0:14:02				0:14:30						0:14:19		0:13:55		0:14:20		0:14:58				0:14:23				0:14:57		0:14:47		0:14:50		0:15:27						0:15:00												0:14:40

		Transfer Out		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na						na												na

		First Call Resolution %		83.06%										80.82%		81.69%				81.26%				83.46%		81.81%		81.41%		82.82%		84.77%				82.86%				83.26%		84.32%		84.48%		84.37%		82.38%				83.76%						83.13%		83.57%		84.24%		83.94%				83.72%				84.30%		83.63%		83.20%		83.69%						83.71%												83.18%

		Complaints Received		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0						0												0

		Complaints Resolved		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0						0												0

		Helpline (Transfers from Vendor)		3908										231		192				423				226		216		188		166		147				943				190		185		178		206		198				957						213		190		177		191				771				187		203		238		186						814												3094

		Short Abandon (under 60 seconds)		88										5		4				9				3		9		0		4		2				18				0		1		1		2		1				5						15		7		5		0				27				13		5		3		8						29												59

		% of calls answered in under 10 minutes		69.00%										47.36%		55.68%				51.52%				95.66%		76.72%		98.46%		82.14%		86.62%				87.92%				83.47%		96.21%		94.37%		99.91%		83.83%				91.56%						25.73%		66.97%		92.03%		95.54%				70.07%				39.14%		37.02%		55.97%		43.56%						43.92%												68.04%

		Occupany		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na						na												na

		Max Agents		63.42										56.09		50.75				56.09				53.83		55.35		46.16		42.73		42.69				55.35				51.96		48.80		39.49		41.98		43.13				51.96						63.42		51.38		46.30		43.53				63.42				60.58		60.01		58.60		59.93						60.58												232

																																								0		0		0		0		0		0		0



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25

		Calls Received (MNsure)		4620										276		196				472				241		239		176		201		186				1043				233		223		180		160		167				963						265		258		214		226				963				252		286		316		325						1179

		Calls Handled		4271										236		190				426				223		224		166		190		172				975				215		210		169		154		164				912						243		236		205		207				891				232		244		288		303						1067

		Calls Abandoned		327										37		5				42				18		13		8		11		12				62				17		12		11		5		2				47						22		22		6		19				69				20		42		25		20						107

		Abandon % (>5%)(Less Short Aban)		6.93%										13.41%		2.55%				7.98%				7.47%		5.44%		4.55%		5.47%		6.45%				5.88%				7.30%		5.38%		6.11%		3.12%		1.20%				4.62%						8.30%		8.53%		2.80%		8.41%				7.01%				7.94%		14.69%		7.91%		6.15%						9.17%

		Avg Time to Abandon		0:06:17										0:10:44		0:03:48				0:07:16				0:04:42		0:06:56		0:05:19		0:04:54		0:10:38				0:06:29				0:05:52		0:08:01		0:05:09		0:03:10		0:03:31				0:05:08						0:05:55		0:07:27		0:03:33		0:06:29				0:05:51				0:05:43		0:10:05		0:06:06		0:04:48						0:06:40

		Average Wait Time (>5 min)		0:04:57										0:09:23		0:03:15				0:06:19				0:03:36		0:05:05		0:03:00		0:04:57		0:05:16				0:04:22				0:04:33		0:03:42		0:04:12		0:01:49		0:00:17				0:02:54						0:05:52		0:05:35		0:01:52		0:05:52				0:04:47				0:05:03		0:10:16		0:06:21		0:03:58						0:06:24

		Max Wait Time		0:50:58										0:45:57		0:18:32				0:45:57				0:23:22		0:18:58		0:16:04		0:22:33		0:50:58				0:50:58				0:20:14		0:18:21		0:21:31		0:14:05		0:05:19				0:21:31						0:45:15		0:31:18		0:13:10		0:22:19				0:45:15				0:23:16		0:50:11		0:26:08		0:26:12						0:50:11

		Service Level (<80% calls under 5 min)		66.04%										48.73%		73.68%				61.21%				73.99%		57.59%		74.70%		60.53%		72.09%				67.78%				61.86%		68.10%		63.91%		87.66%		99.39%				76.18%						56.38%		68.22%		86.83%		55.56%				66.75%				59.48%		43.85%		55.56%		74.26%						58.29%

		Talk Time (Avg)		0:08:28										0:09:29		0:09:46				0:09:37				0:07:52		0:08:32		0:08:30		0:07:59		0:08:30				0:08:16				0:08:35		0:08:10		0:08:35		0:08:25		0:07:58				0:08:20						0:08:49		0:08:15		0:08:16		0:08:10				0:08:22				0:07:25		0:07:50		0:07:42		0:07:57						0:07:43

		Call Handle Time (Avg)		0:14:01										0:14:59		0:15:29				0:15:14				0:13:04		0:13:48		0:14:02		0:14:10		0:13:24				0:13:41				0:14:31		0:14:10		0:15:46		0:14:07		0:12:32				0:14:13						0:14:21		0:13:35		0:14:09		0:13:03				0:13:47				0:13:12		0:13:52		0:12:11		0:13:41						0:13:14

		Max Agents		11.56										9.82		8.17				9.82				8.10		8.59		6.51		7.48		6.43				8.59				8.66		8.27		7.44		6.08		5.75				8.66						9.69		8.91		8.13		7.50				9.69				8.73		9		9.78		11.56						11.56





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25

		Calls Received (MNsure)		5003										280		260				540				231		243		231		256		200				1161				248		228		229		242		240				1187						270		265		248		175				958				305		279		304		269						1157

		Calls Handled		4103										208		208				416				178		176		185		200		178				917				199		198		205		212		211				1025						219		213		217		164				813				246		215		243		228						932

		Calls Abandoned		895										72		51				123				53		67		46		56		21				243				48		30		24		30		29				161						51		52		30		11				144				59		64		60		41						224

		Abandon % (>5%)(Less Short Aban)		18.05%										25.71%		19.62%				22.67%				22.94%		27.57%		19.91%		21.88%		10.50%				20.56%				19.35%		13.16%		10.48%		12.40%		12.08%				13.49%						18.89%		19.62%		12.10%		6.29%				14.23%				19.34%		22.94%		19.74%		15.24%						19.32%

		Avg Time to Abandon		0:09:31										0:11:29		0:09:25				0:10:27				0:13:26		0:10:29		0:09:04		0:11:54		0:12:42				0:11:31				0:07:57		0:07:48		0:09:49		0:08:08		0:05:20				0:07:48						0:11:38		0:10:11		0:06:47		0:05:29				0:08:31				0:10:55		0:10:20		0:08:44		0:07:20						0:09:19

		Average Wait Time (>5 min)		0:14:46										0:19:25		0:13:54				0:16:39				0:19:02		0:20:14		0:19:05		0:19:15		0:13:29				0:18:13				0:14:48		0:13:19		0:06:57		0:11:38		0:07:46				0:10:53						0:17:03		0:16:09		0:08:57		0:04:24				0:11:38				0:19:04		0:18:47		0:15:35		0:12:21						0:16:26

		Max Wait Time		0:46:01										0:45:41		0:31:59				0:45:41				0:42:31		0:41:35		0:44:04		0:35:11		0:46:01				0:46:01				0:39:51		0:29:36		0:31:03		0:32:21		0:29:06				0:39:51						0:39:51		0:38:13		0:25:31		0:18:45				0:39:51				0:44:36		0:34:43		0:33:43		0:35:58						0:44:36

		Service Level (<80% calls under 5 min)		22.98%										13.94%		19.71%				16.83%				16.29%		9.09%		8.65%		11.00%		35.39%				16.08%				27.14%		18.18%		62.93%		18.40%		45.50%				34.43%						23.74%		12.68%		33.18%		61.59%				32.80%				18.70%		4.19%		10.70%		25.44%						14.76%

		Talk Time (Avg)		0:07:12										0:07:04		0:06:52				0:06:58				0:08:07		0:07:17		0:08:16		0:06:59		0:07:03				0:07:32				0:07:25		0:06:55		0:07:29		0:06:35		0:06:56				0:07:04						0:07:07		0:08:02		0:07:11		0:06:25				0:07:11				0:06:46		0:07:45		0:07:17		0:07:26						0:07:18

		Call Handle Time (Avg)		0:09:43										0:09:31		0:09:18				0:09:24				0:10:21		0:09:57		0:10:50		0:09:29		0:09:24				0:10:00				0:09:55		0:09:20		0:09:56		0:09:11		0:09:42				0:09:36						0:09:54		0:11:02		0:09:21		0:08:47				0:09:46				0:09:16		0:10:21		0:09:52		0:09:50						0:09:49

		Max Agents		5.96										4.31		4.27				4.31				5.12		4.86		5.56		5.27		4.65				5.56				5.51		4.15		4.63		4.22		4.62				5.51						5.03		5.37		4.66		3.06				5.37				5.34		5		5.96		5.10						5.96





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25

		Calls Received		3908										231		192				423				226		216		188		166		147				943				190		185		178		206		198				957						213		190		177		191				771				187		203		238		186						814

		Calls Handled		3594										207		157				364				220		188		185		159		142				894				175		182		170		203		190				920						181		177		170		186				714				168		165		220		147						701

		Calls Abandoned		240										18		25				43				4		20		3		6		4				37				11		2		6		2		6				27						24		10		6		5				45				16		29		15		28						88

		Abandon %		7.81%										8.55%		16.13%				12.34%				1.96%		10.85%		1.45%		3.50%		2.68%				4.09%				6.21%		1.09%		3.60%		0.90%		3.40%				3.04%						13.52%		5.84%		3.49%		2.44%				6.32%				9.24%		17.41%		6.97%		19.32%						13.24%

		Avg Time to Abandon		0:11:02										0:11:39		0:13:22				0:12:30				0:06:14		0:12:32		0:05:35		0:07:36		0:07:41				0:07:55				0:23:33		0:06:20		0:07:06		0:03:44		0:07:47				0:09:42						0:15:31		0:08:56		0:08:46		0:07:13				0:10:06				0:09:36		0:19:52		0:10:29		0:19:57						0:14:58

		Average Wait Time (>5 min)		0:11:05										0:17:50		0:22:17				0:20:03				0:02:51		0:10:59		0:02:00		0:04:44		0:05:09				0:05:08				0:06:27		0:01:35		0:03:42		0:00:42		0:05:33				0:03:35						0:20:07		0:08:07		0:04:15		0:03:01				0:08:52				0:11:37		0:22:10		0:09:56		0:27:19						0:17:45

		Max Wait Time		2:01:24										0:40:13		0:52:48				0:52:48				0:23:21		2:00:56		0:15:33		0:20:28		0:20:24				2:00:56				2:01:24		0:13:05		0:35:32		0:10:38		0:21:50				2:01:24						1:07:53		0:44:16		0:21:38		0:22:15				1:07:53				0:29:41		1:01:08		0:29:53		1:01:09						1:01:09

		Service Level (<80% calls under 5 min)		29.04%										6.04%		5.25%				5.65%				53.05%		22.70%		51.04%		35.83%		32.60%				39.04%				35.50%		67.25%		55.58%		73.64%		31.66%				52.73%						11.78%		15.85%		46.07%		51.78%				31.37%				18.98%		19.44%		19.59%		7.55%						16.39%

		Talk Time (Avg)		0:10:18										0:10:29		0:10:59				0:10:44				0:10:13		0:10:06		0:09:22		0:09:27		0:09:53				0:09:48				0:10:09		0:10:41		0:10:24		0:10:12		0:10:22				0:10:21						0:10:50		0:09:47		0:09:49		0:10:40				0:10:16				0:10:08		0:10:21		0:10:28		0:10:27						0:10:21

		Call Handle Time (Avg)		0:17:50										0:18:16		0:19:19				0:18:47				0:17:49		0:18:04		0:16:28		0:17:03		0:17:36				0:17:24				0:18:00		0:18:28		0:17:36		0:17:16		0:17:40				0:17:48						0:18:13		0:16:37		0:17:09		0:18:14				0:17:33				0:17:16		0:17:37		0:18:03		0:17:47						0:17:40

		Percent. calls transferred by front line/General Queue		18.82%										20.39%		4:37:02				19.81%				4:54:30		4:31:10		4:29:54		4:35:04		3:59:43				4:30:04				4:13:48		4:31:50		5:24:27		5:40:11		5:14:00				5:00:51						3:41:27		3:59:09		4:18:14		5:21:41				4:20:08				3:30:42		3:53:28		4:48:29		3:42:27						16.58%

		Max Agents		29.17										27.28		24.93				27.28				25.27		27.28		22.12		20.30		20.03				27.28				25.73		23.53		19.00		21.18		21.62				25.73						29.17		22.92		21.80		22.77				29.17				26.45		9:41:34		27.30		24.53						27.30





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb				Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25

		Busy		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0						0

		Caller canceled		7										0		1				1				0		1		0		0		0				1				0		0		0		0		1				1						0		1		0		0				1				3		0		0		0						3

		Connected		2384										255		193				448				47		140		21		86		64				358				132		32		30		3		57				254						269		150		56		34				509				289		205		166		155						815

		Error		2										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						1		0		0		0				1				0		0		1		0						1

		Invalid Number		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0						0

		No Answer		63										11		7				18				0		10		1		1		1				13				1		0		0		0		1				2						5		2		0		0				7				5		6		2		10						23

		No Response		169										27		14				41				1		12		1		3		3				20				3		2		3		0		2				10						24		13		0		1				38				26		19		3		12						60

		Total Requests		2625										293		215				508				48		163		23		90		68				392				136		34		33		3		61				267						299		166		56		35				556				323		230		172		177						902

		% Connected 		92.30%										87%		90%				88.40%				98%		86%		91%		96%		94%				93%				97%		94%		91%		100%		93%				95%						90%		90%		100%		97%				94%				89%		89%		97%		88%						90.67%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25

		Busy		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0						0

		Caller canceled		19										0		1				1				0		0		0		0		0				0				0		2		0		0		0				2						6		0		0		0				6				3		3		4		0						10

		Connected		2051										255		93				348				17		22		22		72		58				191				59		32		4		0		36				131						302		155		35		7				499				289		245		173		175						882

		Error		4										0		1				1				0		1		0		1		0				2				0		0		0		0		0				0						1		0		0		0				1				0		0		0		0						0

		Invalid Number		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0						0

		No Answer		81										11		4				15				1		1		0		3		3				8				1		0		0		0		0				1						17		5		2		1				25				5		7		9		11						32

		No Response		174										27		12				39				0		0		2		4		5				11				5		2		2		0		0				9						20		19		6		0				45				26		18		13		13						70

		Total Requests		2329										293		111				404				18		24		24		80		66				212				65		36		6		0		36				143						346		179		43		8				576				323		273		199		199						994

		% Connected 		87.47%										87%		84%				85.41%				94%		92%		92%		90%		88%				91%				91%		89%		67%		na		100%				87%						87%		87%		81%		88%				86%				90%		90%		87%		88%						88.53%





		Top Call Drivers		Feb		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 29		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week Feb 4		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week Feb 11		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week Feb 18		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week Feb 25

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		688										33						33				43		43		30		37		28				181				41		36		36		36		34				183						61		44		36		38				179				37		37		38								112

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		451																0				30		28				28		31				117				32		25		20		28		28				133								30		38		27				95				41		31		34								106

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		371										44		27				71				33		28		29		28						118				32		31				28		28				119						35										35				28												28

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		666										35		36				71				32		42		30		25		22				151				27		31		30		38		34				160						61		43		33						137				58		44		45								147

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1261										63		64				127				91		80		72		55		59				357				71		71		68		50		53				313						72		79		75		59				285				72		59		48								179

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		897										48		43				91				67		52		47		48		54				268				51		56		36		38		51				232						55				58		51				164				52		42		48								142

		How To Enroll In a Plan?		2110										125		109				234				108		111		115		107		11				452				104		128		95		93		102				522						128		119		115		105				467				151		157		127								435

		Income Change		0																0																0																0																0																0

		Income Decrease		313												35				35										27		28				55				27				25		32						84										27		29				56				27		29		27								83

		Income Increase		46																0																0																0								25				21				46																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		3582										200		182				382				231		214		204		163		181				993				226		193		135		180		178				912						206		207		194		121				728				209		185		173								567

		MNTR		0																0																0																0																0																0

		Multiple changes		541										47		29				76				30		35		33		25		22				145				36				29				27				92						45		29		30		30				134				30		36		28								94

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		25																0																0										25						25																0																0

		Payment/Billing Questions		77										25		25				50				27												27																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		200																0												23				23						29										29						30				27		25				82						30		36								66

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		283										54		32				86						33		37								70						27		23				44				94						33										33																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		24												12				12						12										12																0																0																0

		CSR Public Program Status		49										10						10												10				10										12						12																0						17										17

		CSR QHP  Status		12																0										12						12																0																0																0

		CSR-Determination Result		267										20		15				35				16		17		22		19		18				92				14		17		14				14				59										13						13				20		23		25								68

		CSR-Status of Enrollment		357										43		24				67				16		28		23		15		24				106				23		30		20		17		11				101						25		19		20		19				83																0

		CSR-Status of Reported Change		44												11				11						15		8								23																0										10						10																0

		CSR-Status Before Appt		789										48		21				69				40		40		30		36		31				177				52		38		18		15		21				144						63		72		52		54				241				40		48		70								158

		CSR-Status of SEP		57																0																0				11				9								20						17										17								20								20

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		40																0				12												12												13				13								15								15																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		33																0																0				11						9						20												13				13																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		23																0																0						11										11																0				12												12

		How To Enroll In a Plan?		21										10						10				11												11																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		211																0								10		10		9				29						15		12				12				39						19		18		26		16				79				23		16		25								64

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		9																0																0										9						9																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		106																0																0																0						14		20				17				51				12		16		27								55

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		357										25		24				49				22		16		29								67						26		20		20		22				88						29		25		27						81				25		17		30								72

		CSR-Determination Result		1030										44		42				86				49		49		72		61		39				270				58		71		50		49		38				266						59		53		74		38				224				74		62		48								184

		CSR-Newborn Status		258										25						25				21		15				24		18				78				17												17						20		20		14		17				71				22		24		21								67

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		144												20				20								17		17						34				20		15		21				20				76												14				14																0

		CSR-Public Program Status		1384										80		68				148				65		68		57		76		56				322				76		77		79		93		68				393						71		72		87		54				284				88		60		89								237

		CSR-Public Program Renewal		970										66		34				100				34		40		45		41		28				188				50		49		65		68		56				288						53		69		47		49				218				48		79		49								176

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		32																0												17				17										15						15																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP																																																								40		52		42

		MCRE		1349		 								57		188				245		 		58		53		41		34		37				223		 		65		55		40		40		47				247		 				166		155		152		27				500		 		52		37		45								134

		Counties		2127		 								143		20				163		 		173		161		163		129		144				770		 		161		138		95		141		131				666		 										94				94		 		157		148		129								434









		 

		 

		Top Call Drivers		Feb

		CC				19481

		MCRE/Counties		3582		0.183868422

		How To Enroll In a Plan?		2110		0.1083088695

		How Do I Apply?		1261		0.0647286656

		How Do I Update My Application?		897		0.0460441023

		A Referral		688		0.0353158778

		Gain of ESI/MEC		666		0.034186591

		Multiple changes		541		0.0277701888

		Directed to Submit Verifications		451		0.0231503792

		Enrollment Status Check		371		0.0190438818

		Income Decrease		313		0.0160666712

		Same Day Term		283		0.0145267346

		Request to Close Application^		200		0.0102662435

		Payment/Billing Questions		77		0.0039525038

		Income Increase		46		0.002361236

		Password Reset/Account Unlock		25		0.0012832804



		Broker		 		4271

		CSR-Status Before Appt		789		0.1847342543

		CSR-Status of Enrollment		357		0.083586982

		CSR-Determination Result		267		0.0625146336

		Lost or will lose employer health care coverage		211		0.0494029501

		SEP Plan Selection		106		0.0248185437

		CSR-Status of SEP		57		0.0133458207

		CSR Public Program Status		49		0.011472723

		CSR-Status of Reported Change		44		0.010302037

		Gain of ESI/MEC		40		0.0093654882

		How Do I Apply?		33		0.0077265277

		CSR Public Program renewal		24		0.0056192929

		How Do I Update My Application?		23		0.0053851557

		How To Enroll In a Plan?		21		0.0049168813

		CSR QHP  Status		12		0.0028096465

		Paper Application		9		0.0021072348



		ARC				4103

		CSR-Public Program Status		1384		0.3373141604

		CSR-Determination Result		1030		0.2510358274

		CSR-Public Program Renewal		970		0.2364123812

		CSR- QHP Status		357		0.0870095052

		CSR-Newborn Status		258		0.0628808189

		CSR-Pending Case		144		0.035096271

		Password Reset/Account Unlock		32		0.0077991713

















































Jan 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		Calls Received (MNsure)		29670						1824		1636		1387		1368				6215				1603		1523		1461		1699		2311				8597						1754		1263		964		961				4942				1250		1148		994		950		1000				5342				1402		1572		1600								4574

		Calls Handled		26028						1519		1323		1276		1236				5354				1464		1404		1386		1478		2011				7744						1335		1202		934		889				4361				1103		1060		950		941		943				4996				1117		1243		1213								3573

		Calls Abandoned		3151						314		330		116		142				902				114		95		62		177		217				666						330		57		22		53				462				128		73		34		8		49				292				235		279		315								829

		Abandon % (>5%)(Less Short Aban)		10.27%						15.23%		17.34%		8.33%		10.41%				12.83%				7.14%		6.26%		4.23%		10.43%		9.39%				7.49%						18.79%		4.55%		2.32%		5.50%				7.79%				10.27%		6.33%		3.45%		0.81%		4.92%				5.16%				16.73%		17.77%		19.69%								18.06%

		Avg Time to Abandon		0:12:42						0:19:01		0:18:23		0:12:06		0:15:42				0:16:18				0:08:59		0:11:20		0:07:22		0:11:46		0:14:11				0:10:43						0:19:51		0:08:56		0:06:10		0:09:09				0:11:01				0:12:54		0:07:55		0:06:59		0:06:58		0:07:47				0:08:30				0:14:48		0:17:04		0:19:05								0:16:59

		Average Wait Time (>5 min)		0:15:39						0:28:16		0:23:15		0:10:50		0:11:32				0:18:28				0:09:20		0:09:40		0:04:19		0:14:13		0:22:10				0:11:56						0:36:33		0:05:04		0:01:16		0:05:29				0:12:05				0:11:05		0:06:04		0:02:36		0:00:46		0:05:10				0:05:08				0:26:06		0:29:22		0:36:23								0:30:37

		Max Wait Time		1:28:19						1:16:17		1:24:18		1:00:38		0:56:17				1:24:18				0:34:45		0:44:47		0:23:10		0:42:38		1:01:57				1:01:57						1:15:08		0:43:18		0:15:35		0:35:18				1:15:08				0:56:58		0:33:31		0:15:43		0:17:24		0:30:15				0:56:58				1:04:21		1:11:43		1:28:19								1:28:19

		Service Level (<80% calls under 5 min)		38.91%						8.30%		4.62%		49.63%		49.55%				28.02%				31.03%		50.12%		62.76%		24.16%		17.89%				37.19%						6.86%		67.83%		91.70%		60.80%				56.80%				31.48%		56.84%		75.04%		96.38%		63.60%				64.67%				12.80%		4.84%		6.01%								7.88%

		Talk Time (Avg)		0:08:40						0:08:32		0:08:43		0:08:39		0:08:51				0:08:41				0:09:04		0:08:48		0:08:54		0:09:15		0:09:32				0:09:06						0:08:38		0:08:29		0:08:29		0:08:58				0:08:38				0:08:33		0:08:12		0:08:26		0:08:07		0:08:20				0:08:19				0:08:35		0:08:40		0:08:34								0:08:36

		Call Handle Time (Avg)		0:15:42						0:16:02		0:15:59		0:15:58		0:16:31				0:16:07				0:16:22		0:15:48		0:16:09		0:16:22		0:16:50				0:16:18						0:16:31		0:15:29		0:15:26		0:16:09				0:15:53				0:15:06		0:14:42		0:15:07		0:14:30		0:15:11				0:14:55				0:15:10		0:15:31		0:15:18								0:15:19

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		83.25%						81.31%		80.74%		80.89%		81.50%				81.11%				82.32%		83.49%		85.59%		85.88%		86.36%				84.73%						84.93%		82.01%		84.36%		83.33%				83.66%				83.47%		83.55%		84.02%		83.67%		83.30%				83.60%				84.71%		81.36%		83.37%								83.14%

		Complaints Received		0						na		na		na		na				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		0						na		na		na		na				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Helpline (Transfers from Vendor)		4888						297		290		246		246				1079				246		234		242		238		297				1257						268		252		202		185				907				221		164		165		168		199				917				224		240		264								728

		Short Abandon (under 60 seconds)		141						9		17		3		2				31				6		6		3		7		11				33						15		1		2		4				22				10		8		3		0		4				25				11		9		10								30

		% of calls answered in under 10 minutes		51.62%						12.70%		27.54%		62.58%		64.06%				41.72%				56.44%		61.07%		88.29%		37.77%		20.69%				52.85%						8.47%		84.47%		98.59%		82.51%				68.51%				50.73%		80.40%		98.03%		99.28%		81.18%				81.92%				17.75%		13.88%		7.70%								13.11%

		Occupany		na						na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na								ERROR:#DIV/0!

		Max Agents		121.69						95.00		87.00		72.88		74.99				95.00				83.85		76.95		76.34		87.72		121.69				121.69						91.93		65.26		49.90		51.14				91.93				61.83		53.46		48.44		45.00		50.44				61.83				67.57		78.00		79.10								79.10





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		Calls Received (MNsure)		6337						306		311		343		291				1251				341		324		342		374		396				1777						322		236		239		236				1033				297		289		203		240		227				1256				294		343		383								1020

		Calls Handled		5595						244		252		298		264				1058				307		299		315		327		352				1600						279		201		218		203				901				264		258		194		219		213				1148				277		297		314								888

		Calls Abandoned		727						62		59		42		25				188				34		24		27		46		42				173						42		35		20		32				129				33		31		8		21		13				106				17		45		69								131

		Abandon % (>5%)(Less Short Aban)		11.17%						20.26%		12.54%		12.24%		8.59%				13.41%				9.97%		7.41%		7.89%		12.30%		10.61%				9.64%						13.04%		14.83%		8.37%		13.56%				12.45%				11.11%		10.73%		3.94%		8.75%		5.73%				8.05%				5.78%		13.12%		18.02%								12.31%

		Avg Time to Abandon		0:09:05						0:09:14		0:10:52		0:05:59		0:05:51				0:07:59				0:12:16		0:07:32		0:07:49		0:09:35		0:09:37				0:09:21						0:07:47		0:08:57		0:07:34		0:19:43				0:11:00				0:07:55		0:09:04		0:04:24		0:07:00		0:05:44				0:06:49				0:04:05		0:11:54		0:14:59								0:10:19

		Average Wait Time (>5 min)		0:10:29						0:15:58		0:10:58		0:10:41		0:05:30				0:10:46				0:10:20		0:05:07		0:08:33		0:13:43		0:11:31				0:09:50						0:10:41		0:12:19		0:06:26		0:15:32				0:11:14				0:07:53		0:11:53		0:03:05		0:06:47		0:04:15				0:06:46				0:06:11		0:13:01		0:22:11								0:13:47

		Max Wait Time		1:26:27						0:56:37		1:00:48		0:41:59		0:30:30				1:00:48				0:45:50		0:32:05		0:45:13		1:00:46		1:09:45				1:09:45						0:37:54		0:35:05		0:30:26		1:26:27				1:26:27				0:39:55		0:47:56		0:19:58		0:39:11		0:20:56				0:47:56				0:23:37		0:48:05		1:15:29								1:15:29

		Service Level (<80% calls under 5 min)		48.81%						33.89%		55.25%		39.19%		60.31%				47.16%				49.83%		67.56%		45.40%		42.51%		56.78%				52.42%						44.64%		34.33%		52.75%		48.28%				45.00%				55.68%		41.86%		76.29%		57.99%		65.26%				59.42%				53.43%		32.66%		34.08%								40.06%

		Talk Time (Avg)		0:08:58						0:08:57		0:08:36		0:08:59		0:09:09				0:08:55				0:08:35		0:09:04		0:08:43		0:08:59		0:09:36				0:08:59						0:09:36		0:09:16		0:09:15		0:09:12				0:09:19				0:08:36		0:08:23		0:09:46		0:09:14		0:07:40				0:08:43				0:08:48		0:08:54		0:09:08								0:08:56

		Call Handle Time (Avg)		0:14:28						0:14:33		0:14:32		0:14:41		0:14:40				0:14:36				0:14:13		0:14:34		0:14:00		0:14:37		0:15:15				0:14:31						0:16:22		0:14:53		0:15:20		0:14:14				0:15:12				0:13:50		0:14:10		0:15:15		0:14:38		0:13:04				0:14:11				0:13:59		0:13:57		0:13:33								0:13:49

		Max Agents		15.32						10.00		11.00		12.15		10.76				12.15				12.15		12.10		12.25		13.27		15.32				15.32						12.72		8.31		9.28		8.07				12.72				10.15		10.15		8.22		8.90		7.73				10.15				10.76		12		11.82								11.82





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		Calls Received (MNsure)		5376						203		245		284		237				969				281		263		273		302		337				1456						231		237		226		225				919				267		241		271		248		221				1248				255		244		285								784

		Calls Handled		4149						174		191		203		187				755				193		205		219		231		317				1165						174		202		162		169				707				179		184		200		190		190				943				188		178		213								579

		Calls Abandoned		1221						29		54		79		50				212				88		58		54		69		20				289						57		35		64		56				212				88		57		71		58		30				304				66		66		72								204

		Abandon % (>5%)(Less Short Aban)		22.98%						14.29%		22.04%		27.82%		21.10%				21.31%				31.32%		22.05%		19.78%		22.85%		5.93%				20.39%						24.68%		14.77%		28.32%		24.89%				23.17%				32.96%		23.65%		26.20%		23.39%		13.57%				23.95%				25.88%		27.05%		25.26%								26.06%

		Avg Time to Abandon		0:11:14						0:09:13		0:11:49		0:11:35		0:09:33				0:10:32				0:10:54		0:08:40		0:09:08		0:11:07		0:05:11				0:09:00						0:09:44		0:07:58		0:14:34		0:12:19				0:11:08				0:12:53		0:14:15		0:15:20		0:14:11		0:09:18				0:13:11				0:12:34		0:14:03		0:10:26								0:12:21

		Average Wait Time (>5 min)		0:19:31						0:10:51		0:17:53		0:18:39		0:17:13				0:16:09				0:21:19		0:16:51		0:17:29		0:22:50		0:03:10				0:16:19						0:18:42		0:14:00		0:19:48		0:24:11				0:19:10				0:26:32		0:18:17		0:31:02		0:27:08		0:14:57				0:23:35				0:21:44		0:25:13		0:20:19								0:22:25

		Max Wait Time		0:57:43						0:44:02		0:57:43		0:41:45		0:44:13				0:57:43				0:44:14		0:40:12		0:30:48		0:40:32		0:14:50				0:44:14						0:34:33		0:44:45		0:51:08		0:48:12				0:51:08				0:48:20		0:46:57		0:53:53		0:53:30		0:36:26				0:53:53				0:46:27		0:42:31		0:47:34								0:47:34

		Service Level (<80% calls under 5 min)		16.35%						35.63%		18.85%		6.90%		15.51%				19.22%				7.77%		18.05%		8.22%		9.05%		71.61%				22.94%						12.07%		31.19%		8.64%		11.83%				15.93%				9.50%		17.93%		4.00%		8.95%		20.00%				12.08%				20.74%		5.62%		8.45%								11.60%

		Talk Time (Avg)		0:07:56						0:07:53		0:07:56		0:07:41		0:08:11				0:07:55				0:08:03		0:07:25		0:07:45		0:08:06		0:07:04				0:07:40						0:08:28		0:07:29		0:07:51		0:08:09				0:07:59				0:07:30		0:07:37		0:08:36		0:08:20		0:07:49				0:07:58				0:08:15		0:08:24		0:07:42								0:08:07

		Call Handle Time (Avg)		0:10:35						0:10:47		0:10:28		0:10:39		0:10:55				0:10:42				0:10:52		0:10:22		0:10:38		0:11:03		0:09:11				0:10:25						0:11:07		0:10:08		0:10:15		0:10:36				0:10:31				0:09:41		0:10:18		0:11:12		0:11:01		0:10:27				0:10:31				0:10:45		0:11:12		0:10:18								0:10:45

		Max Agents		8.09						4.00		4.00		4.87		4.49				4.87				4.65		4.95		5.45		5.90		8.09				8.09						4.36		4.80		4.61		3.98				4.80				4.81		4.26		5.02		4.69		4.44				5.02				4.60		5		4.92								4.92





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		Calls Received		5861						823		737		246		246				2052				246		234		242		238		297				1257						268		252		202		185				907				221		164		165		168		199				917				224		240		264								728

		Calls Handled		4972						630		504		207		197				1538				228		222		229		214		263				1155						224		234		199		180				836				190		154		164		164		189				862				196		183		202								580.9026932968

		Calls Abandoned		753						193		233		30		36				492				13		11		10		17		23				74						31		13		3		4				50				23		7		0		2		6				38				21		36		41								98.1961959901

		Abandon %		10.55%						20.17%		25.10%		14.68%		18.07%				19.51%				5.78%		4.95%		4.51%		7.91%		8.70%				6.37%						13.74%		5.46%		1.50%		2.17%				5.72%				12.13%		4.36%		0.00%		1.18%		3.39%				4.21%				10.57%		19.72%		20.49%								16.93%

		Avg Time to Abandon		0:13:52						0:23:57		0:24:11		0:13:40		0:19:10				0:20:14				0:10:00		0:12:55		0:06:51		0:12:50		0:14:01				0:11:19						0:16:59		0:10:15		0:05:04		0:09:03				0:10:20				0:16:56		0:08:44		0:00:00		0:08:24		0:09:27				0:08:42				0:12:45		0:20:30		0:23:09								0:18:48

		Average Wait Time (>5 min)		0:18:51						0:43:40		0:44:39		0:23:34		0:25:34				0:34:21				0:11:01		0:08:53		0:05:12		0:17:11		0:21:55				0:12:50						0:28:22		0:07:56		0:01:35		0:02:51				0:10:11				0:14:30		0:07:14		0:00:55		0:01:09		0:05:22				0:05:50				0:19:17		0:32:14		0:41:44								0:31:05

		Max Wait Time		1:28:19						1:16:17		1:24:18		1:00:38		0:56:17				1:24:18				0:32:42		0:44:47		0:20:30		0:42:38		1:01:57				1:01:57						0:56:45		0:43:18		0:15:35		0:23:57				0:56:45				0:56:58		0:33:31		0:09:55		0:17:24		0:30:15				0:56:58				0:46:06		1:11:43		1:28:19								1:28:19

		Service Level (<80% calls under 5 min)		23.16%						6.02%		5.38%		6.49%		8.09%				6.50%				8.50%		28.32%		27.85%		17.79%		15.95%				19.68%						10.89%		25.52%		65.02%		35.68%				34.28%				20.52%		41.50%		72.62%		74.76%		35.41%				48.96%				5.12%		6.68%		7.37%								6.39%

		Talk Time (Avg)		0:10:50						0:10:47		0:11:21		0:10:39		0:11:12				0:10:59				0:11:21		0:10:38		0:11:06		0:11:41		0:11:37				0:11:16						0:10:43		0:10:50		0:10:27		0:11:32				0:10:53				0:11:15		0:10:12		0:10:08		0:09:54		0:10:20				0:10:21				0:10:50		0:11:06		0:10:08								0:10:41

		Call Handle Time (Avg)		0:18:41						0:18:49		0:18:57		0:18:34		0:20:05				0:19:06				0:19:17		0:18:18		0:19:08		0:19:34		0:19:31				0:19:09						0:19:29		0:18:21		0:17:27		0:19:29				0:18:41				0:18:58		0:17:09		0:17:38		0:17:13		0:18:35				0:17:54				0:18:59		0:19:05		0:17:45								0:18:36

		Percent. calls transferred by front line/General Queue		17.12%						na		39.35%		17.74%		17.98%				18.77%				3:40:59		3:41:14		3:58:31		3:21:43		3:05:03				3:33:30						3:40:01		4:47:18		5:01:44		4:37:12				4:31:34				4:14:35		3:25:42		3:59:02		4:14:39		4:46:33				4:08:06				3:50:04		3:39:50		3:57:36								15.91%

		Max Agents		43.00						43.00		39.00		33.70		36.40				43.00				35.16		31.80		31.81		32.97		41.11				41.11						38.18		29.85		22.57		22.39				38.18				28.64		21.85		21.24		20.21		24.35				28.64				31.40		15:22:05		34.39								34.64





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		Busy		1						0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				1		0		0		0		0				1				0		0		0								0

		Caller canceled		236						4		2		5		0				11				2		1		0		0		4				7						0		2		0		1				3				211		0		0		0		0				211				1		2		1								4

		Connected		3904						299		296		290		291				1176				117		150		50		314		413				1044						395		117		14		45				571				0		98		11		10		79				198				306		303		306								915

		Error		3						0		0		0		1				1				1		0		0		1		0				2						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Invalid Number		5						0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				4		0		0		0		0				4				0		1		0								1

		No Answer		146						8		19		10		15				52				3		4		1		6		12				26						13		0		1		2				16				15		4		0		0		3				22				15		7		8								30

		No Response		607						35		30		28		42				135				7		8		4		20		41				80						45		14		0		4				63				231		9		0		1		3				244				23		32		30								85

		Total Requests		4441						346		347		333		349				1375				130		163		55		341		470				1159						453		133		15		52				653				1		111		11		11		85				219				345		345		345								1035

		% Connected 		89.24%						86%		85%		87%		83%				85.54%				90%		92%		91%		92%		88%				91%						87%		88%		93%		87%				89%				91%		88%		100%		91%		93%				93%				89%		88%		89%								88.70%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		Busy		0						0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		54						2		3		0		0				5				2		1		0		5		12				20						8		0		0		2				10				3		0		0		0		0				3				5		7		4								16

		Connected		4029						288		300		67		66				721				90		87		57		406		726				1366						387		77		13		127				604				214		102		66		0		83				465				296		298		279								873

		Error		15						3		1		0		0				4				0		0		0		6		1				7						1		0		0		0				1				0		0		0		0		0				0				0		3		0								3

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		191						16		17		1		1				35				1		5		2		17		26				51						29		4		0		4				37				4		4		4		0		9				21				17		11		19								47

		No Response		386						40		25		2		5				72				7		10		3		29		54				103						53		4		0		10				67				20		8		3		0		5				36				31		27		50								108

		Total Requests		4675						349		346		70		72				837				100		103		62		463		819				1547						478		85		13		143				719				241		114		73		0		97				525				349		346		352								1047

		% Connected 		88.23%						83%		87%		96%		92%				89.15%				90%		84%		92%		88%		89%				89%						81%		91%		100%		89%				90%				89%		89%		90%		na		86%				89%				85%		86%		79%								84.81%





		Top Call Drivers		Jan		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week Dec 31		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week Jan 7		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week Jan 14		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week Jan 21		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week Jan 28

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		657						67		59		43		49				218				51		58		34								143						29		31		30		38				128				35		33				28		29				125				33		38		21								92

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		148																0												39				39										28		27				55								26		28						54																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		85																0																0																0								27				26				53						32										32

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		980						93		78		57		75				303				75		77		52		41		81				326						53		43		37		47				180				46		42		37				47				172				39				35								74

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		696						50				40						90				37		41										78						36		49		41		32				158				56		42		28		35		29				190				54		76		50								180

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1682						85		91		94		97				367				96		105		103		108		153				565						98		89		68		66				321				72		68		54		62		62				318				71		69		68								208

		How Do I Create an Account?		84																0										39		45				84																0																0																0

		How Do I Update My Application?		1149						70		66		53		57				246				64		76		83		67		74				364						58		54		49		55				216				54		46		42		51		41				234				41		54		51								146

		How To Enroll In a Plan?		2896						182		147		149		130				608				160		181		185		194		266				986						148		116		93		84				441				119		132		109		106		115				581				130		132		148								410

		Income Change		44																0												44				44																0																0																0

		Income Decrease		590						47		52								99				52		45		43		52						192						35		29				27				91				29		34		36		37						136						36		36								72

		Income Increase		0												34				0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		4775						225		199		223		225				872				253		304		288		315		388				1548						307		264		194		171				936				207		207		214		182		174				984				223		224		213								660

		MNTR		0																0																0																0																0																0

		Multiple changes		442								42		38		33				80								35		44		48				127								37		28						65				28		32										60				37		41		32								110

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		35																0										35						35																0																0																0

		Payment/Billing Questions		489						70		44				39				114				43		41		39								123						37		34				32				103				30		34				31		23				118				31												31

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		660								42		46		33				88				62		62		52		80		76				332						49				30						79								31		35						66				32		34		29								95

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		84						43				41						84																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		8																0																0												8				8																0																0

		Close in Lieu of Processing Change^		16																0								16								16																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		32																0																0						18										18				14												14																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		56										15						15												18				18																0				12				11								23																0

		CSR-Determination Result		431						15		19		30		31				95				17		40		34		26		24				141						19		23		18		13				73						18		19		12		21				70				31		28		24								83

		CSR-Status of Enrollment		713						45		43		47		39				174				26		48		36		45		54				209						38		37		19		35				129				38		41		26		32		20				157				29		30		24								83

		CSR-Status of Reported Change		220						19		18								37				16		20		18								54						19		17		10		13				59				17		15		11		12						55				15												15

		CSR-Status Before Appt		1209						67		50		67		56				240				63		83		69		80		83				378						64		47		47		58				216				69		55		46		46		35				251				54		60		66								180

		CSR-Status of SEP		10																0																0								10								10																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		27						9		18								27																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		0												11				0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		102																0																0																0						10				11		19				40				19		17		26								62

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		76																0				17				17				42				76																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		62										15		10				15						14		23								37										10						10																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		45																0																0																0												11				11						14		20								34

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		542						24		28		27		33				112				30		28		37		39		29				163						21		33		23		26				103				24		29		25		20		28				126				17		29		25								71

		CSR-Determination Result		928						45		54		35		36				170				50		56		60		49		34				249						38		55		52		27				172				37		55		36		41		37				206				48		60		59								167

		CSR-Newborn Status		245								23								23												17				17								33		18		16				67				16		20		14		16		18				84				24		13		17								54

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		69										19						19						18		18								36						14										14																0																0

		CSR-Public Program Status		1476						55		69		79		77				280				78		67		60		80		66				351						98		70		45		60				273				75		78		102		88		78				421				80		73		75								228

		CSR-Public Program Renewal		831						30		21		33		34				118				55		42		32		41		43				213						25		32		31		32				120				38		38		66		81		38				261				56		34		63								153

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		43						14						14				14				11						18						29																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		1387		 				74		62		62		52				250		 		65		77		72		89		110				413		 				105		79		53		39				276		 		65		50		54		48		45				262		 		75		90		73								238

		Counties		3438		 				151		137		161		173				622		 		188		277		216		226		278				1185		 				202		185		141		132				660		 		142		157		160		134		129				722		 		148		134		140								422









		 

		Top Call Drivers		Jan

		CC				26028

		MCRE/Counties		4775		0.1834563206

		How To Enroll In a Plan?		2896		0.1112648177

		How Do I Apply?		1682		0.064622729

		How Do I Update My Application?		1149		0.0441447774

		Enrollment Status Check		980		0.0376517684

		Gain of ESI/MEC		696		0.0267404396

		Request to Close Application^		660		0.0253573134

		A Referral		657		0.0252420529

		Income Decrease		590		0.0226679014

		Payment/Billing Questions		489		0.018787464

		Multiple changes		442		0.016981716

		Checking on Status of Reported Change		148		0.0056861854

		Directed to Submit Verifications		85		0.0032657146

		How Do I Create an Account?		84		0.0032272944

		Same Day Term		84		0.0032272944

		Income Change		44		0.0016904876

		Password Reset/Account Unlock		35		0.001344706



		Broker		 		5595

		CSR-Status Before Appt		1209		0.2160857909

		CSR-Status of Enrollment		713		0.12743521

		CSR-Determination Result		431		0.0770330652

		CSR-Status of Reported Change		220		0.0393208222

		Lost or will lose employer health care coverage		102		0.018230563

		Paper Application		76		0.0135835567

		Request to Close Application^		62		0.0110813226

		CSR QHP  Status		56		0.0100089366

		SEP Plan Selection		45		0.0080428954

		CSR Public Program renewal		32		0.0057193923

		Gain of ESI/MEC		27		0.0048257373

		Close in Lieu of Processing Change^		16		0.0028596962

		CSR-Status of SEP		10		0.0017873101

		Caller Hung up without speaking		8		0.0014298481



		ARC				4040

		CSR-Public Program Status		1476		0.3653465347

		CSR-Determination Result		928		0.2297029703

		CSR-Public Program Renewal		831		0.2056930693

		CSR- QHP Status		542		0.1341584158

		CSR-Newborn Status		245		0.0606435644

		CSR-Pending Case		69		0.0170792079

		Password Reset/Account Unlock		43		0.0106435644











Dec 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		Calls Received (MNsure)		35172												1464		220		1684				1984		1710		1679		1722		1600		205		8900				2298		2439		2625		3121		3411				13894				1431		1161		994		965		796				5347						1183		1332		1316		1516				5347

		Calls Handled		29205												1347		218		1565				1565		1515		1409		1448		1353		204		7494				1753		1834		1868		2200		2527				10182				1291		1124		973		937		785				5110						1095		1180		1224		1354				4854

		Calls Abandoned		4949												107		0		107				329		163		217		229		202		1		1140				473		497		573		718		753				3013				147		32		17		26		4				226						95		142		78		149				464

		Abandon % (>5%)(Less Short Aban)		9.66%												7.30%		0.00%		3.65%				16.58%		9.51%		12.94%		13.27%		12.60%		0.44%		10.89%				20.58%		20.38%		21.81%		23.00%		22.07%				21.57%				10.29%		2.74%		1.69%		2.67%		0.52%				3.58%						7.99%		10.65%		5.95%		9.83%				8.61%

		Avg Time to Abandon		0:11:35												0:09:50		0:00:00		0:04:55				0:13:49		0:09:59		0:13:00		0:12:33		0:10:56		0:11:34		0:11:58				0:16:42		0:16:53		0:19:22		0:17:19		0:23:19				0:18:43				0:12:16		0:08:35		0:06:22		0:08:25		0:07:49				0:08:41						0:15:33		0:10:56		0:10:31		0:17:29				0:13:37

		Average Wait Time (>5 min)		0:15:09												0:10:45		0:01:39		0:06:12				0:25:16		0:12:00		0:18:48		0:18:29		0:19:49		0:00:53		0:15:52				0:31:27		0:33:11		0:44:00		0:28:40		0:40:09				0:35:29				0:13:13		0:04:42		0:01:30		0:02:25		0:00:38				0:04:29						0:10:17		0:14:06		0:08:50		0:21:50				0:13:45

		Max Wait Time		1:27:13												0:43:27		0:12:18		0:43:27				1:01:45		0:42:06		0:54:51		0:45:48		0:45:55		0:12:33		1:01:45				1:04:58		1:04:58		1:27:13		1:05:34		1:16:40				1:27:13				1:00:55		0:29:34		0:20:04		0:22:09		0:20:59				1:00:55						0:51:41		1:00:48		0:27:58		1:05:28				1:05:28

		Service Level (<95% calls under 5 min)		41.58%												43.71%		87.55%		65.63%				16.06%		22.12%		8.54%		8.44%		2.81%		94.25%		25.37%				4.07%		4.67%		5.28%		7.87%		13.09%				7.00%				45.33%		68.41%		90.86%		81.46%		95.70%				76.35%						60.52%		21.27%		35.26%		17.24%				33.57%

		Talk Time (Avg)		0:09:05												0:09:28		0:09:41		0:09:34				0:08:50		0:09:02		0:08:55		0:08:51		0:09:01		0:09:14		0:08:58				0:09:28		0:09:29		0:09:11		0:10:00		0:10:01				0:09:37				0:08:48		0:08:46		0:08:32		0:08:43		0:08:56				0:08:45						0:08:52		0:08:29		0:08:19		0:08:28				0:08:32

		Call Handle Time (Avg)		0:16:14												0:16:56		0:16:28		0:16:42				0:15:47		0:16:20		0:16:22		0:15:57		0:15:56		0:16:06		0:16:04				0:16:22		0:15:54		0:16:27		0:17:03		0:16:59				0:16:33				0:16:40		0:16:11		0:16:09		0:15:53		0:16:05				0:16:11						0:16:14		0:15:45		0:15:22		0:15:27				0:15:42

		Transfer Out		na												na		na		na				na		na		na		na		na		na		na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na

		First Call Resolution %		83.13%												79.88%		83.33%		81.61%				81.57%		83.14%		82.68%		84.12%		83.53%		90.79%		84.30%				85.00%		84.49%		85.89%		85.99%		87.01%				85.68%				81.79%		80.54%		82.13%		82.19%		82.92%				81.92%						81.89%		81.52%		82.41%		82.84%				82.17%

		Complaints Received		0												0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		Complaints Resolved		0												0		0		0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		Helpline (Transfers from Vendor)		4601												262		24		286				200		183		214		215		209		22		1043				204		225		232		214		291				1166				231		226		191		197		170				1015						243		255		247		346				1091

		Short Abandon (under 60 seconds)		226												6		0		6				18		10		12		14		13		0		67				20		26		30		23		19				118				7		3		0		1		1				12						3		11		4		5				23

		% of calls answered in under 10 minutes		52.43%												58.58%		98.34%		78.46%				21.57%		36.20%		21.38%		12.62%		9.99%		98.67%		33.40%				11.38%		12.52%		5.99%		12.63%		16.85%				11.87%				60.84%		82.26%		96.90%		94.94%		98.74%				86.74%						73.01%		46.54%		55.95%		31.21%				51.68%

		Occupany		na												na		na		na				na		na		na		na		na		na		na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na

		Max Agents		131.09												81.59		11.15		81.59				95.25		85.87		86.19		85.92		79.86		10.15		95.25				113.21		117.30		129.97		131.09		130.45				131.09				77.47		62.48		53.14		51.27		43.14				77.47						65.11		69.56		66.62		80.45				80.45





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		Calls Received (MNsure)		7669												339		42		381				362		351		329		352		448		39		1881				524		533		592		607		540				2796				297		297		302		296		213				1405						235		309		351		311				1206

		Calls Handled		6126												277		38		315				301		284		296		297		324		38		1540				397		340		393		427		413				1970				277		269		262		263		200				1271						225		271		297		237				1030

		Calls Abandoned		1452												60		4		64				61		58		29		54		114		1		317				114		171		194		180		126				785				18		26		38		30		13				125						9		37		53		62				161

		Abandon % (>5%)(Less Short Aban)		15.44%												17.70%		9.52%		13.61%				16.85%		16.52%		8.81%		15.34%		25.45%		2.56%		14.26%				21.76%		32.08%		32.77%		29.65%		23.33%				27.92%				6.06%		8.75%		12.58%		10.14%		6.10%				8.73%						3.83%		11.97%		15.10%		19.94%				12.71%

		Avg Time to Abandon		0:11:46												0:11:24		0:01:48		0:06:36				0:09:41		0:09:15		0:06:55		0:07:59		0:17:08		0:02:33		0:08:55				0:13:12		0:25:32		0:25:33		0:34:43		0:26:30				0:25:06				0:07:07		0:09:12		0:07:04		0:04:56		0:04:58				0:06:39						0:03:35		0:07:27		0:10:49		0:24:26				0:11:34

		Average Wait Time (>5 min)		0:16:06												0:14:32		0:06:26		0:10:29				0:08:28		0:13:34		0:09:32		0:09:24		0:16:17		0:00:40		0:09:39				0:19:25		0:37:43		0:41:03		0:53:29		0:39:55				0:38:19				0:04:11		0:05:54		0:10:17		0:07:33		0:05:22				0:06:39						0:03:01		0:09:26		0:13:32		0:35:53				0:15:28

		Max Wait Time		2:30:25												0:41:55		0:21:58		0:41:55				0:51:07		0:37:37		0:34:54		0:40:00		1:13:21		0:07:29		1:13:21				0:59:40		2:08:05		1:47:05		2:30:25		1:44:03				2:30:25				0:20:58		0:43:52		0:38:22		0:24:34		0:22:55				0:43:52						0:19:42		0:35:41		0:54:48		1:57:01				1:57:01

		Service Level (<95% calls under 5 min)		46.26%												27.80%		57.89%		42.85%				45.12%		37.93%		48.00%		49.83%		40.73%		94.74%		52.72%				31.20%		28.94%		24.87%		37.24%		34.38%				31.33%				67.15%		72.86%		39.38%		48.68%		58.50%				57.31%						73.54%		51.31%		32.19%		31.28%				47.08%

		Talk Time (Avg)		0:09:18												0:08:47		0:12:26		0:10:36				0:08:02		0:09:44		0:08:31		0:08:40		0:08:41		0:12:20		0:09:19				0:08:46		0:09:50		0:10:32		0:10:48		0:10:42				0:10:07				0:07:51		0:07:58		0:09:17		0:08:45		0:07:46				0:08:19						0:07:35		0:07:45		0:08:13		0:08:55				0:08:07

		Call Handle Time (Avg)		0:14:22												0:14:33		0:15:49		0:15:11				0:13:34		0:14:38		0:13:45		0:14:05		0:12:59		0:16:00		0:14:10				0:13:47		0:14:37		0:15:50		0:15:42		0:15:53				0:15:09				0:13:28		0:13:30		0:14:38		0:14:18		0:12:39				0:13:42						0:13:28		0:13:24		0:13:33		0:14:18				0:13:40

		Max Agents		19.80												12.26		1.67		12.26				12.46		11.89		11.49		11.61		11.98		1.69		12.46				15.87		14.81		17.72		19.80		19.31				19.80				10.36		10.12		10.69		10.53		7.03				10.69						8		10.09		11.18		9.89				11.18





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		Calls Received (MNsure)		4868												243		8		251				261		270		262		271		241		7		1312				282		285		261		334		248				1410				219		229		215		215		174				1052						192		224		214		213				843

		Calls Handled		4192												222		8		230				232		239		238		234		220		7		1170				225		196		217		273		228				1139				205		208		182		180		161				936						170		190		175		182				717

		Calls Abandoned		664												20		0		20				29		29		23		37		20		0		138				56		88		42		61		19				266				14		21		32		35		13				115						21		34		39		31				125

		Abandon % (>5%)(Less Short Aban)		11.40%												8.23%		0.00%		4.12%				11.11%		10.74%		8.78%		13.65%		8.30%		0.00%		8.76%				19.86%		30.88%		16.09%		18.26%		7.66%				18.55%				6.39%		9.17%		14.88%		16.28%		7.47%				10.84%						10.94%		15.18%		18.22%		14.55%				14.72%

		Avg Time to Abandon		0:06:04												0:04:47		0:00:00		0:02:23				0:05:42		0:06:56		0:05:03		0:06:59		0:06:44		0:00:00		0:05:14				0:11:26		0:12:34		0:08:38		0:07:09		0:05:24				0:09:02				0:03:44		0:02:50		0:08:13		0:11:02		0:07:26				0:06:39						0:05:29		0:07:51		0:06:35		0:08:13				0:07:02

		Average Wait Time (>5 min)		0:07:54												0:05:38		0:00:16		0:02:57				0:07:28		0:07:18		0:07:23		0:07:13		0:07:08		0:00:07		0:06:06				0:15:09		0:22:27		0:09:23		0:13:20		0:05:58				0:13:15				0:03:44		0:03:35		0:11:50		0:13:55		0:07:16				0:08:04						0:06:00		0:09:39		0:12:47		0:08:10				0:09:09

		Max Wait Time		0:43:23												0:21:43		0:01:44		0:21:43				0:21:52		0:25:51		0:28:24		0:30:17		0:26:58		0:00:12		0:30:17				0:39:00		0:43:23		0:32:55		0:35:19		0:23:00				0:43:23				0:13:45		0:18:55		0:31:21		0:34:48		0:27:24				0:34:48						0:20:26		0:27:22		0:31:21		0:28:45				0:31:21

		Service Level (<95% calls under 5 min)		48.23%												53.15%		100.00%		76.58%				37.50%		46.86%		45.80%		41.88%		43.18%		100.00%		52.54%				26.67%		2.55%		36.07%		12.45%		50.88%				25.72%				63.41%		74.52%		32.97%		27.22%		55.28%				50.68%						54.12%		24.21%		28.00%		36.26%				35.65%

		Talk Time (Avg)		0:07:20												0:06:43		0:08:43		0:07:43				0:07:06		0:07:04		0:06:40		0:07:07		0:07:08		0:06:02		0:06:51				0:07:27		0:08:26		0:07:18		0:07:20		0:06:43				0:07:26				0:06:49		0:07:07		0:07:52		0:07:58		0:07:47				0:07:30						0:07:05		0:06:41		0:07:48		0:07:05				0:07:09

		Call Handle Time (Avg)		0:10:17												0:09:56		0:11:57		0:10:56				0:10:08		0:09:46		0:09:19		0:10:14		0:10:19		0:08:40		0:09:44				0:10:19		0:10:59		0:10:05		0:10:05		0:10:08				0:10:19				0:09:35		0:10:04		0:10:51		0:11:06		0:10:37				0:10:26						0:09:48		0:09:38		0:10:39		0:10:08				0:10:03

		Max Agents		6.51												5.09		0.27		5.09				5.47		5.58		5.68		5.53		5.41		0.17		5.68				5.33		4.97		5.14		6.51		5.61				6.51				4.47		4.86		4.40		4.40		3.87				4.86						4		3.92		4.11		4.03				4.11





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		Calls Received		4601												262		24		286				200		183		214		215		209		22		1043				204		225		232		214		291				1166				231		226		191		197		170				1015						243		255		247		346				1091

		Calls Handled		3928												227		23		250.2442495127				172		162		172		176		179		22		883				163		176		183		162		228				912				185		212		187		190		168				942						202		220		231		289				941

		Calls Abandoned		466												25		0		24.7729709141				20		16		29		27		21		0		114				28		32		28		29		43				161				33		10		4		6		2				56						30		28		13		39				110

		Abandon %		10.38%												10.92%		0.00%		5.46%				11.56%		10.00%		16.67%		15.51%		11.96%		1.32%		11.17%				17.22%		18.14%		15.44%		18.24%		19.06%				17.62%				17.96%		4.91%		2.12%		3.34%		1.23%				5.91%						14.86%		12.83%		5.55%		13.63%				11.72%

		Avg Time to Abandon		0:12:14												0:10:56		0:00:00		0:05:28				0:10:35		0:11:56		0:15:37		0:14:43		0:12:56		0:11:34		0:12:53				0:15:12		0:18:56		0:15:55		0:13:42		0:21:07				0:16:58				0:14:38		0:08:47		0:07:00		0:08:57		0:06:56				0:09:15						0:18:10		0:12:14		0:13:40		0:22:23				0:16:36

		Average Wait Time (>5 min)		0:17:19												0:20:57		0:00:09		0:10:33				0:16:18		0:13:24		0:23:01		0:18:49		0:22:12		0:00:54		0:15:46				0:29:04		0:32:36		0:28:00		0:19:34		0:35:31				0:28:57				0:30:00		0:09:19		0:02:15		0:03:25		0:01:27				0:09:17						0:24:14		0:17:34		0:08:51		0:37:43				0:22:05

		Max Wait Time		1:16:40												0:43:27		0:04:35		0:43:27				0:40:52		0:42:06		0:54:51		0:45:48		0:45:55		0:12:33		0:54:51				0:53:35		1:04:30		0:56:37		0:38:36		1:16:40				1:16:40				1:00:55		0:29:34		0:20:04		0:22:09		0:20:59				1:00:55						0:51:41		1:00:48		0:26:42		1:05:28				1:05:28

		Service Level (<95% calls under 5 min)		27.10%												6.59%		96.20%		51.40%				11.92%		19.97%		7.54%		10.57%		5.05%		82.89%		22.99%				7.96%		7.74%		8.48%		5.62%		10.18%				8.00%				5.06%		25.50%		57.54%		50.11%		68.55%				41.35%						7.77%		12.25%		21.86%		5.09%				11.74%

		Talk Time (Avg)		0:11:15												0:11:47		0:12:52		0:12:19				0:10:09		0:11:27		0:10:49		0:10:47		0:11:24		0:11:47		0:11:03				0:11:25		0:11:41		0:10:52		0:11:27		0:11:53				0:11:27				0:11:03		0:10:15		0:10:20		0:10:54		0:10:52				0:10:40						0:11:48		0:10:40		0:09:38		0:10:57				0:10:45

		Call Handle Time (Avg)		0:18:44												0:19:43		0:19:35		0:19:39				0:17:18		0:19:10		0:18:37		0:17:38		0:19:11		0:18:12		0:18:21				0:18:44		0:18:18		0:18:03		0:19:04		0:19:08				0:18:39				0:18:47		0:18:04		0:18:14		0:18:26		0:18:44				0:18:27						0:19:47		0:19:04		0:17:11		0:18:24				0:18:36

		Percent. calls transferred by front line/General Queue		14.83%												4:17:42		2:37:05		14.40%				2:25:09		2:34:06		3:03:32		2:59:47		3:08:06		2:34:32		2:47:32				2:07:49		2:12:50		2:07:16		1:38:44		2:02:50				2:01:54				3:52:27		4:40:18		4:36:42		4:53:58		5:07:32				4:38:11						4:55:47		4:35:40		4:30:16		5:28:39				20.32%

		Max Agents		52.10												41.59		4.40		41.59				36.97		34.58		35.96		33.77		33.38		3.84		36.97				43.47		42.01		43.49		48.16		52.10				52.10				35.71		30.64		23.89		22.97		21.16				35.71						12:09:29		31.75		28.38		38.97				38.97





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		Busy		2												0		0		0				0		0		0		0		0		0		0				0		0		0		0		1				1				0		0		0		0		0		0		0						0		0		1		0				1

		Caller canceled		33												1		0		1				0		0		2		4		2		0		8				4		5		3		1		1				14				2		0		0		0		1		0		3						3		1		1		2				7

		Connected		4980												153		0		153				307		241		287		292		300		0		1427				307		299		482		295		481				1864				312		165		25		24		14		0		540						227		291		167		311				996

		Error		9												0		0		0				0		0		6		0		0		0		6				0		0		0		1		0				1				0		0		0		0		0		0		0						2		0		0		0				2

		Invalid Number		1												0		0		0				0		0		0		0		0		0		0				1		0		0		0		0				1				0		0		0		0		0		0		0						0		0		0		0				0

		No Answer		264												16		0		16				21		13		30		20		24		0		108				16		10		26		5		28				85				10		11		1		0		0		0		22						9		9		4		11				33

		No Response		447												25		0		25				18		19		27		32		22		0		118				49		33		51		24		38				195				19		15		1		3		1		0		39						22		21		8		19				70

		Total Requests		5736												195		0		195				346		273		352		348		348		0		1667				377		347		562		326		549				2161				343		191		27		27		16		0		604						263		322		181		343				1109

		% Connected 		85.93%												78%		na		78.46%				89%		88%		82%		84%		86%		na		86%				81%		86%		86%		90%		88%				86%				91%		86%		93%		89%		88%		0%		89%						86%		90%		92%		91%				89.91%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		Busy		7												0		0		0				0		0		0		2		2		0		4				3		0		0		0		0				3				0		0		0		0		0				0						0		0		0		0		0		0

		Caller canceled		69												0		0		0				7		2		4		4		5		0		22				4		4		18		0		17				43				0		0		0		0		0				0						0		3		0		1		0		4

		Connected		4735												74		10		84				291		297		277		266		279		0		1410				305		302		731		308		767				2413				58		19		10		15		0				102						14		232		249		231		0		726

		Error		16												2		0		2				0		0		6		2		1		0		9				0		1		1		1		2				5				0		0		0		0		0				0						0		0		0		0		0		0

		Invalid Number		2												0		0		0				0		1		0		0		0		0		1				1		0		0		0		0				1				0		0		0		0		0				0						0		0		0		0		0		0

		No Answer		318												9		0		9				26		25		21		40		28		0		140				35		13		48		12		38				146				0		0		0		0		0				0						0		9		8		6		0		23

		No Response		598												5		1		6				27		22		46		43		39		0		177				83		26		129		24		78				340				6		3		6		1		0				16						2		25		15		17		0		59

		Total Requests		5745												90		11		101				351		347		354		357		354		0		1763				431		346		927		345		902				2951				64		22		16		16		0				118						16		269		272		255		0		812

		% Connected 		84.22%												82%		91%		86.57%				83%		86%		78%		75%		79%		na		80%				71%		87%		79%		89%		85%				82%				91%		86%		63%		94%		na				83%						88%		86%		92%		91%		0%		88.97%





		Top Call Drivers		Dec		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week Nov 26		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week Dec 3		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week Dec 10		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week Dec 17		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week Dec 25

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		852												44		7		51				68		69		62		57				7		263				52		48		45								145				53		53		52		35		42				235						64		47				47				158

		A Referral-Consumer to Contact Assister^		43																0																0																0																0										43						43

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		145																0						36				44						80																0						33										33										32						32

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		60																0								34								34																0												26				26																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		87																0																0																0				87												87																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1197												53				53				85		81		64		70				12		312				83		93		116				98				390						57		53		61		34				205						47		61		58		71				237

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		714												55				55				48				55								103																0				63		71		46		40		52				272						62		73		59		90				284

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1858												101		27		128				118		114		106		115				25		478				112		125		126		130		168				661				69		68		74		57		51				319						59		79		80		54				272

		How Do I Create an Account?		6																0														6		6																0																0																0

		How Do I Update My Application?		1569												84		19		103				101		95		103		94				28		421				105		99		95		87		112				498				71		64		59		61		51				306						55		56		63		67				241

		How To Enroll In a Plan?		3454												168		35		203				175		181		177		188				38		759				233		247		276		277		340				1373				127		106		96		106		91				526						120		145		154		174				593

		Income Change		0																0																0																0																0																0

		Income Decrease		836												76		8		84				76		65		42		51				7		241				60		63		61		67		59				310								29		28						57						40		34		33		37				144

		Income Increase		582												73		8		81				58		58		39		46						201				51		46		45		47		54				243												23				23						34										34

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		4942												210		43		253				313		264		249		265				28		1119				338		349		290		340		397				1714				243		210		294		150		126				1023						183		208		208		234				833

		MNTR		0																0																0																0																0																0

		Multiple changes		442														8		8														5		5				39		52		47		51		51				240				45		50		28		39		27				189																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		97																0														8		8										40		49				89																0																0

		Payment/Billing Questions		206																0																0																0				40												40						45		35		47		39				166

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		12														12		12																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		784																0				53		45				42						140				60		70		98		103		113				444				38		31		29		32						130								34				36				70

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		45												45				45																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		Close in Lieu of Processing Change^		18												18				18																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		75														7		7				16		26								9		51																0								17								17																0

		CSR Public Program Status		71												61				61																0																0												10				10																0

		CSR QHP  Status		37																0																0																0				10				16				11				37																0

		CSR-Determination Result		467																0				28		32		38		40						138				43		48		38		37		48				214				19		16						13				48						10		14		26		17				67

		CSR-Status of Enrollment		706												21		5		26				37		25		37		32				8		139				30		42		51		48		59				230				38		32		22		28		33				153						24		46		44		44				158

		CSR-Status of Reported Change		161																0						58				19						77				24												24						17		16		15						48						12										12

		CSR-Status Before Appt		1654												74		12		86				81				79		79				6		245				163		150		143		175		148				779				62		73		64		47		35				281						62		66		87		48				263

		CSR-Status of SEP		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		41														3		3																0																0				15		10										25								13								13

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		14																0																0																0																0						14										14

		How To Enroll In a Plan?		26																0																0																0										13						13								13								13

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		37																0																0																0																0										15		22				37

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		251																0								15						5		20				27		27		34		44		63				195																0										23		13				36

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		293												37		9		46				28		27		22		24				6		107						24		39		39		25				127										13						13																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																																0																0

		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		1														1		1																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		556												29		1		30				33		32		29		42						136				33		38		31		48		25				175				28		35		20		22		23				128						13		25		24		25				87

		CSR-Determination Result		788												39				39				49		52		48		47						196				38		38		42		53		41				212				38		47		43		43		52				223						30		24		26		38				118

		CSR-Newborn Status		182												26				26						32								2		34				16		17										33				18		17				18						53								18		18						36

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		70																0																0								28				20				48								12				10				22																0

		CSR-Public Program Status		1249												61				61				54		59		78		68				3		262				86		61		48		70		66				331				70		68		79		68		49				334						69		73		58		61				261

		CSR-Public Program Renewal		680												35		2		37				45		39		46		44				2		176				41		44		28		41		42				196				36		44		25		25		24				154						28		42		24		23				117

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		1														1		1																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		97														1		1				18				19						1		38										31						31																0						14						13				27

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		17																0										17						17																0																0																0

		Request to Close Application^		1																0														1		1																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		2034		 										190		21		211		 		152		130		120		128						530		 		158		157		121		120		127				683		 		86		81		74		45		44				330		 				70		61		56		93				280

		Counties		2792		 										32		22		54		 		161		134		129		137						561		 		180		192		169		220		270				1031		 		157		129		120		105		82				593		 				113		147		152		141				553









		 

		CC				29205.368969737

		MCRE/Counties		4942		0.1692154619

		How To Enroll In a Plan?		3454		0.1182659258

		How Do I Apply?		1858		0.0636184395

		How Do I Update My Application?		1569		0.0537229987

		Enrollment Status Check		1197		0.0409856147

		A Referral		852		0.0291727182

		Income Decrease		836		0.0286248738

		Request to Close Application^		784		0.0268443792

		Gain of ESI/MEC		714		0.0244475597

		Income Increase		582		0.0199278427

		Multiple changes		442		0.0151342036

		Payment/Billing Questions		206		0.0070534976

		Checking on Status of Reported Change		145		0.0049648405

		Password Reset/Account Unlock		97		0.0033213071

		Enrollment Notice		87		0.0029789043

		Directed to Submit Verifications		60		0.0020544168

		Same Day Term		45		0.0015408126

		A Referral-Consumer to Contact Assister^		43		0.001472332

		Prospect/Pending Case		12		0.0004108834

		How Do I Create an Account?		6		0.0002054417



		Broker		 		6126

		CSR-Status Before Appt		1654		0.2699967352

		CSR-Status of Enrollment		706		0.1152464904

		CSR-Determination Result		467		0.0762324518

		Request to Close Application^		293		0.0478289259

		Paper Application		251		0.0409729024

		CSR-Status of Reported Change		161		0.0262814234

		CSR Public Program renewal		75		0.0122428991

		CSR Public Program Status		71		0.0115899445

		Gain of ESI/MEC		41		0.0066927849

		CSR QHP  Status		37		0.0060398302

		Lost or will lose employer health care coverage		37		0.0060398302

		How To Enroll In a Plan?		26		0.004244205

		Close in Lieu of Processing Change^		18		0.0029382958

		How Do I Update My Application?		14		0.0022853412



		ARC				4192

		CSR-Public Program Status		1249		0.2979484733

		CSR-Determination Result		788		0.1879770992

		CSR-Public Program Renewal		680		0.1622137405

		CSR- QHP Status		556		0.1326335878

		CSR-Newborn Status		182		0.0434160305

		Password Reset/Account Unlock		97		0.023139313

		CSR-Pending Case		70		0.0166984733

		Prospect/Pending case		17		0.0040553435





Oct 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		Calls Received (MNsure)		20666				871		781		689		644		649				3634				959		880		927		968		1014				4748				1258		1115		1018		935		799				5125				1097		948		957		922		904				4828				1196		1135										2331

		Calls Handled		18972				856		754		687		635		642				3574				895		819		805		882		927				4329				1077		922		908		818		735				4460				988		903		911		834		793				4429				1083		1097										2180

		Calls Abandoned		1519				17		32		3		8		3				65				56		63		125		85		80				410				181		182		109		113		61				645				109		45		44		73		95				366				0		34										34

		Abandon % (>5%)(Less Short Aban)		7.07%				1.97%		4.12%		0.49%		1.31%		0.52%				1.68%				5.81%		7.21%		13.53%		8.79%		7.91%				8.65%				14.40%		16.31%		10.68%		12.04%		7.61%				12.21%				9.90%		4.74%		4.64%		7.91%		10.48%				7.53%				7.60%		2.99%										5.30%

		Avg Time to Abandon		0:10:37				0:06:29		0:09:17		0:04:58		0:10:13		0:06:20				0:07:27				0:09:02		0:15:35		0:16:24		0:11:30		0:12:11				0:12:56				0:16:24		0:20:04		0:15:05		0:13:43		0:17:18				0:16:30				0:16:51		0:11:36		0:10:44		0:09:32		0:12:33				0:12:15				0:00:00		0:07:59										0:03:59

		Average Wait Time (< 5 minutes)		0:07:44				0:01:49		0:02:52		0:00:29		0:01:51		0:00:38				0:01:31				0:08:08		0:06:16		0:09:20		0:09:28		0:10:04				0:08:39				0:16:30		0:17:02		0:14:11		0:11:59		0:09:18				0:13:48				0:12:35		0:04:26		0:04:53		0:08:56		0:13:47				0:08:55				0:07:49		0:03:43										0:05:46

		Max Wait Time		1:11:35				0:22:42		0:26:49		0:11:03		0:27:34		0:14:14				0:27:34				0:52:31		0:59:00		0:55:17		0:45:40		0:54:35				0:59:00				1:11:35		1:09:05		1:10:31		0:50:50		0:55:09				1:11:35				1:09:19		0:41:35		0:35:31		0:37:09		0:44:23				1:09:19				0:34:23		0:22:26										0:34:23

		Service Level (<80% calls under 5 min)		63.59%				85.06%		79.34%		96.70%		88.58%		95.67%				89.07%				52.99%		77.07%		61.93%		58.41%		55.25%				61.13%				49.42%		49.51%		58.80%		47.44%		63.31%				53.70%				63.93%		65.54%		74.86%		47.76%		30.20%				56.46%				43.52%		71.70%										57.61%

		Talk Time (Avg)		0:09:25				0:09:13		0:09:28		0:09:08		0:08:53		0:09:46				0:09:17				0:09:46		0:09:12		0:09:01		0:08:45		0:09:06				0:09:10				0:09:18		0:09:16		0:09:05		0:09:37		0:10:07				0:09:28				0:09:16		0:09:23		0:09:29		0:09:38		0:09:37				0:09:28				0:09:59		0:09:23										0:09:41

		Call Handle Time (Avg)		0:16:54				0:16:10		0:16:43		0:15:46		0:16:00		0:16:47				0:16:17				0:17:02		0:16:43		0:16:33		0:15:50		0:15:53				0:16:24				0:16:35		0:17:00		0:16:51		0:18:00		0:17:53				0:17:15				0:17:21		0:16:46		0:17:05		0:18:09		0:16:46				0:17:13				0:17:58		0:16:46										0:17:22

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				0		na										na

		First Call Resolution %		81.28%				81.20%		80.86%		84.75%		82.75%		81.84%				82.28%				81.58%		82.74%		84.57%		80.87%		77.85%				81.52%				80.63%		79.52%		80.53%		82.14%		80.35%				80.64%				81.30%		79.74%		80.66%		82.05%		81.20%				80.99%				81.20%		80.76%										80.98%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Helpline (Transfers from Vendor)		3376				196		165		134		121		122				738				143		132		130		124		162				691				173		154		143		136		121				727				156		150		164		140		165				775				211		234										445

		Short Abandon (under 60 seconds)		108				3		2		0		0		1				6				7		4		6		9		2				28				10		12		8		6		4				40				8		3		2		1		10				24				6		4										10

		% of calls answered in under 10 minutes		73.39%				94.73%		88.73%		99.51%		91.77%		98.82%				94.71%				64.05%		82.99%		68.20%		62.18%		64.43%				68.37%				63.25%		55.37%		61.95%		59.41%		67.51%				61.50%				65.73%		80.69%		80.53%		61.60%		43.76%				66.46%				65.47%		86.34%										75.91%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										ERROR:#DIV/0!

		Max Agents		70.00				48.01		44.21		36.09		34.09		35.96				48.01				52.41		47.47		49.96		48.61		52.63				52.63				66.47		61.13		54.65		53.68		46.11				66.47				60.87		51.42		53.41		53.51		49.77				60.87				70.00		63.84										70.00





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		Calls Received (MNsure)		3609				146		141		114		139		144				684				132		135		140		132		156				695				136		175		176		149		149				785				147		148		193		227		210				925				229		291										520

		Calls Handled		3363				135		134		110		126		133				638				128		129		127		126		148				658				130		168		167		139		140				744				137		145		175		207		196				860				208		255										463

		Calls Abandoned		193				9		4		2		8		11				34				3		5		12		4		7				31				4		6		7		9		8				34				9		2		16		18		14				59				0		35										35

		Abandon % (>5%)(Less Short Aban)		6.01%				6.16%		2.84%		1.75%		5.76%		7.64%				4.83%				2.27%		3.70%		8.57%		3.03%		4.49%				4.41%				2.94%		3.43%		3.98%		6.04%		5.37%				4.35%				6.12%		1.35%		8.29%		7.93%		6.67%				6.07%				8.73%		12.03%										10.38%

		Avg Time to Abandon		0:04:51				0:03:10		0:03:05		0:05:20		0:03:51		0:06:44				0:04:26				0:05:27		0:01:54		0:03:50		0:01:57		0:04:38				0:03:33				0:02:23		0:05:02		0:03:16		0:05:59		0:15:23				0:06:24				0:08:00		0:01:08		0:06:28		0:06:04		0:05:21				0:05:24				0:00:00		0:08:59										0:04:29

		Average Wait Time (>5 min)		0:02:44				0:01:19		0:01:29		0:01:19		0:02:11		0:03:18				0:01:55				0:01:36		0:02:02		0:02:53		0:01:06		0:02:36				0:02:02				0:01:10		0:01:33		0:01:03		0:03:04		0:01:39				0:01:41				0:02:39		0:00:35		0:03:42		0:03:57		0:04:39				0:03:06				0:04:42		0:05:15										0:04:58

		Max Wait Time		0:54:55				0:10:42		0:21:06		0:15:54		0:19:04		0:24:45				0:24:45				0:13:51		0:11:19		0:13:59		0:12:09		0:16:14				0:16:14				0:13:40		0:16:08		0:15:17		0:17:33		0:54:55				0:54:55				0:22:55		0:10:39		0:25:57		0:38:26		0:21:53				0:38:26				0:32:32		0:35:04										0:35:04

		Service Level (<95% calls under 5 min)		79.37%				88.89%		88.06%		90.91%		82.54%		76.69%				85.42%				86.72%		79.07%		74.80%		91.27%		80.41%				82.45%				91.54%		89.29%		94.61%		74.10%		86.43%				87.19%				75.18%		94.48%		74.29%		77.78%		60.71%				76.49%				65.87%		64.71%										65.29%

		Talk Time (Avg)		0:08:09				0:07:54		0:07:48		0:07:49		0:08:02		0:08:19				0:07:58				0:07:08		0:07:31		0:08:05		0:07:03		0:07:05				0:07:22				0:07:14		0:08:18		0:08:08		0:07:37		0:08:37				0:07:58				0:07:58		0:08:56		0:08:48		0:09:04		0:09:12				0:08:47				0:09:05		0:08:14										0:08:39

		Call Handle Time (Avg)		0:13:10				0:12:32		0:12:20		0:12:41		0:12:37		0:11:46				0:12:23				0:12:00		0:12:38		0:12:08		0:12:33		0:13:06				0:12:29				0:12:36		0:13:34		0:12:48		0:12:40		0:14:14				0:13:10				0:12:40		0:14:23		0:14:21		0:14:54		0:14:47				0:14:13				0:14:06		0:13:08										0:13:37

		Max Agents		12.15				4.70		4.59		3.91		4.41		4.35				4.70				4.26		4.53		4.28		4.08		3.00				4.53				3.71		5.00		4.23		5.22		5.58				5.58				6.77		5.79		6.97		8.56		8.05				8.56				11.00		12										12.15





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		Calls Received (MNsure)		4445				233		213		197		213		180				1036				217		191		206		212		151				977				181		201		164		242		194				982				207		189		202		201		205				1004				221		225										446

		Calls Handled		3834				176		169		164		191		167				867				192		163		175		175		142				847				145		175		147		204		186				857				179		181		190		180		184				914				185		164										349

		Calls Abandoned		566				57		44		33		22		12				168				25		26		30		36		9				126				36		26		17		37		8				124				27		8		11		20		21				87				0		61										61

		Abandon % (>5%)(Less Short Aban)		13.15%				24.46%		20.66%		16.75%		10.33%		6.67%				15.77%				11.52%		13.61%		14.56%		16.98%		5.96%				12.53%				19.89%		12.94%		10.37%		15.29%		4.12%				12.52%				13.04%		4.23%		5.45%		9.95%		10.24%				8.58%				5.57%		27.11%										16.34%

		Avg Time to Abandon		0:05:38				0:06:19		0:06:08		0:07:30		0:05:43		0:03:14				0:05:46				0:04:57		0:06:33		0:07:08		0:06:53		0:06:12				0:06:20				0:10:44		0:05:21		0:06:22		0:05:56		0:04:49				0:06:38				0:06:42		0:02:49		0:05:22		0:03:17		0:03:33				0:04:20				0:00:00		0:10:09										0:05:04

		Average Wait Time (>5 min)		0:06:43				0:08:29		0:07:08		0:06:43		0:05:28		0:02:58				0:06:09				0:03:48		0:06:24		0:09:31		0:07:09		0:02:53				0:05:57				0:12:20		0:05:54		0:05:15		0:08:26		0:02:49				0:06:56				0:05:09		0:02:40		0:03:53		0:02:40		0:03:59				0:03:40				0:06:32		0:15:20										0:10:56

		Max Wait Time		0:54:35				0:24:26		0:18:54		0:25:50		0:27:24		0:13:14				0:27:24				0:17:32		0:23:34		0:25:36		0:27:05		0:21:22				0:27:05				0:34:14		0:44:56		0:21:38		0:26:01		0:17:14				0:44:56				0:22:10		0:16:37		0:19:36		0:17:01		0:23:24				0:23:24				0:54:35		0:41:29										0:54:35

		Service Level (<95% calls under 5 min)		48.54%				30.68%		37.28%		54.27%		62.30%		71.26%				51.16%				69.27%		52.15%		34.86%		48.00%		78.87%				56.63%				30.34%		40.57%		61.90%		35.29%		76.88%				49.00%				65.36%		79.56%		68.95%		75.56%		67.39%				71.36%				20.61%		8.54%										14.57%

		Talk Time (Avg)		0:07:11				0:06:40		0:06:18		0:06:39		0:06:22		0:06:31				0:06:30				0:06:35		0:05:51		0:05:50		0:06:16		0:06:35				0:06:13				0:07:42		0:07:06		0:07:15		0:06:43		0:05:55				0:06:56				0:06:11		0:06:12		0:06:19		0:07:33		0:06:19				0:06:30				0:11:38		0:08:00										0:09:49

		Call Handle Time (Avg)		0:10:09				0:08:38		0:08:37		0:08:57		0:08:40		0:09:02				0:08:46				0:08:59		0:08:22		0:08:05		0:08:20		0:08:58				0:08:32				0:10:26		0:09:33		0:09:40		0:09:10		0:08:28				0:09:27				0:08:29		0:08:38		0:08:38		0:10:16		0:08:39				0:08:56				0:19:39		0:10:29										0:15:04

		Max Agents		5.20				4.22		4.05		4.08		4.60		4.19				4.60				4.79		3.81		3.95		4.05		3.54				4.79				4.20		4.64		3.95		5.20		4.37				5.20				4.22		4.34		4.56		5.16		4.42				5.16				5.00		5										5.00





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		Calls Received		3376				196		165		134		121		122				738				143		132		130		124		162				691				173		154		143		136		121				727				156		150		164		140		165				775				211		234										445

		Calls Handled		2883				188		151		132		118		120				709				126		110		88		99		130				552				123		102		109		101		99				534				120		133		147		127		144				671				196		221										416.6060606061

		Calls Abandoned		324				7		12		2		3		1				25				11		16		25		18		20				90				32		31		23		22		16				123				24		14		13		10		16				76				0		10										9.6561575349

		Abandon %		11.97%				3.49%		7.96%		1.30%		2.84%		1.23%				3.36%				8.63%		14.65%		28.81%		17.88%		15.54%				17.10%				25.96%		29.85%		20.87%		21.76%		15.81%				22.85%				19.90%		10.32%		8.71%		7.84%		11.06%				11.57%				5.57%		4.38%										4.98%

		Avg Time to Abandon		0:12:01				0:07:10		0:10:10		0:04:58		0:10:33		0:06:20				0:07:50				0:09:39		0:17:10		0:16:49		0:11:44		0:12:37				0:13:35				0:18:07		0:21:39		0:15:25		0:14:57		0:17:40				0:17:33				0:17:16		0:11:36		0:10:59		0:08:03		0:15:16				0:12:38				0:08:20		0:08:38										0:08:29

		Average Wait Time (>5 min)		0:15:13				0:03:51		0:06:17		0:00:54		0:04:10		0:01:28				0:03:20				0:14:16		0:14:49		0:23:21		0:22:14		0:21:48				0:19:17				0:37:32		0:37:44		0:32:31		0:25:34		0:21:48				0:31:01				0:29:46		0:10:15		0:10:03		0:10:04		0:18:46				0:15:46				0:06:32		0:06:47										0:06:39

		Max Wait Time		0:54:35				0:41:19		0:40:10		0:22:01		0:32:32		0:30:14				0:41:19				0:42:54		0:33:15		0:32:58		0:44:29		0:45:12				0:45:12				0:33:59		0:35:51		0:36:17		0:39:18		0:41:11				0:41:11				0:42:11		0:36:34		0:38:09		0:31:40		0:30:48				0:42:11				0:54:35		0:43:46										0:54:35

		Service Level (<95% calls under 5 min)		21.58%				38.86%		39.10%		80.84%		62.46%		67.18%				57.69%				18.62%		32.56%		11.45%		6.68%		7.81%				15.42%				8.37%		7.28%		8.44%		7.09%		7.82%				7.80%				13.10%		6.43%		26.73%		22.50%		5.92%				14.94%				0.00%		24.06%										12.03%

		Talk Time (Avg)		0:11:10				0:11:16		0:12:07		0:10:53		0:10:31		0:11:16				0:11:12				0:11:16		0:10:53		0:11:04		0:09:58		0:10:28				0:10:43				0:10:38		0:11:41		0:10:36		0:10:39		0:12:04				0:11:07				0:11:17		0:10:49		0:11:22		0:11:12		0:11:47				0:11:17				0:11:38		0:11:20										0:11:29

		Call Handle Time (Avg)		0:19:04				0:19:19		0:21:15		0:18:25		0:19:43		0:19:26				0:19:37				0:19:39		0:19:32		0:19:54		0:17:59		0:18:32				0:19:07				0:17:51		0:19:28		0:17:49		0:18:35		0:19:57				0:18:44				0:18:47		0:18:40		0:18:41		0:18:38		0:18:55				0:18:44				0:19:39		0:18:43										0:19:11

		Percent. calls transferred by front line/General Queue		15.07%				5:24:02		5:04:13		4:40:03		4:30:33		4:30:41				20.13%				3:34:43		3:36:00		3:21:56		3:04:27		3:50:03				3:29:26				3:18:01		3:18:53		3:22:16		3:29:27		3:38:04				3:25:20				3:24:46		3:47:50		4:06:46		3:38:39		4:22:49				3:52:10				0:00:00		4:56:52										10.31%

		Max Agents		38.00				24.61		22.24		15.74		17.35		17.48				24.61				27.82		23.69		26.46		25.96		28.81				28.81				33.59		33.12		28.43		26.31		23.81				33.59				31.18		26.11		27.38		25.08		25.15				31.18				38.00		20:35:15										38.00





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		Busy		1				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		21				0		0		0		0		0				0				1		1		0		0		6				8				2		1		2		2		0				7				2		1		0		2		1				6				0		0										0

		Connected		3106				42		76		10		32		8				168				192		115		1		216		205				729				196		286		276		191		155				1104				232		134		124		124		203				817				145		143										288

		Error		23				0		0		0		0		0				0				0		2		0		1		1				4				2		1		3		3		0				9				0		0		2		1		6				9				0		1										1

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		No Answer		248				5		4		0		8		0				17				11		5		0		11		7				34				21		36		32		21		11				121				12		11		8		5		15				51				18		7										25

		No Response		337				1		4		0		3		1				9				29		11		0		28		29				97				32		29		21		30		10				122				31		14		12		9		23				89				14		6										20

		Total Requests		3736				48		84		10		43		9				194				234		134		1		256		248				873				253		353		334		247		176				1363				277		160		146		141		248				972				177		157										334

		% Connected 		85.51%				88%		90%		100%		74%		89%				88.26%				82%		86%		100%		84%		83%				87%				77%		81%		83%		77%		88%				81%				84%		84%		85%		88%		82%				84%				82%		91%										86.49%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		7				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0		1		0				1				0		0		0		1		2				3				2		0										2

		Connected		618				1		7		3		1		0				12				51		8		24		0		21				104				22		20		1		37		0				80				4		0		2		118		118				242				148		32										180

		Error		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1										1

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		No Answer		45				0		0		0		0		0				0				1		2		1		0		0				4				1		1		0		2		0				4				1		0		0		8		7				16				18		3										21

		No Response		65				0		2		0		0		0				2				2		0		1		0		2				5				0		2		0		3		0				5				1		0		0		12		24				37				15		1										16

		Total Requests		736				1		9		3		1		0				14				55		10		26		0		23				114				23		23		1		43		0				90				6		0		2		139		151				298				183		37										220

		% Connected 		88.36%				100%		78%		100%		100%		na				94.44%				93%		80%		92%		na		91%				89%				96%		87%		100%		86%		na				92%				67%		na		100%		85%		78%				82%				81%		86%										83.69%





		Top Call Drivers		Oct		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week Oct 1		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week Oct 8		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week Oct 15		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week Oct 22		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week Oct 29

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		487				40						28		30				98				40		33		29								102				47						32						79				45		35		35		34		23				172						36										36

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		52								21								21																0																0						31										31																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		533				28		24		30		19		22				123				38		30				37						105				42		37		40		33		29				181				33				25		35		31				124																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		148				32												32								29								29				35								28				63										24						24																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		772				51		28		30		30		30				169								34		34		48				116				37		39		35		42		33				186				46		51		49		37		53				236						65										65

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1215				68		51		77		46		59				301				54		50		64		40		56				264				63		48		56		41		62				270				58		58		76		56		51				299						81										81

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1540				59		59		58		47		60				283				82		59		57		94		85				377				100		80		98		89						367				73		98		89		70		91				421						92										92

		How To Enroll In a Plan?		1905				95		89		89		79		76				428				89		103		87		79		81				439				88		75		80		80		74				397				108		93		107		89		91				488						153										153

		Income Change		0																0																0																0																0																0

		Income Decrease		643						28				20						48						30		34		39		48				151				57		46		49		38		36				226				47		38		41		37		27				190						28										28

		Income Increase		356												20				20				35		29				38		42				144				57		38										95						35		32								67						30										30

		Loss of ESI		33																0				33												33																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2402				128		122		109		107		86				552				109		113		120		122		113				577				137		120		111		102		78				548				115		105		141		129		93				583						142										142

		MNTR		0																0																0																0																0																0

		Multiple changes		718				36		23		29		21		33				142				41		35		26		34		34				170						37		43		38		36				154				30		39		54		41		41				205						47										47

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		21								21								21																0																0																0																0

		Password Reset/Account Unlock		58																0																0								27								27																0						31										31

		Payment/Billing Questions		22						22										22																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		36																0				36												36																0																0																0

		Request to Close Application^		364												19				19						29		38		55		39				161						33		43		38		27				141				43												43																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		109				29		31				21						81												28				28																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		26						7						7				14																0						6				6						12																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR-Paper Application		8																0												4				4																0								4								4																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		8																0																0																0						8										8																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		5																0																0																0						5										5																0

		CSR-Determination Result		7																0								7								7																0																0																0

		CSR-Status of Enrollment		122				7		8		6				7				28																0				7		7		10		7		5				36				5		6				11		13				35						23										23

		CSR-Status of Reported Change		26						10										10																0				5												5										11						11																0

		CSR-Status Before Appt		617				27		32		23				39				121				28		24		17		17		18				104				25		32		31		30		17				135				27		18		27		49		52				173						84										84

		CSR-Status of SEP		71				7								5				12								11		7		8				26								6		7		6				19				5		4		5								14																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Demographic Change/Correction^		16																0																0																0								5		11						16																0

		Directed to Complete Caspio Form		5																0				5												5																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		62				15		9		5								29										8						8				5				6				5				16												9				9																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		5																0						5										5																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		15								5								5						10										10																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		30																0						6				7		7				20																0				10												10																0

		How To Enroll In a Plan?		23												5				5																0																0																0						18										18

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		74								9				7				16				6				8								14										8						8				4								14				18						18										18

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		35												8				8						7		7		6						20								7								7																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		46				8												8				7												7						6						6				12																0						19										19

		Request to Close Application^		39																0				7								7				14				7		7										14										11						11																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		18												9				9																0																0												9				9																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		4																0																0																0								4								4																0



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		415				20		21		23		21		21				106				25		24		21		24		16				110				18		16		16		26		19				95						16		20		27		22				85						19										19

		CSR-Determination Result		888				44		31		44		46		37				202				56		43		44		52		36				231				34		39		43		38		50				204				57		34		47		41		33				212						39										39

		CSR-Newborn Status		167				17		11		13				10				51				11		11		21				16				59				14				25								39				18												18																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		30																0																0																0								15				15				30																0

		CSR-Public Program Status		1052				60		47		35		58		51				251				61		48		51		57		48				265				33		58		28		47		47				213				51		49		56		51		59				266						57										57

		CSR-Public Program Renewal		708				30		34		33		40		32				169				38		30		33		34		27				162				41		43		26		43		30				183				37		34		40		37		27				175						19										19

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		147										20						20										12						12						16				17		19				52				12		21				14						47						16										16

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		505		 		19		23		15		20		14				91		 		23		27		22		20		17				109		 		25		24		15		19		25				108		 		10		29		32		93						164		 				33										33

		Counties		1889		 		109		99		94		87		72				461		 		86		86		98		102		96				468		 		112		96		96		83		70				457		 		95		76		109		114						394		 				109										109









		 

		 

		Top Call Drivers		Oct		18972

		CC

		MCRE/Counties		2402		0.1266069952

		How To Enroll In a Plan?		1905		0.100410627

		How Do I Update My Application?		1540		0.0811718454

		How Do I Apply?		1215		0.0640414235

		Gain of ESI/MEC		772		0.0406913407

		Multiple changes		718		0.0378450552

		Income Decrease		643		0.0338918809

		Directed to Submit Verifications		533		0.028093892

		A Referral		487		0.0256692784

		Request to Close Application^		364		0.0191860726

		Income Increase		356		0.0187644006

		Enrollment Status Check		148		0.0078009306

		Same Day Term		109		0.00574528

		Password Reset/Account Unlock		58		0.0030571215

		Checking on Status of Reported Change		52		0.0027408675

		Recon		36		0.0018975237

		Loss of ESI		33		0.0017393967

		Payment/Billing Questions		22		0.0011595978

		Passive Enrollment Question		21		0.0011068888



		Broker		 		3363

		CSR-Status Before Appt		617		0.1834671424

		CSR-Status of Enrollment		122		0.0362771335

		Lost or will lose employer health care coverage		74		0.0220041629

		CSR-Status of SEP		71		0.0211121023

		Gain of ESI/MEC		62		0.0184359203

		Renewal/Unwind Related Loss of PP^		46		0.0136782635

		Request to Close Application^		39		0.0115967886

		Password Reset/Account Unlock		35		0.0104073744

		How Do I Update My Application?		30		0.0089206066

		APTC/CSR Questions		26		0.0077311924

		CSR-Status of Reported Change		26		0.0077311924

		How To Enroll In a Plan?		23		0.0068391317

		SEP Plan Selection		18		0.005352364

		Demographic Change/Correction^		16		0.0047576569

		How Do I Apply?		15		0.0044603033

		CSR-Paper Application		8		0.0023788284

		CSR Public Program renewal		8		0.0023788284

		CSR-Determination Result		7		0.0020814749

		CSR QHP  Status		5		0.0014867678

		Directed to Complete Caspio Form		5		0.0014867678

		General Training Questions		5		0.0014867678

		Unable to Verify Consumer PII		4		0.0011894142



		ARC				3834

		CSR-Public Program Status		1052		0.2743870631

		CSR-Determination Result		888		0.2316118936

		CSR-Public Program Renewal		708		0.1846635368

		CSR- QHP Status		415		0.1082420449

		CSR-Newborn Status		167		0.0435576421

		Password Reset/Account Unlock		147		0.0383411581

		CSR-Pending Case		30		0.0078247261

						 





Sep 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		Calls Received (MNsure)		14313												702				702						778		768		631		603				2780				744		632		628				832				2836				973		744		721		717		658				3813				925		794		752		814		897				4182

		Calls Handled		13926												682				682						768		743		622		597				2729				726		628		621				787				2762				894		718		711		707		651				3682				896		791		733		795		856				4071

		Calls Abandoned		354												18				18						10		16		10		3				40				13		5		3				46				67				65		26		7		10		7				116				31		2		19		18		45				114

		Abandon % (>5%)(Less Short Aban)		2.28%												2.52%				2.52%						1.28%		2.13%		1.59%		0.55%				1.39%				1.74%		0.82%		0.54%				5.48%				2.15%				6.71%		3.48%		1.02%		1.41%		0.88%				2.70%				3.35%		0.21%		2.50%		2.19%		4.98%				2.65%

		Avg Time to Abandon		0:08:08												0:10:05				0:10:05						0:06:15		0:06:10		0:06:38		0:08:50				0:06:58				0:05:58		0:08:51		0:06:13				0:08:47				0:07:27				0:08:38		0:10:53		0:06:57		0:08:16		0:06:42				0:08:17				0:08:29		0:06:49		0:08:30		0:08:09		0:07:34				0:07:54

		Average Wait Time (>5 min)		0:02:24												0:02:32				0:02:32						0:00:56		0:01:29		0:01:28		0:00:34				0:01:06				0:01:17		0:00:33		0:00:29				0:06:05				0:02:06				0:06:51		0:03:36		0:00:50		0:01:12		0:06:41				0:03:50				0:02:53		0:00:13		0:02:34		0:01:36		0:04:53				0:02:25

		Max Wait Time		0:47:49												0:26:41				0:26:41						0:17:32		0:19:11		0:18:48		0:16:13				0:19:11				0:11:28		0:17:21		0:16:11				0:36:06				0:36:06				0:36:00		0:47:49		0:14:25		0:27:03		0:25:02				0:47:49				0:27:39		0:07:25		0:25:13		0:24:18		0:33:05				0:33:05

		Service Level (<95% calls under 5 min)		85.04%												82.86%				82.86%						92.98%		88.09%		87.58%		96.13%				91.20%				89.58%		95.19%		96.17%				68.19%				87.28%				49.76%		76.85%		92.64%		91.30%		93.16%				80.74%				79.60%		99.37%		82.57%		89.26%		64.92%				83.14%

		Talk Time (Avg)		0:08:44												0:08:34				0:08:34						0:08:12		0:08:49		0:08:53		0:09:21				0:08:48				0:08:29		0:08:51		0:08:34				0:08:49				0:08:40				0:08:16		0:08:28		0:08:52		0:08:30		0:08:42				0:08:33				0:09:20		0:09:05		0:09:11		0:09:21		0:08:25				0:09:04

		Call Handle Time (Avg)		0:15:18												0:14:32				0:14:32						0:14:25		0:15:19		0:15:42		0:16:28				0:15:28				0:14:50		0:14:59		0:15:02				0:15:46				0:15:09				0:15:10		0:15:21		0:15:45		0:15:18		0:15:32				0:15:25				0:16:20		0:15:39		0:16:00		0:16:13		0:15:24				0:15:55

		Transfer Out		na												na				na						na		na		na		na				na				na		na		na				na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		81.61%												78.96%				78.96%						80.21%		79.06%		82.45%		81.96%				80.92%				82.22%		84.32%		82.97%				79.45%				82.24%				82.48%		82.79%		80.02%		83.28%		81.93%				82.10%				82.69%		84.71%		83.69%		85.00%		83.16%				83.85%

		Complaints Received		0												0				0						0		0		0		0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0												0				0						0		0		0		0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		2942												170				170						163		125		125		126				539				177		102		112				172				563				174		147		162		137		142				762				209		161		168		143		227				908

		Short Abandon (under 60 seconds)		34												0				0						2		2		1		0				5				1		1		0				7				9				4		0		1		4		2				11				0		0		3		3		3				9

		% of calls answered in under 10 minutes		92.99%												92.32%				92.32%						97.73%		98.50%		95.28%		98.48%				97.50%				99.00%		98.63%		98.50%				77.84%				93.49%				73.08%		88.37%		98.85%		95.95%		96.96%				90.64%				88.42%		100.00%		89.50%		95.17%		81.89%				91.00%

		Occupany		na												na				ERROR:#DIV/0!						na		na		na		na				na				na		na		na				na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		51.73												35.20				35.20						37.72		37.93		33.08		33.30				37.93				37.80		30.58		30.91				44.14				44.14				48.25		38.36		38.64		36.40		35.00				48.25				51.73		41.54		40.95		43.26		48.24				51.73





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		Calls Received (MNsure)		3124												117				117						165		137		136		137				575				138		158		138				180				614				140		182		141		161		137				761				180		221		186		222		248				1057

		Calls Handled		2910												114				114						153		136		125		119				533				134		151		130				164				579				129		169		135		157		126				716				176		205		178		214		195				968

		Calls Abandoned		190												1				1						12		1		9		16				38				3		7		8				16				34				11		12		6		3		0				32				4		16		6		8		51				85

		Abandon % (>5%)(Less Short Aban)		5.17%												0.85%				0.85%						7.27%		0.73%		6.62%		11.68%				6.58%				2.17%		4.43%		5.80%				8.89%				5.32%				7.86%		6.59%		4.26%		1.86%		8.03%				5.72%				2.22%		7.24%		3.23%		3.60%		20.56%				7.37%

		Avg Time to Abandon		0:06:10												0:07:45				0:07:45						0:04:48		0:02:20		0:04:22		0:12:13				0:05:55				0:06:09		0:06:15		0:05:08				0:04:55				0:05:36				0:03:21		0:07:21		0:02:39		0:04:18		0:00:00				0:04:24				0:06:16		0:02:45		0:03:03		0:09:03		0:14:43				0:07:10

		Average Wait Time (>5 min)		0:02:50												0:00:21				0:00:21						0:04:46		0:00:25		0:02:04		0:06:15				0:03:22				0:01:59		0:02:09		0:02:57				0:05:41				0:03:11				0:02:55		0:03:53		0:01:47		0:00:45		0:03:54				0:02:38				0:03:48		0:03:14		0:01:06		0:02:26		0:12:31				0:04:37

		Max Wait Time		0:57:26												0:09:31				0:09:31						0:23:26		0:05:27		0:10:02		0:25:36				0:25:36				0:13:24		0:16:33		0:19:30				0:22:23				0:22:23				0:19:40		0:24:30		0:13:33		0:08:26		0:22:54				0:24:30				0:18:08		0:13:50		0:12:45		0:25:45		0:57:26				0:57:26

		Service Level (<95% calls under 5 min)		79.40%												97.37%				97.37%						61.44%		99.26%		80.80%		56.30%				74.45%				83.58%		80.13%		74.62%				52.44%				72.69%				78.29%		71.01%		85.93%		96.18%		70.63%				80.41%				67.05%		72.68%		94.38%		81.78%		44.62%				72.10%

		Talk Time (Avg)		0:07:32												0:06:28				0:06:28						0:07:38		0:07:54		0:08:16		0:08:17				0:08:01				0:07:22		0:07:23		0:07:31				0:08:48				0:07:46				0:07:32		0:06:50		0:07:49		0:06:57		0:07:58				0:07:25				0:08:20		0:08:33		0:08:14		0:07:51		0:07:18				0:08:03

		Call Handle Time (Avg)		0:12:01												0:10:54				0:10:54						0:12:26		0:12:57		0:12:17		0:12:36				0:12:34				0:11:51		0:12:13		0:12:06				0:14:07				0:12:34				0:11:56		0:10:59		0:12:29		0:11:16		0:11:59				0:11:43				0:12:37		0:13:01		0:12:26		0:12:25		0:11:25				0:12:22

		Max Agents		7.42												3.45				3.45						5.28		4.89		4.27		4.20				5.28				4.41		5.12		4.37				6.43				6.43				4.31		5.15		4.68		4.91		4.00				5.15				6.17		7		6.15		7.38		6.18				7.42





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		Calls Received (MNsure)		3728												150				150						168		180		204		193				745				221		190		180				202				793				189		221		205		210		200				1025				200		198		211		220		186				1015

		Calls Handled		3393												140				140						146		170		191		184				691				204		174		166				178				722				187		199		181		192		184				943				177		186		170		194		170				897

		Calls Abandoned		308												10				10						21		10		12		8				51				16		15		12				23				66				2		22		23		18		0				65				21		12		41		26		16				116

		Abandon % (>5%)(Less Short Aban)		8.19%												6.67%				6.67%						12.50%		5.56%		5.88%		4.15%				7.02%				7.24%		7.89%		6.67%				11.39%				8.30%				1.06%		9.95%		11.22%		8.57%		7.50%				7.66%				10.50%		6.06%		19.43%		11.82%		8.60%				11.28%

		Avg Time to Abandon		0:04:40												0:03:00				0:03:00						0:05:52		0:04:10		0:04:20		0:03:57				0:04:34				0:04:26		0:04:58		0:03:51				0:06:04				0:04:49				0:04:27		0:04:03		0:07:56		0:04:42		0:00:00				0:05:17				0:06:06		0:03:53		0:06:48		0:06:35		0:05:06				0:05:41

		Average Wait Time (>5 min)		0:04:22												0:05:31				0:05:31						0:05:26		0:02:59		0:01:45		0:02:21				0:03:07				0:03:11		0:03:36		0:02:18				0:05:15				0:03:35				0:01:14		0:04:17		0:05:47		0:04:20		0:02:@9				0:03:54				0:03:49		0:04:29		0:09:21		0:05:48		0:05:25				0:05:46

		Max Wait Time		0:23:10												0:20:17				0:20:17						0:20:15		0:16:01		0:15:55		0:17:51				0:20:15				0:16:11		0:14:13		0:17:43				0:20:21				0:20:21				0:09:38		0:14:43		0:21:09		0:15:32		0:14:43				0:21:09				0:17:58		0:20:54		0:23:10		0:20:02		0:20:47				0:23:10

		Service Level (<95% calls under 5 min)		66.19%												60.71%				60.71%						60.27%		75.29%		89.53%		79.89%				76.25%				75.00%		70.69%		82.53%				59.55%				71.94%				90.91%		58.79%		48.62%		61.98%		77.17%				67.49%				68.93%		62.37%		37.06%		51.55%		52.94%				54.57%

		Talk Time (Avg)		0:06:05												0:05:37				0:05:37						0:06:42		0:06:34		0:05:41		0:05:49				0:06:11				0:05:34		0:06:28		0:06:44				0:05:50				0:06:09				0:05:53		0:06:26		0:06:17		0:06:05		0:06:08				0:06:09				0:06:29		0:06:11		0:05:56		0:06:45		0:06:16				0:06:19

		Call Handle Time (Avg)		0:08:23												0:07:50				0:07:50						0:08:58		0:08:56		0:07:54		0:07:57				0:08:26				0:08:00		0:08:52		0:09:05				0:08:02				0:08:29				0:07:57		0:08:52		0:08:39		0:08:45		0:08:15				0:08:29				0:09:21		0:08:21		0:07:43		0:09:10		0:08:53				0:08:41

		Max Agents		4.94												3.05				3.05						3.66		4.22		4.19		4.09				4.22				4.56		4.29		4.22				3.97				4.56				4.13		4.90		4.37		4.67		4.00				4.90				4.63		4		3.65		4.94		4.20				4.94





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		Calls Received		2942												170				170						163		125		125		126				539				177		102		112				172				563				174		147		162		137		142				762				209		161		168		143		227				908

		Calls Handled		2814												164				164.1223404255						158		122		119		126				526				176		100		110				156				542				161		133		159		132		139				723				191		160		162		136		210				859

		Calls Abandoned		96												4				3.9284602761						3		2		5		0				10				0		2		1				13				16				10		10		2		4		0				27				13		0		5		6		15				40

		Abandon %		3.12%												2.39%				2.39%						2.12%		1.41%		3.87%		0.00%				1.85%				0.00%		2.27%		0.71%				8.43%				2.85%				6.32%		7.58%		1.33%		3.20%		2.15%				4.12%				6.94%		0.28%		3.15%		4.35%		7.19%				4.38%

		Avg Time to Abandon		0:07:44												0:10:24				0:10:24						0:05:15		0:07:12		0:06:38		0:00:00				0:04:46				0:00:00		0:08:51		0:07:15				0:09:24				0:06:22				0:09:08		0:11:06		0:07:44		0:08:30		0:06:41				0:08:37				0:08:50		0:08:25		0:08:23		0:09:01		0:08:12				0:08:34

		Average Wait Time (>5 min)		0:03:32												0:03:32				0:03:32						0:01:22		0:01:00		0:03:37		0:00:18				0:01:34				0:00:28		0:01:18		0:01:01				0:11:30				0:03:34				0:08:51		0:08:31		0:01:50		0:02:45		0:02:16				0:04:50				0:06:30		0:00:19		0:02:42		0:03:26		0:07:55				0:04:10

		Max Wait Time		0:48:05												0:40:01				0:40:01						0:27:56		0:28:48		0:28:30		0:28:30				0:28:48				0:30:23		0:17:51		0:23:36				0:32:49				0:32:49				0:41:28		0:38:44		0:36:00		0:28:13		0:36:52				0:41:28				0:36:00		0:24:20		0:33:59		0:37:35		0:48:05				0:48:05

		Service Level (<95% calls under 5 min)		56.21%												48.26%				48.26%						70.29%		77.27%		43.04%		90.82%				70.36%				85.27%		83.71%		85.97%				23.40%				69.59%				20.32%		26.36%		67.56%		60.06%		0.00%				43.58%				21.19%		88.98%		67.34%		49.18%		19.59%				49.26%

		Talk Time (Avg)		0:10:23												0:09:52				0:09:52						0:09:13		0:10:11		0:10:19		0:10:10				0:09:58				0:10:28		0:10:00		0:10:21				0:10:18				0:10:16				0:10:27		0:10:37		0:11:13		0:10:32		0:10:52				0:10:44				0:11:27		0:11:25		0:11:13		0:11:25		0:10:04				0:11:06

		Call Handle Time (Avg)		0:18:29												0:17:42				0:17:42						0:16:48		0:18:15		0:18:53		0:18:13				0:18:02				0:18:21		0:17:38		0:18:00				0:18:29				0:18:07				0:19:05		0:19:08		0:19:17		0:18:54		0:19:34				0:19:11				0:19:17		0:19:06		0:19:45		0:20:13		0:18:50				0:19:26

		Percent. calls transferred by front line/General Queue		20.95%												5:48:43				24.22%						5:01:41		3:54:22		4:45:15		5:00:53				4:40:33				5:42:34		3:52:24		4:16:48				4:57:41				4:42:22				4:17:30		4:44:30		5:23:33		4:35:08		na				4:45:10				5:25:21		4:51:59		5:21:42		4:12:58		0.25				21.62%

		Max Agents		26.23												18.47				18.47						17.58		17.93		16.25		14.87				17.93				18.08		12.92		13.99				21.91				21.91				23.46		21.03		20.07		18.05		17.00				23.46				26.23		5:51:01		19.13		20.65		25.46				26.23





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		Busy		ERROR:#REF!												0				0						0		0		0		0				0				0		0		0				1				1				0		0		0		0		0				0				0		0		0		0						ERROR:#REF!

		Caller canceled		ERROR:#REF!												0				0						0		0		0		0				0				0		1		0				1				2				2		1		0		0		0				3				0		0		0		0						ERROR:#REF!

		Connected		ERROR:#REF!												43				43						14		9		10		2				35				10		12		11				103				136				134		78		14		22		18				266				19		2		38		40						ERROR:#REF!

		Error		ERROR:#REF!												1				1						0		0		0		0				0				0		0		0				0				0				1		0		0		0		0				1				0		0		0		0						ERROR:#REF!

		Invalid Number		ERROR:#REF!												0				0						0		0		0		0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0						ERROR:#REF!

		No Answer		ERROR:#REF!												0				0						1		2		1		0				4				0		0		1				3				4				8		5		0		0		0				13				1		0		2		0						ERROR:#REF!

		No Response		ERROR:#REF!												2				2						1		0		0		0				1				0		1		1				9				11				12		17		1		3		3				36				1		0		1		4						ERROR:#REF!

		Total Requests		ERROR:#REF!												46				46						16		11		11		2				40				10		14		13				117				154				157		101		15		25		21				319				21		2		41		44						ERROR:#REF!

		% Connected 		ERROR:#REF!												93%				1150.00%						88%		82%		91%		100%				90%				100%		86%		85%				88%				90%				85%		77%		93%		88%		86%				86%				90%		100%		93%		91%						ERROR:#REF!





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		Busy		0												0				0						0		0		0		0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		1												0				0						0		0		0		0				0				0		0		0				0				0				1		0		0		0		0				1				0		0		0		0		0				0

		Connected		135												6				6						5		5		0		8				18				31		0		0				14				45				12		10		0		1		0				23				0		0		41		1		1				43

		Error		0												0				0						0		0		0		0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0												0				0						0		0		0		0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		5												1				1						0		0		0		0				0				1		0		0				1				2				0		0		0		0		0				0				0		0		2		0		0				2

		No Response		16												1				1						0		0		0		2				2				0		0		0				0				0				3		6		0		0		0				9				0		0		4		0		0				4

		Total Requests		157												8				8						5		5		0		10				20				32		0		0				15				47				16		16		0		1		0				33				0		0		47		1		1				49

		% Connected 		112.67%												75%				200.00%						100%		100%		na		80%				93%				97%		na		na				93%				95%				75%		63%		na		100%		na				79%				na		na		87%		100%		100%				95.74%





		Top Call Drivers		Sep		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week Sep 9		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week Sep 10		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week Sep 17		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week Sep 24

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		438				24								28				52								29		19		23				71				30		25		18				29				102				28		33		23		28						112				29		26		22				24				101

		A Referral-Consumer to Contact Assister^		46				22												22																0																0																0						24										24

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		519				29								23				52								31		30		21				82				33		26		26				38				123				35		31		29		30						125				46		34		29				28				137

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		171																0						22		19								41						20		20				25				65										17						17								21				27				48

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		806				44								46				90						54		47		32		30				163				46		35		35				59				175				49		40		65		40						194				41		38		48				57				184

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1140				56								67				123						75		73		60		46				254				65		51		56				57				229				79		68		64		64						275				65		79		70				45				259

		How Do I Create an Account?		93																0																0																0				50		21										71								22								22

		How Do I Update My Application?		936				47								47				94						62		57		42		48				209				58		38		47				65				208				58		45		46		54						203				60		61		39				62				222

		How To Enroll In a Plan?		1571				130								84				214						79		69		82		78				308				98		85		75				66				324				102		8		79		75						264				127		110		111				113				461

		Income Change		0																0																0																0																0																0

		Income Decrease		157				22												22						22										22																0						23		24		19						66				25		22										47

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		1919				124								86				210						140		117		87		84				428				105		102		95				95				397				127		102		112		132						473				91		110		105				105				411

		MNTR		0																0																0																0																0																0

		Multiple changes		567				33								37				70						28		34		30		36				128				32		25		27				32				116				31		27		34		28						120				43		37		29				24				133

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		24																0																0																0																0				24												24

		Payment/Billing Questions		180												24				24						24						15				39				22		25										47				25				18								43												27				27

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		16																0										16						16																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		207												40				40						26		25		21		24				96				26				18				27				71																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		7																0																0																0				7												7																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		6																0																0						6										6																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		15																0																0																0								15								15																0

		CSR-Determination Result		6																0												6				6																0																0																0

		CSR-Status of Enrollment		157				16								11										11		16		11		9				47				10		11		10				12				43						9		9								18						10		12								22

		CSR-Status of Reported Change		19												6				6																0																0						6		7								13																0

		CSR-Status Before Appt		669				55								35				90						49		20		25		34				128				20		27		25				44				116				37		39		36		40						152				51		52		42				38				183

		CSR-Status of SEP		93				15												15								11								11				7		11						7				25						8										8				13								21				34

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		130												12				12						16		18		7		9				50				6								6				12				11						8						19				11				12				14				37

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		5																0																0								5								5																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		25																0																0																0				7												7				7				11								18

		How Do I Create an Account?		9																0																0																0				9												9																0

		How Do I Update My Application?		14																0						6										6																0										8						8																0

		How To Enroll In a Plan?		29				11												11										7						7																0																0						11										11

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		209				16								8				24								11		8		8				27				11		12		17				10				50						19		9		7						35				11		17		19				26				73

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		5																0																0								5								5																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Renewal/Unwind Related Loss of PP^		23																0																0																0																0						11						12				23

		Request to Close Application^		7																0						7										7																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		7																0																0																0										7						7																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		285				21												21						17		16		17		19				69				21								20				41				23		25		23		18						89				16		21		16				12				65

		CSR-Determination Result		738				42								33				75						26		41		48		45				160				57		28		36				48				169				37		49		37		46						169				38		53		37				37				165

		CSR-Newborn Status		115												16				16																0						27		21								48				14						18						32								19								19

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		90												19				19						14				13		15				42																0																0				13								16				29

		CSR-Public Program Status		962				51								38				89						41		53		55		54				203				59		60		47				57				223				66		53		35		54						208				56		70		59				54				239

		CSR-Public Program Renewal		453				32								16				48						21		17		32		30				100				25		27		21				17				90				28		24		24		33						109				37		23		20				26				106

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		158				17												17								18								18				17		17		21				16				71						19		20								39						13										13

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0

		MCRE		292		 		15								15				30		 				17		21		20		13				71		 		17		23		19				12				71		 				19		21		22						62		 		12		13		7				26				58

		Counties		1500		 		109								71				180		 				123		96		67		71				357		 		88		79		76				83				326		 				83		91		110						284		 		79		97		98				79				353









		 

		  

		Top Call Drivers		Sep

		CC				13926

		MCRE/Counties		1919		0.1378

		How To Enroll In a Plan?		1571		0.1128

		How Do I Apply?		1140		0.0819

		How Do I Update My Application?		936		0.0672

		Gain of ESI/MEC		806		0.0579

		Multiple changes		567		0.0407

		Directed to Submit Verifications		519		0.0373

		A Referral		438		0.0315

		Same Day Term		207		0.0149

		Payment/Billing Questions		180		0.0129

		Enrollment Status Check		171		0.0123

		Income Decrease		157		0.0113

		How Do I Create an Account?		93		0.0067

		A Referral-Consumer to Contact Assister^		46		0.0033

		Password Reset/Account Unlock		24		0.0017

		Request to Close Application^		16		0.0011

		Broker		 		2910

		CSR-Status Before Appt		669		0.2299

		Lost or will lose employer health care coverage		209		0.0718

		CSR-Status of Enrollment		157		0.0540

		Gain of ESI/MEC		130		0.0447

		CSR-Status of SEP		93		0.0320

		How To Enroll In a Plan?		29		0.0100

		How Do I Apply?		25		0.0086

		Renewal/Unwind Related Loss of PP^		23		0.0079

		CSR-Status of Reported Change		19		0.0065

		CSR QHP  Status		15		0.0052

		How Do I Update My Application?		14		0.0048

		How Do I Create an Account?		9		0.0031

		Caller Hung up without speaking		7		0.0024

		Request to Close Application^		7		0.0024

		SEP Plan Selection		7		0.0024

		CSR Public Program renewal		6		0.0021

		CSR-Determination Result		6		0.0021

		General Training Questions		5		0.0017

		Password Reset/Account Unlock		5		0.0017

		ARC				3393

		CSR-Public Program Status		962		0.2835

		CSR-Determination Result		738		0.2175

		CSR-Public Program Renewal		453		0.1335

		CSR- QHP Status		285		0.0840

		Password Reset/Account Unlock		158		0.0466

		CSR-Newborn Status		115		0.0339

		CSR-Pending Case		90		0.0265





Aug 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		Calls Received (MNsure)		15853						744		650		567		540				2501				703		615		576		565		491				2950				720		767		715		594		579				3375				770		793		685		667		673				3588				862		801		831		945						3439

		Calls Handled		15412						726		636		552		531				2445				697		598		563		557		475				2890				700		753		701		580		571				3306				726		737		655		650		659				3427				832		791		809		911						3344

		Calls Abandoned		352						11		7		4		7				29				3		12		7		3		10				35				18		13		7		8		7				53				42		55		19		13		12				141				26		10		22		35						94

		Abandon % (>5%)(Less Short Aban)		2.08%						1.47%		1.03%		0.75%		1.32%				1.14%				0.36%		2.00%		1.29%		0.60%		1.96%				1.24%				2.44%		1.75%		1.00%		1.36%		1.22%				1.55%				5.40%		6.97%		2.82%		1.91%		1.74%				3.77%				2.96%		1.31%		2.70%		3.74%						2.68%

		Avg Time to Abandon		0:07:38						0:05:29		0:05:09		0:05:03		0:04:32				0:05:03				0:06:51		0:05:49		0:05:47		0:08:59		0:06:40				0:06:49				0:08:34		0:06:13		0:09:46		0:08:48		0:07:37				0:08:11				0:19:07		0:14:09		0:06:57		0:05:04		0:06:18				0:10:19				0:07:24		0:06:34		0:09:07		0:08:13						0:07:49

		Average Wait Time (>5 min)		0:01:58						0:01:13		0:00:43		0:00:46		0:01:43				0:01:06				0:00:42		0:01:26		0:01:04		0:00:40		0:00:56				0:00:57				0:01:53		0:01:59		0:01:14		0:01:08		0:01:18				0:01:30				0:06:53		0:06:28		0:02:18		0:01:17		0:01:25				0:03:40				0:02:44		0:01:16		0:03:11		0:03:29						0:02:40

		Max Wait Time		1:03:21						0:16:11		0:12:02		0:14:56		0:28:21				0:28:21				0:17:04		0:25:54		0:20:57		0:19:30		0:13:57				0:25:54				0:21:00		0:34:54		0:25:23		0:18:47		0:16:36				0:34:54				1:03:21		0:44:28		0:23:37		0:16:09		0:10:58				1:03:21				0:24:22		0:19:00		0:32:54		0:24:04						0:32:54

		Service Level (<95% calls under 5 min)		87.58%						91.46%		96.06%		94.39%		86.39%				92.07%				95.37%		88.84%		91.22%		95.25%		92.25%				92.58%				86.07%		86.75%		92.99%		92.41%		91.36%				89.92%				75.74%		72.65%		82.01%		89.25%		90.37%				82.00%				80.10%		90.68%		80.40%		74.02%						81.30%

		Talk Time (Avg)		0:09:09						0:09:03		0:08:28		0:09:27		0:09:19				0:09:04				0:09:23		0:09:56		0:09:21		0:09:02		0:09:20				0:09:24				0:09:12		0:08:57		0:09:04		0:09:20		0:09:43				0:09:15				0:08:57		0:09:17		0:09:02		0:09:04		0:08:43				0:09:00				0:09:02		0:08:54		0:09:19		0:08:49						0:09:01

		Call Handle Time (Avg)		0:16:00						0:16:01		0:15:09		0:16:36		0:16:10				0:15:59				0:16:04		0:16:25		0:16:06		0:15:45		0:15:48				0:16:01				0:16:08		0:15:32		0:15:58		0:16:29		0:16:32				0:16:07				0:15:33		0:16:40		0:15:57		0:16:09		0:15:42				0:16:00				0:16:30		0:15:52		0:16:00		0:15:10						0:15:53

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		81.82%						80.55%		80.50%		84.24%		83.92%				82.30%				80.54%		80.04%		83.61%		82.08%		84.08%				82.07%				83.20%		79.48%		78.88%		80.26%		78.17%				80.00%				80.60%		81.80%		81.04%		84.63%		85.20%				82.65%				84.20%		82.74%		81.11%		80.21%						82.06%

		Complaints Received		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Complaints Resolved		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Helpline (Transfers from Vendor)		2787						143		126		98		64				431				124		85		122		97		69				497				101		89		86		69		79				424				100		139		132		117		132				620				186		191		207		231						815

		Short Abandon (under 60 seconds)		22						1		0		0		1				2				0		1		2		0		0				3				0		1		3		1		1				6				1		2		1		2		0				6				1		0		2		2						5

		% of calls answered in under 10 minutes		94.22%						98.50%		99.74%		97.12%		94.96%				97.58%				99.02%		95.74%		97.51%		98.62%		99.26%				98.03%				94.98%		93.44%		95.41%		97.06%		96.14%				95.41%				79.80%		78.29%		92.16%		97.90%		99.24%				89.48%				88.51%		97.44%		89.45%		87.06%						90.62%

		Occupany		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						ERROR:#DIV/0!

		Max Agents		49.70						39.41		32.58		30.67		27.09				39.41				36.88		31.91		31.19		28.94		24.51				36.88				36.75		36.94		35.49		30.34		30.20				36.94				37.73		43.53		36.26		35.17		35.05				43.53				48.07		43.79		46.22		49.70						49.70





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		Calls Received (MNsure)		3267						128		108		120		95				451				120		118		108		97		89				532				154		134		101		125		122				636				138		162		163		167		168				798				215		190		201		244						850

		Calls Handled		3051						128		107		107		93				435				111		109		105		96		87				508				146		126		92		121		117				602				125		158		140		157		148				728				187		182		183		226						778

		Calls Abandoned		183						0		0		8		1				9				9		8		3		0		1				21				6		7		9		4		3				29				11		4		20		9		19				63				25		7		14		15						61

		Abandon % (>5%)(Less Short Aban)		5.06%						0.00%		0.00%		6.67%		1.05%				1.93%				7.50%		6.78%		2.78%		0.00%		1.12%				3.64%				3.90%		5.22%		8.91%		3.20%		2.46%				4.74%				7.97%		2.47%		12.27%		5.39%		11.31%				7.88%				11.63%		3.68%		6.97%		6.15%						7.11%

		Avg Time to Abandon		0:03:39						0:00:00		0:00:00		0:03:01		0:01:39				0:01:10				0:04:28		0:03:43		0:05:57		0:00:00		0:10:08				0:04:51				0:02:58		0:03:32		0:05:59		0:02:40		0:02:59				0:03:37				0:06:15		0:03:28		0:03:16		0:04:57		0:05:15				0:04:38				0:04:41		0:04:14		0:04:29		0:02:43						0:04:01

		Average Wait Time (>5 min)		0:02:29						0:00:06		0:00:51		0:02:50		0:02:29				0:01:34				0:03:31		0:03:33		0:01:39		0:00:27		0:00:34				0:01:56				0:02:36		0:01:41		0:01:46		0:02:56		0:01:54				0:02:10				0:03:32		0:02:31		0:03:18		0:03:19		0:03:58				0:03:19				0:03:41		0:01:29		0:05:02		0:03:38						0:03:27

		Max Wait Time		0:25:50						0:01:19		0:09:21		0:12:50		0:16:15				0:16:15				0:18:38		0:17:20		0:11:17		0:07:09		0:09:33				0:18:38				0:10:51		0:11:39		0:19:44		0:11:59		0:15:56				0:19:44				0:16:38		0:19:52		0:11:56		0:16:33		0:17:14				0:19:52				0:14:15		0:11:49		0:25:50		0:16:31						0:25:50

		Service Level (<95% calls under 5 min)		79.06%						100.00%		93.46%		73.87%		80.65%				86.99%				67.57%		67.89%		87.62%		97.92%		97.70%				83.74%				76.03%		85.71%		89.13%		73.55%		84.62%				81.81%				70.40%		83.54%		72.14%		71.97%		64.19%				72.45%				63.64%		90.66%		60.11%		66.81%						70.30%

		Talk Time (Avg)		0:07:43						0:08:00		0:07:38		0:08:02		0:07:17				0:07:44				0:08:22		0:07:13		0:07:57		0:08:24		0:07:34				0:07:54				0:06:19		0:07:39		0:08:28		0:07:30		0:07:22				0:07:27				0:08:10		0:07:15		0:07:19		0:07:17		0:08:10				0:07:38				0:08:17		0:07:45		0:07:55		0:07:44						0:07:55

		Call Handle Time (Avg)		0:12:02						0:12:16		0:12:07		0:12:31		0:12:14				0:12:17				0:12:48		0:11:25		0:12:21		0:12:29		0:11:23				0:12:05				0:10:26		0:11:11		0:12:53		0:11:51		0:12:01				0:11:40				0:12:07		0:11:38		0:11:44		0:11:33		0:11:57				0:11:47				0:12:28		0:12:05		0:12:21		0:12:25						0:12:19

		Max Agents		7.86						4.36		3.60		3.75		3.16				4.36				3.95		3.46		3.60		3.36		2.75				3.95				4.23		3.92		3.29		3.98		3.94				4.23				4.20		5.11		4.59		5.07		4.91				5.11				6.48		6		6.32		7.86						7.86





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		Calls Received (MNsure)		4329						163		195		190		179				727				212		202		175		177		177				943				194		179		230		184		167				954				192		167		204		209		158				930				200		193		196		186						775

		Calls Handled		3906						154		180		172		173				679				200		181		172		167		173				893				181		166		196		170		152				865				172		155		166		186		150				829				152		162		166		160						640

		Calls Abandoned		403						6		15		16		4				41				10		20		3		10		4				47				13		12		34		13		13				85				19		10		38		23		7				97				48		30		29		26						133

		Abandon % (>5%)(Less Short Aban)		9.21%						3.68%		7.69%		8.42%		2.23%				5.51%				4.72%		9.90%		1.71%		5.65%		2.26%				4.85%				6.70%		6.70%		14.78%		7.07%		7.78%				8.61%				9.90%		5.99%		18.63%		11.00%		4.43%				9.99%				24.00%		15.54%		14.80%		13.98%						17.08%

		Avg Time to Abandon		0:04:49						0:03:41		0:05:01		0:05:07		0:03:45				0:04:23				0:02:45		0:04:19		0:02:32		0:03:04		0:02:32				0:03:02				0:04:36		0:05:09		0:05:28		0:04:15		0:04:15				0:04:44				0:07:29		0:02:02		0:05:46		0:05:30		0:02:53				0:04:44				0:08:30		0:06:10		0:05:53		0:08:18						0:07:12

		Average Wait Time (>5 min)		0:03:51						0:01:22		0:04:02		0:02:30		0:01:37				0:02:22				0:01:57		0:02:47		0:00:26		0:03:46		0:01:33				0:02:05				0:02:34		0:02:20		0:05:38		0:02:21		0:04:04				0:03:23				0:06:03		0:01:14		0:07:23		0:04:48		0:01:18				0:04:09				0:10:35		0:05:33		0:06:40		0:06:12						0:07:15

		Max Wait Time		0:32:52						0:10:58		0:16:34		0:12:42		0:09:08				0:16:34				0:12:56		0:12:42		0:08:37		0:14:23		0:12:14				0:14:23				0:14:35		0:16:22		0:18:46		0:19:33		0:16:24				0:19:33				0:19:20		0:07:47		0:20:52		0:19:35		0:12:44				0:20:52				0:32:52		0:20:00		0:21:59		0:22:54						0:32:52

		Service Level (<95% calls under 5 min)		69.66%						92.21%		63.89%		77.59%		87.28%				80.24%				84.50%		76.24%		98.84%		64.67%		89.02%				82.65%				77.35%		83.73%		47.96%		84.71%		67.76%				72.30%				45.35%		92.26%		37.95%		60.75%		90.00%				65.26%				36.84%		51.85%		45.78%		56.88%						47.84%

		Talk Time (Avg)		0:05:54						0:05:35		0:05:43		0:05:18		0:05:56				0:05:38				0:05:47		0:05:37		0:05:44		0:05:27		0:05:46				0:05:40				0:06:10		0:05:35		0:06:11		0:05:38		0:06:05				0:05:55				0:05:55		0:05:37		0:07:20		0:05:36		0:05:21				0:05:57				0:05:55		0:06:57		0:06:40		0:05:59						0:06:22

		Call Handle Time (Avg)		0:08:02						0:07:45		0:07:25		0:07:32		0:07:54				0:07:39				0:07:52		0:07:37		0:07:38		0:07:29		0:07:22				0:07:35				0:08:17		0:07:34		0:08:12		0:07:51		0:08:16				0:08:02				0:08:30		0:07:51		0:09:55		0:07:56		0:07:32				0:08:20				0:08:14		0:09:01		0:08:55		0:08:15						0:08:36

		Max Agents		4.57						3.36		3.71		3.60		3.82				3.82				4.42		3.85		3.65		3.48		3.54				4.42				4.17		3.51		4.47		3.71		3.51				4.47				4.09		3.38		4.57		4.10		3.14				4.57				3.48		4		4.14		3.67						4.14





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		Calls Received		2775						143		114		98		64				419				124		85		122		97		69				497				101		89		86		69		79				424				100		139		132		117		132				620				186		191		207		231						815

		Calls Handled		2627						141		86		98		64				387.961760565				123		83		120		96		67				489				97		85		84		66		77				408				86		115		123		113		130				567				178		185		196		217						774.5885224477

		Calls Abandoned		105						1		19		0		0				20.4177215344				0		1		2		0		0				4				3		3		1		2		2				11				10		17		5		3		2				36				7		5		9		13						33.6237566233

		Abandon %		4.08%						0.80%		22.20%		0.00%		0.46%				5.87%				0.30%		1.56%		1.76%		0.37%		0.00%				0.80%				3.47%		4.01%		1.18%		2.82%		1.98%				2.69%				11.59%		14.47%		4.27%		2.31%		1.22%				6.77%				3.93%		2.94%		4.43%		5.79%						4.27%

		Avg Time to Abandon		0:08:18						0:03:57		0:20:28		0:00:00		0:05:28				0:07:28				0:05:48		0:04:59		0:05:54		0:05:17		0:00:00				0:04:23				0:09:53		0:06:17		0:15:35		0:08:41		0:08:59				0:09:53				0:21:32		0:15:20		0:07:27		0:05:23		0:06:17				0:11:11				0:08:15		0:06:34		0:10:27		0:09:13						0:08:37

		Average Wait Time (>5 min)		0:04:42						0:01:03		0:26:22		0:00:11		0:01:24				0:07:15				0:00:35		0:00:40		0:01:54		0:00:15		0:00:13				0:00:43				0:02:19		0:04:39		0:02:25		0:02:34		0:02:42				0:02:55				0:17:26		0:15:53		0:03:31		0:01:35		0:00:58				0:07:52				0:03:52		0:02:21		0:06:44		0:06:07						0:04:46

		Max Wait Time		2:01:09						0:15:27		2:01:09		0:04:04		0:15:14				2:01:09				0:09:21		0:07:57		0:20:57		0:05:06		0:05:42				0:20:57				0:21:00		0:34:54		0:25:23		0:18:47		0:16:36				0:34:54				0:30:14		0:43:29		0:30:31		0:32:58		0:30:05				0:43:29				0:44:29		0:40:45		0:39:10		0:50:58						0:50:58

		Service Level (<95% calls under 5 min)		59.72%						77.42%		11.07%		92.06%		67.89%				62.11%				86.02%		83.86%		72.89%		90.67%		92.34%				85.16%				67.94%		48.99%		66.07%		51.25%		63.35%				59.52%				26.79%		16.41%		57.97%		65.31%		69.00%				47.10%				52.90%		57.95%		37.14%		30.86%						44.71%

		Talk Time (Avg)		0:10:21						0:10:22		0:10:59		0:10:32		0:10:30				0:10:35				0:10:23		0:11:18		0:11:20		0:10:20		0:09:56				0:10:39				0:09:57		0:09:12		0:08:50		0:09:21		0:10:44				0:09:36				0:10:10		0:10:50		0:10:23		0:10:26		0:09:45				0:10:18				0:10:35		0:10:31		0:10:45		0:10:31						0:10:35

		Call Handle Time (Avg)		0:17:48						0:17:18		0:18:52		0:18:22		0:17:37				0:18:02				0:17:15		0:18:22		0:18:49		0:17:57		0:16:59				0:17:52				0:17:10		0:15:50		0:15:28		0:16:12		0:17:27				0:16:25				0:17:02		0:19:10		0:18:14		0:18:34		0:17:37				0:18:07				0:19:10		0:18:30		0:18:20		0:18:23						0:18:35

		Percent. calls transferred by front line/General Queue		16.98%						19.22%		2:15:26		4:08:53		2:50:40				14.44%				4:13:59		3:19:01		5:05:00		4:07:13		3:22:21				4:01:31				3:22:00		2:47:05		2:53:12		2:47:16		3:16:28				3:01:12				3:07:00		4:12:24		4:37:29		4:12:35		4:42:26				4:10:23				5:10:43		5:43:22		5:58:42		5:52:00						23.69%

		Max Agents		26.65						17.96		26.65		12.85		10.66				26.65				15.80		13.05		14.83		13.45		10.13				15.80				13.72		15.34		14.60		12.77		12.21				15.34				16.31		20.96		17.76		17.88		16.09				20.96				23.03		16:41:51		22.95		25.56						25.56





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Caller canceled		5						0		1		0		0				1				0		0		0		0		0				0				0		0		1		1		1				3				0		0		0		0		0				0				1		0		0		0						1

		Connected		807						8		190		1		18				217				3		5		15		0		0				23				23		47		26		23		26				145				23		107		48		15		6				199				68		36		74		45						223

		Error		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		51						1		6		0		1				8				0		2		0		0		0				2				1		5		0		1		0				7				3		21		4		0		0				28				2		3		0		1						6

		No Response		86						3		20		0		1				24				0		0		0		0		0				0				0		4		5		7		3				19				3		23		4		0		0				30				2		4		6		1						13

		Total Requests		949						12		217		1		20				250				3		7		15		0		0				25				24		56		32		32		30				174				29		151		56		15		6				257				73		43		80		47						243

		% Connected 		87.78%						67%		88%		100%		90%				86.06%				100%		71%		100%		na		na				90%				96%		84%		81%		72%		87%				84%				79%		71%		86%		100%		100%				87%				93%		84%		93%		96%						91.28%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Caller canceled		3						0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		0		1		0		0				1				1		0		0		0						1

		Connected		271						12		14		10		25				61				12		35		3		11		8				69				22		0		4		2		0				28				0		3		16		16		12				47				38		1		1		26						66

		Error		1						0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		33						1		3		0		1				5				0		3		0		6		0				9				3		0		0		1		0				4				0		0		5		3		0				8				6		0		0		1						7

		No Response		44						2		6		0		7				15				0		4		0		1		4				9				6		0		0		0		0				6				0		0		2		4		0				6				2		0		0		6						8

		Total Requests		352						15		23		10		33				81				12		43		3		18		12				88				32		0		4		3		0				39				0		3		24		23		12				62				47		1		1		33						82

		% Connected 		82.69%						80%		61%		100%		76%				79.16%				100%		81%		100%		61%		67%				82%				69%		na		100%		67%		na				78%				na		100%		67%		70%		100%				84%				81%		100%		100%		79%						89.91%





		Top Call Drivers		Aug		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 30		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week Aug 6		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week Aug 13		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week Aug 20		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week Aug 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		767						29		29		222		24				304				34		41				34		30				139						23		23		26		22				94						32		29		25		31				117				32		21		31		29						113

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		54												15				15																0						21						18				39																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		334										22		22				44						19				15						34				21				22								43						23		20		18		25				86				38		35		25		29						127

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		57								21		17						38																0				19												19																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		772						38		49				17				104				34		17		21		30		21				123				40		44		49		39		44				216						38		37		23		26				124				42		37		58		68						205

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1484						76		76		56		53				261				78		51		61		62		43				295				76		82		49		50		46				303				60		67		57		60		63				307				86		66		72		94						318

		How Do I Create an Account?		180										22						22				25				15				16				56				19						20		20				59						19										19				24												24

		How Do I Update My Application?		1078						47		37		39		31				154				52		47		39		48		26				212				61		54		69		53		52				289						36		58		47		57				198				59		64		47		55						225

		How To Enroll In a Plan?		1744						81		62		52		68				263				71		59		68		57		53				308				85		76		71		53		45				330				73		94		80		98		92				437				97		89		104		116						406

		Income Change		0																0																0																0																0																0

		Income Decrease		325										17						17				23		25		18								66				25				30		24		20				99								28				19				47						30		34		32						96

		Income Increase		73																0												13				13						18										18						23						19				42																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		54																0																0																0																0								26		28						54

		MCRE/Counties		1944						92		95		83		64				334				84		74		84		66		67				375				83		113		87		78		64				425				100		73		90		92		80				435				97		100		78		100						375

		MNTR		0																0																0																0																0																0

		Multiple changes		690						38		35		26		19				118				28		33		24		27		19				131				29		37		31		22		38				157						34		44		33		20				131				47		30		39		37						153

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		32																0				18				14								32																0																0																0

		Payment/Billing Questions		58						25		20				13				58																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		39						23										23																0																0										16						16																0

		Residential Address Change/Correction		69																0																0						30				18						48								21								21																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		103						39		27								66								17								17								20								20																0																0

		Status of My SEP Request		57																0																0																0																0				25		32										57

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		15																0																0				10												10						5										5																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		4																0																0								4								4																0																0

		CSR-Determination Result		32																0										3						3				9		6										15										14						14																0

		CSR-Status of Enrollment		174						7		8		9		12								12		7		9		5		5				38				8		7				11						26				9		8				15						32				13		13				16						42

		CSR-Status of Reported Change		42								32								32																0																0																0						10										10

		CSR-Status Before Appt		787						35				34		22				91				18		33		22		26		16				115				32		26		28		44		29				159				38		54		37		51		42				222				53		45		51		51						200

		CSR-Status of Verifications		0																0																0																0																0																0

		CSR - Status of SEP 		105						8						3				11				5		5		9								19										3		6				9								5		7		8				20				11				15		20						46

		Directed to Complete Caspio Form		14																0																0																0								6				8				14																0

		Directed to GI Status		0																0																0																0																0																0

		Directed to GI Term		5																0												5				5																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		52						13		9		4		7				33						4										4						9		6								15																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		25																0												5				5												8				8						5										5								7								7

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		0																0																0																0																0																0

		How To Enroll In a Plan?		65								5								5				8				6								14								8		7		7				22								6								6						8		10								18

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		341						12		12		8		6				38				11		10		10		8		6				45				10		19		6		12		10				57				14		23		15		21		18				91				27		28		23		32						110

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Renewal/Unwind Related Loss of PP^		7																																0																0												7				7																0

		Request to Close Application^		5										5						5																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection^		25																0										3						3																0																0				8						14						22

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		250										19		14				33				14								16				30				26						14		13				53				14				21		19		13				67				26		21				20						67

		CSR-Determination Result		785						27		41		35		37				140				53		34		34		31		33				185				42		34		50		34		29				189				30		32		36		33		12				143				36		32		37		23						128

		CSR-Newborn Status		296						15		21								36						17		19		17		22				75				14		21		33				16				84						7		17		22						46				19				19		17						55

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		29						14										14																0										15						15																0																0

		CSR-Public Program Renewal		461								17		31		22				70				31		26		23		20		22				122				30		16		18		27		13				104				24		22				26		22				94				14		17		23		17						71

		CSR-Public Program Status		1082						21		48		43		53				165				49		49		50		42		48				238				45		53		52		45		60				255				49		37		46		47		38				217				43		48		51		65						207

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		309								23		16		24				63				23		25		21		16						85						13		17								30				29		18		24				20				91						19		21								40

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0

		MCRE		232		 				12				11		12						 		11		8		14		8		10				51		 		10		15		9		11		5				50		 		11		6		10		11		15				53		 		14		14				15						43

		Counties		1539		 				80				72		52				204		 		73		66		70		58		57				324		 		73		98		78		67		59				375		 		89		67		80		81		65				382		 		83		86				85						254

																				0

																				0

																				0







		Top Call Drivers		Aug

		CC				15412.0787744167

		MCRE/Counties		1944		0.1261348341

		How To Enroll In a Plan?		1744		0.1131579994

		How Do I Apply?		1484		0.0962881141

		How Do I Update My Application?		1078		0.0699451395

		Gain of ESI/MEC		772		0.0500905823

		A Referral		767		0.0497661614

		Multiple changes		690		0.04477008

		Directed to Submit Verifications		334		0.0216713141

		Income Decrease		325		0.0210873565

		How Do I Create an Account?		180		0.0116791513

		Same Day Term		103		0.0066830699

		Income Increase		73		0.0047365447

		Residential Address Change/Correction		69		0.004477008

		Payment/Billing Questions		58		0.0037632821

		Enrollment Status Check		57		0.0036983979

		Status of My SEP Request		57		0.0036983979

		Checking on Status of Reported Change		54		0.0035037454

		Lost or will lose employer health care coverage		54		0.0035037454

		Request to Close Application^		39		0.0025304828

		Password Reset/Account Unlock		32		0.0020762936



		Broker		 		3051

		CSR-Status Before Appt		787		0.2579482137

		Lost or will lose employer health care coverage		341		0.1117666339

		CSR-Status of Enrollment		174		0.0570304818

		CSR - Status of SEP 		105		0.0344149459

		How To Enroll In a Plan?		65		0.0213044903

		Gain of ESI/MEC		52		0.0170435923

		CSR-Status of Reported Change		42		0.0137659784

		CSR-Determination Result		32		0.0104883645

		How Do I Apply?		25		0.0081940347

		SEP Plan Selection^		25		0.0081940347

		APTC/CSR Questions		15		0.0049164208

		Directed to Complete Caspio Form		14		0.0045886595

		Renewal/Unwind Related Loss of PP^		7		0.0022943297

		Directed to GI Term		5		0.0016388069

		Request to Close Application^		5		0.0016388069

		CSR QHP  Status		4		0.0013110456



		ARC				3906

		CSR-Public Program Status		1082		0.2770097286

		CSR-Determination Result		785		0.2009728623

		CSR-Public Program Renewal		461		0.1180235535

		Password Reset/Account Unlock		309		0.079109063

		CSR-Newborn Status		296		0.07578085

		CSR- QHP Status		250		0.0640040963

		CSR-Pending Case		29		0.0074244752





July 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		Calls Received (MNsure)		11927				481				573		533		492				2079				685		599		503		561		465				2813				699		631		554		530		518		0		2932				778		700		576		545		583				3182				921												921

		Calls Handled		11503				475				567		529		470				2041				671		572		499		543		452				2737				660		609		532		502		486		0		2789				738		676		563		536		566				3079				858												858

		Calls Abandoned		313				2				4		1		19				26				10		22		4		16		7				58				23		17		10		23		25		0		98				33		20		8		6		16				82				49												49

		Abandon % (>5%)(Less Short Aban)		2.89%				0.38%				0.77%		0.17%		3.77%				1.27%				1.46%		3.60%		0.71%		2.87%		1.52%				2.03%				3.31%		2.65%		1.73%		4.43%		4.75%		0.00%		3.37%				4.21%		2.85%		1.35%		1.09%		2.75%				2.45%				5.33%												5.33%

		Avg Time to Abandon		0:07:08				0:03:31				0:06:42		0:10:55		0:07:30				0:07:09				0:04:38		0:06:44		0:05:45		0:07:11		0:09:12				0:06:42				0:07:05		0:07:51		0:07:10		0:07:15		0:08:30		0:00:00		0:07:34				0:06:06		0:09:37		0:07:26		0:06:05		0:07:06				0:07:16				0:07:00												0:07:00

		Average Wait Time (>5 min)		0:02:34				0:00:33				0:00:34		0:00:39		0:02:59				0:01:11				0:00:59		0:02:39		0:00:41		0:01:54		0:01:30				0:01:32				0:01:48		0:02:00		0:01:18		0:02:02		0:05:00		0:00:00		0:02:25				0:03:10		0:03:10		0:02:55		0:00:47		0:02:50				0:02:34				0:05:10												0:05:10

		Max Wait Time		0:41:42				0:13:46				0:11:35		0:13:58		0:24:51				0:24:51				0:14:00		0:21:50		0:21:04		0:22:11		0:22:58				0:22:58				0:26:18		0:25:14		0:30:50		0:21:14		0:29:48		0:00:00		0:30:50				0:22:59		0:34:50		0:20:29		0:14:33		0:27:02				0:34:50				0:41:42												0:41:42

		Service Level (<95% calls under 5 min)		80.65%				96.54%				95.79%		95.95%		74.34%				90.66%				95.95%		79.34%		94.80%		86.99%		89.04%				89.22%				86.56%		86.45%		91.00%		85.07%		59.28%		0.00%		81.67%				74.34%		79.28%		73.58%		94.65%		76.65%				79.70%				61.98%												61.98%

		Talk Time (Avg)		0:09:01				0:09:00				0:08:41		0:09:16		0:09:39				0:09:09				0:09:02		0:08:45		0:09:32		0:08:57		0:08:57				0:09:02				0:08:52		0:09:36		0:08:55		0:09:32		0:09:15		0:00:00		0:09:14				0:08:22		0:08:45		0:08:49		0:09:01		0:09:19				0:08:51				0:08:53												0:08:53

		Call Handle Time (Avg)		0:15:56				0:15:27				0:14:43		0:15:56		0:16:21				0:15:36				0:15:29		0:15:24		0:16:01		0:16:32		0:15:31				0:15:47				0:15:11		0:15:58		0:15:30		0:16:45		0:16:02		0:00:00		0:15:53				0:15:05		0:15:08		0:15:40		0:16:36		0:17:26				0:15:59				0:16:25												0:16:25

		Transfer Out		na				na				na		na		na				na				na		na		na		na		na				na				na		na		na		na		na		0		na				na		na		na		na		na				na				na												na

		First Call Resolution %		81.27%				72.34%				78.68%		80.88%		79.54%				77.86%				81.98%		81.30%		80.63%		82.19%		81.15%				81.45%				81.05%		78.37%		81.69%		81.50%		80.78%		0.00%		80.68%				82.94%		81.91%		84.81%		84.21%		81.55%				83.08%				83.30%												83.30%

		Complaints Received		0				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0												0

		Complaints Resolved		0				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0												0

		Helpline (Transfers from Vendor)		1673				46				76		39		65				226				70		67		60		67		62				326				87		49		81		79		72		0		368				148		141		89		100		108				586				167												167

		Short Abandon (under 60 seconds)		30				1				1		0		2				4				1		1		1		2		2				7				1		2		2		2		3		0		10				3		0		0		1		1				5				4												4

		% of calls answered in under 10 minutes		92.02%				99.23%				99.69%		99.30%		92.51%				97.68%				99.46%		93.11%		99.28%		94.07%		94.72%				96.13%				95.03%		92.39%		96.56%		93.23%		80.18%		0.00%		91.48%				93.04%		87.92%		91.55%		99.69%		91.47%				92.73%				82.08%												82.08%

		Occupany		na				na				na		na		na				na				na		na		na		na		na				na				na		na		na		na		na		0.00%		na				na		na		na		na		na				na				na												ERROR:#DIV/0!

		Max Agents		49.67				22.58				26.49		25.28		25.19				26.49				32.45		28.38		25.05		28.79		22.75				32.45				33.05		30.09		27.29		28.31		26.20		0.00		33.05				38.77		35.37		28.91		29.69		33.47				38.77				49.67												49.67





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		Calls Received (MNsure)		2838				59				107		99		104				369				128		128		114		142		126				638				161		142		130		135		127		0		695				175		152		183		188		174				872				264												264

		Calls Handled		2701				57				98		94		97				346				123		124		108		132		123				610				152		141		127		129		123		0		672				166		147		172		170		162				817				256												256

		Calls Abandoned		111				0				7		5		7				19				5		4		5		9		2				25				4		0		3		6		3		0		16				9		4		11		15		8				47				4												4

		Abandon % (>5%)(Less Short Aban)		3.51%				0.00%				6.54%		5.05%		6.73%				4.58%				3.91%		3.12%		4.39%		6.34%		1.59%				3.87%				2.48%		0.00%		2.31%		4.44%		2.36%		0.00%		2.32%				5.14%		2.63%		6.01%		7.98%		4.60%				5.27%				1.52%												1.52%

		Avg Time to Abandon		0:03:39				0:00:00				0:03:37		0:05:08		0:05:02				0:03:26				0:03:06		0:05:15		0:01:36		0:07:31		0:04:22				0:04:22				0:02:51		0:00:00		0:01:52		0:04:52		0:04:16		0:00:00		0:02:46				0:08:31		0:03:04		0:03:52		0:05:48		0:04:43				0:05:11				0:02:29												0:02:29

		Average Wait Time (>5 min)		0:01:50				0:00:20				0:01:43		0:02:01		0:01:31				0:01:23				0:02:36		0:00:53		0:01:27		0:02:43		0:00:30				0:01:37				0:01:18		0:00:57		0:00:48		0:01:03		0:01:21		0:00:00		0:01:05				0:04:17		0:01:30		0:03:02		0:06:58		0:02:24				0:03:38				0:01:25												0:01:25

		Max Wait Time		0:29:14				0:04:28				0:13:53		0:13:05		0:15:24				0:15:24				0:13:39		0:09:53		0:09:33		0:22:55		0:08:38				0:22:55				0:09:38		0:08:23		0:07:49		0:08:58		0:07:55		0:00:00		0:09:38				0:25:24		0:12:24		0:17:05		0:29:14		0:26:41				0:29:14				0:14:05												0:14:05

		Service Level (<95% calls under 5 min)		87.15%				100.00%				85.71%		77.66%		89.69%				88.27%				78.05%		92.74%		90.74%		81.06%		97.56%				88.03%				91.45%		94.33%		96.06%		95.35%		88.62%		0.00%		93.16%				68.07%		86.39%		76.16%		49.41%		84.57%				72.92%				93.39%												93.39%

		Talk Time (Avg)		0:07:29				0:07:18				0:09:10		0:08:47		0:07:39				0:08:13				0:06:57		0:06:47		0:07:27		0:06:49		0:06:50				0:06:58				0:06:24		0:08:00		0:06:30		0:07:29		0:07:07		0:00:00		0:07:06				0:06:59		0:07:09		0:07:34		0:08:00		0:06:53				0:07:19				0:07:52												0:07:52

		Call Handle Time (Avg)		0:11:47				0:11:00				0:13:43		0:13:55		0:11:59				0:12:39				0:11:42		0:10:53		0:11:26		0:11:23		0:10:46				0:11:14				0:10:27		0:12:06		0:11:26		0:12:25		0:11:37		0:00:00		0:11:36				0:11:37		0:10:39		0:12:34		0:12:29		0:11:55				0:11:50				0:11:37												0:11:37

		Max Agents		8.32				1.74				3.73		3.63		3.23				3.73				4.00		3.75		3.43		4.17		3.68				4.17				4.44		4.74		4.03		4.45		4.00		0.00		4.74				5.35		4.35		6.01		5.89		5.39				6.01				8.32												8.32





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		Calls Received (MNsure)		3567				132				164		190		172				658				176		178		184		188		168				894				181		146		172		203		154		0		856				211		185		196		174		172				938				221												221

		Calls Handled		3296				121				156		181		164				622				166		169		180		179		152				846				160		139		165		182		146		0		792				185		171		178		155		159				848				188												188

		Calls Abandoned		247				5				7		8		8				28				7		9		4		9		14				43				19		6		5		21		6		0		57				25		14		18		17		13				87				32												32

		Abandon % (>5%)(Less Short Aban)		7.82%				3.79%				4.27%		4.21%		4.65%				4.23%				3.98%		5.06%		2.17%		4.79%		8.33%				4.87%				10.50%		4.11%		2.91%		10.34%		3.90%		0.00%		6.35%				11.85%		7.57%		9.18%		9.77%		7.56%				9.19%				14.48%												14.48%

		Avg Time to Abandon		0:03:59				0:03:35				0:04:07		0:04:55		0:05:07				0:04:26				0:02:02		0:03:27		0:03:40		0:01:26		0:02:03				0:02:31				0:04:41		0:04:23		0:01:31		0:04:35		0:03:19		0:00:00		0:03:41				0:07:16		0:03:16		0:05:10		0:04:19		0:04:16				0:04:51				0:04:29												0:04:29

		Average Wait Time (>5 min)		0:03:08				0:01:01				0:02:20		0:03:14		0:01:44				0:02:04				0:01:21		0:02:04		0:01:16		0:00:52		0:02:22				0:01:35				0:02:07		0:02:27		0:03:22		0:04:34		0:01:31		0:00:00		0:02:48				0:04:58		0:03:30		0:04:05		0:04:14		0:02:03				0:03:46				0:05:28												0:05:28

		Max Wait Time		0:28:46				0:09:25				0:11:05		0:16:09		0:13:56				0:16:09				0:10:14		0:10:47		0:08:52		0:07:19		0:12:53				0:12:53				0:15:20		0:11:26		0:14:19		0:17:36		0:10:50		0:00:00		0:17:36				0:28:46		0:12:00		0:18:07		0:16:08		0:14:59				0:28:46				0:19:23												0:19:23

		Service Level (<95% calls under 5 min)		73.92%				90.08%				76.92%		74.59%		89.63%				82.81%				92.17%		84.02%		90.00%		97.21%		79.61%				88.60%				83.75%		78.42%		64.24%		63.19%		90.41%		0.00%		76.00%				60.54%		66.67%		66.85%		61.94%		83.65%				67.93%				54.26%												54.26%

		Talk Time (Avg)		0:05:59				0:05:28				0:05:31		0:05:43		0:05:56				0:05:39				0:05:37		0:06:29		0:05:33		0:05:38		0:05:55				0:05:50				0:05:51		0:06:20		0:06:24		0:05:44		0:05:41		0:00:00		0:06:00				0:05:56		0:06:14		0:06:28		0:06:57		0:05:18				0:06:10				0:06:16												0:06:16

		Call Handle Time (Avg)		0:08:05				0:07:40				0:08:00		0:07:49		0:08:13				0:07:55				0:07:47		0:08:33		0:07:32		0:07:39		0:07:41				0:07:50				0:07:47		0:08:53		0:08:33		0:07:45		0:07:45		0:00:00		0:08:08				0:07:58		0:08:24		0:08:49		0:08:59		0:07:15				0:08:17				0:08:15												0:08:15

		Max Agents		4.36				2.68				3.47		3.93		3.74				3.93				3.66		4.01		3.77		3.80		3.27				4.01				3.48		3.43		3.92		3.92		3.16		0.00		3.92				4.12		3.99		4.36		3.89		3.21				4.36				4.33												4.33





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		Calls Received		1673				46				76		39		65				226				70		67		60		67		62				326				87		49		81		79		72		0		368				148		141		89		100		108				586				167												167

		Calls Handled		1611				45				75		39		64				223				69		67		59		64		59				318				84		48		79		74		69		0		354				139		135		88		99		102				563				152												151.7084337349

		Calls Abandoned		42				0				1		0		1				2				1		0		1		2		2				5				1		1		0		4		2		0		8				7		5		1		0		4				17				10												9.870187255

		Abandon %		2.79%				0.00%				0.80%		0.00%		1.97%				0.69%				1.13%		0.43%		0.90%		2.94%		3.02%				1.68%				0.99%		1.76%		0.42%		4.88%		3.42%		0.00%		2.29%				4.80%		3.74%		1.26%		0.00%		3.96%				2.75%				6.51%												6.51%

		Avg Time to Abandon		0:06:03				0:00:00				0:03:24		0:00:00		0:07:21				0:02:41				0:05:15		0:05:48		0:05:18		0:10:04		0:09:37				0:07:12				0:05:31		0:06:32		0:01:31		0:09:19		0:08:31		0:00:00		0:06:16				0:06:22		0:11:14		0:09:34		0:00:00		0:06:32				0:06:44				0:07:25												0:07:25

		Average Wait Time (>5 min)		0:02:59				0:00:10				0:00:26		0:00:31		0:02:24				0:00:52				0:01:14		0:00:51		0:00:55		0:02:24		0:02:51				0:01:39				0:00:50		0:01:46		0:00:56		0:02:53		0:04:11		0:00:00		0:02:07				0:03:57		0:04:25		0:02:05		0:00:05		0:04:40				0:03:02				0:07:15												0:07:15

		Max Wait Time		0:41:42				0:04:36				0:11:35		0:13:58		0:16:45				0:16:45				0:14:00		0:09:26		0:21:04		0:22:11		0:22:58				0:22:58				0:19:05		0:16:27		0:30:50		0:21:14		0:20:03		0:00:00		0:30:50				0:22:59		0:34:50		0:17:24		0:02:59		0:27:02				0:34:50				0:41:42												0:41:42

		Service Level (<95% calls under 5 min)		63.76%				94.44%				91.60%		86.29%		59.61%				82.99%				73.21%		76.19%		84.62%		77.97%		63.78%				75.15%				79.40%		66.81%		83.83%		60.00%		39.91%		0.00%		65.99%				41.94%		54.62%		65.69%		97.54%		34.18%				58.79%				35.89%												35.89%

		Talk Time (Avg)		0:10:45				0:10:25				0:10:35		0:11:03		0:12:41				0:11:11				0:11:04		0:10:32		0:10:43		0:11:26		0:10:29				0:10:50				0:09:59		0:11:40		0:10:35		0:10:47		0:10:47		0:00:00		0:10:45				0:09:30		0:10:55		0:10:34		0:11:09		0:10:13				0:10:28				0:10:32												0:10:32

		Call Handle Time (Avg)		0:18:22				0:17:17				0:17:02		0:19:09		0:20:32				0:18:30				0:17:56		0:17:28		0:18:08		0:19:33		0:17:40				0:18:09				0:17:06		0:19:25		0:17:36		0:17:53		0:18:32		0:00:00		0:18:06				0:17:19		0:18:05		0:17:53		0:19:23		0:18:58				0:18:19				0:18:46												0:18:46

		Percent. calls transferred by front line/General Queue		14.34%				2:17:42				3:10:59		1:45:21		3:10:14				10.84%				2:27:09		2:41:04		2:51:46		2:51:58		3:12:00				2:48:47				2:59:13		1:51:49		3:30:32		3:34:38		3:20:09		0:00:00		3:03:16				4:33:55		4:50:03		3:42:30		4:24:13		4:26:45				4:23:29				4:21:06												18.13%

		Max Agents		21.62				7.92				11.82		10.52		11.57				11.82				13.24		11.20		11.12		12.91		9.76				13.24				14.43		12.23		11.63		12.21		12.04		0.00		14.43				18.02		17.47		11.86		13.18		14.63				18.02				21.62												21.62





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		Busy		1				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				1												1

		Caller canceled		1				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				1												1

		Connected		330				0				3		2		14				19				0		3		11		13		15				42				10		9		10		9		25		0		63				32		32		25		1		30				120				86												86

		Error		1				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				1												1

		Invalid Number		0				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0												0

		No Answer		20				0				0		0		0				0				0		0		0		0		0				0				1		1		3		3		0		0		8				2		1		0		2		1				6				6												6

		No Response		99				0				0		1		3				4				0		3		2		1		9				15				0		3		3		3		3		0		12				11		11		2		0		9				33				35												35

		Total Requests		452				0				3		3		17				23				0		6		13		14		24				57				11		13		16		15		28		0		83				45		44		27		3		40				159				130												130

		% Connected 		73.00%				na				100%		67%		82%				83.01%				na		50%		85%		93%		63%				72%				91%		69%		63%		60%		89%		0%		74%				71%		73%		93%		33%		75%				69%				66%												66.15%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		Busy		1				0				0		0		1				1				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0												0

		Caller canceled		4				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		1		0		1				2		0		1		0		0				3				0												0

		Connected		529				6				7		14		39				66				4		35		3		14		2				58				43		34		14		12		67		0		170				53		32		60		11		10				166				69												69

		Error		6				0				0		0		1				1				0		0		0		0		0				0				1		1		0		0		0		0		2				1		0		0		0		0				1				2												2

		Invalid Number		0				0				0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0												0

		No Answer		46				0				1		2		6				9				2		1		0		1		0				4				2		6		0		0		6		0		14				4		5		7		0		0				16				3												3

		No Response		114				0				2		5		4				11				4		6		0		1		0				11				5		11		6		4		13		0		39				9		3		13		2		0				27				26												26

		Total Requests		700				6				10		21		51				88				10		42		3		16		2				73				51		52		20		16		87		0		226				69		40		81		13		10				213				100												100

		% Connected 		77.38%				100%				70%		67%		76%				78.28%				40%		83%		100%		88%		100%				82%				84%		65%		70%		75%		77%		0%		74%				77%		80%		74%		85%		100%				83%				69%												69.00%





		Top Call Drivers		Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week Jul 2		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week Jul 9		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week Jul 16		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week Jul 23		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week Jul 31

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		367				14				31		20		16				81				28				21		17		15				81				36		21				17		22				96				24		21		25		16		23				109																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		17																0																0				17												17																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		407				19				20		23		16				78				22		26		18		19		14				99				21		29		19		18						87				32		22		21		18		27				120				23												23

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		132																0				19						22						41						18										18				21								22				43				30												30

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		667				52				40		38		28				158				28		19		23		30		22				122				51		40		20		30		29				170				40		40		24		24		37				165				52												52

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		956				23				49		49		33				154				56		54		34		44		42				230				41		52		41		42		44				220				70		71		55		48		38				282				70												70

		How Do I Create an Account?		50																0						16										16																0								16		18						34																0

		How Do I Update My Application?		783				23				35		34		27				119				52		38		34		41		24				189				55		31		39		48		27				200				62		44		52		33		36				227				48												48

		How To Enroll In a Plan?		1235				57				48		56		50				211				58		66		40		56		53				273				60		67		60		52		60				299				75		81		60		68		59				343				109												109

		Income Change		0																0																0																0																0																0

		Income Decrease		248										17		23				40								28		15						43						22		16				13				51				28		19				23		20				90				24												24

		Income Increase		14																0												14				14																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		1464				52				81		70		78				281				95		71		49		59		59				333				84		74		60		59		64				341				92		87		68		71		68				386				123												123

		MNTR		0																0																0																0																0																0

		Multiple changes		549				23				26		17		25				91				28		32		27		34		22				143				30		25		24		32		31				142				29		30		27		23		30				139				34												34

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		91								20								20						20		16								36								16								16								19								19																0

		Payment/Billing Questions		58																0												12				12				20												20																0				26												26

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		18																0																0																0						18										18																0

		Request to Close Application^		86				17												17				20		19										39								16				14				30																0																0

		Residential Address Change/Correction		63								22				15				37																0										13		13				26																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		67				51						16						67																0																0																0																0

		Status of My SEP Request		14																0																0										14						14																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		7				7												7																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		26																0																0						14										14																0				12												12

		CSR-Status of Enrollment		100								11				7								6						8						14				14						7						21								8		11		18				37				10												10

		CSR-Status of Reported Change		47																0				6		10		9								25												9				9				5						8						13																0

		CSR-Status Before Appt		448																0																0								35		39		37				111				62		44		61		59		43				269				68												68

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		7																0																0																0						7										7																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		70				4				13		11						28								8				6				14								7		7						14						7				7						14																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		39																0										11		10				21				9		9										18																0																0

		How Do I Create an Account?		17										6						6																0				11												11																0																0

		How Do I Update My Application?		92				4				9		7		9				29				8		10		15		11		8				52						11										11																0																0

		How To Enroll In a Plan?		151								11		12		7				30				17		10		14		15		23				79				13		16		6				7				42																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		283				5						6		7				18				15		17		14		14		11				71				10		15		15		9		18				67				18		12		16		22		18				86				41												41

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		6																0																0																0								6								6																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		5																0																0																0				5												5																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Renewal/Unwind Related Loss of PP^		10																																0																0												10				10																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection^		8																0																0												8				8																0																0

		Status of My SEP Request		103				5				5				6				16						11										11								7		13						20				7		12		6				11				36				20												20

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		348				10				16		21		28				75				33		16				20		16				85				23		13		17		25		16				94				25						22		21				68				26												26

		CSR-Determination Result		690				31				34		46		25				136				38		32		48		43		31				192				21		28				26		21				96				53		32		47		50		36				218				48												48

		CSR-Newborn Status		285				14				18				12				44				15		17		22		24		16				94				20		17		31								68						24		21		19		15				79																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		70										14						14								13								13																0								17				11				28				15												15

		CSR-Public Program Renewal		187																0										17		38				55								25		30		12				67				18		24		23								65																0

		CSR-Public Program Status		900				46				48		57		56				207				55		47		40		44						186				44		30		54		46		52				226				53		40		39		39		49				220				61												61

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		265				14				21		11		13				59				12		16		17				14				59				16		18		18		15		10				77				18		18				13						49				21												21

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0

		MCRE		192		 		6				11		15		8						 		9		3		10				9				31		 		13		10		6		9		7				45		 		14		17		11		10		8				60		 		16												16

		Counties		1216		 		46				70		55		70				241		 		89		68		39				50				246		 		71		64		54		50		57				296		 		78		70		57		61		60				326		 		107												107

																				0

																				0

																				0





		Top Call Drivers		Jul

		CC				11502.8740247573

		MCRE/Counties		1464		0.1272725405

		How To Enroll In a Plan?		1235		0.1073644723

		How Do I Apply?		956		0.0831096644

		How Do I Update My Application?		783		0.0680699448

		Gain of ESI/MEC		667		0.0579855085

		Multiple changes		549		0.0477272027

		Directed to Submit Verifications		407		0.0353824617

		A Referral		367		0.0319050699

		Income Decrease		248		0.0215598293

		Enrollment Status Check		132		0.011475393

		Password Reset/Account Unlock		91		0.0079110664

		Request to Close Application^		86		0.0074763924

		Same Day Term		67		0.0058246313

		Residential Address Change/Correction		63		0.0054768921

		Payment/Billing Questions		58		0.0050422181

		How Do I Create an Account?		50		0.0043467398

		Recon		18		0.0015648263

		Checking on Status of Reported Change		17		0.0014778915

		Income Increase		14		0.0012170871

		Status of My SEP Request		14		0.0012170871



		Broker		 		2701

		CSR-Status Before Appt		448		0.1658644946

		Lost or will lose employer health care coverage		283		0.1047760089

		How To Enroll In a Plan?		151		0.0559052203

		Status of My SEP Request		103		0.0381340244

		CSR-Status of Enrollment		100		0.0370233247

		How Do I Update My Application?		92		0.0340614587

		Gain of ESI/MEC		70		0.0259163273

		CSR-Status of Reported Change		47		0.0174009626

		How Do I Apply?		39		0.0144390966

		CSR-Determination Result		26		0.0096260644

		How Do I Create an Account?		17		0.0062939652

		Renewal/Unwind Related Loss of PP^		10		0.0037023325

		SEP Plan Selection^		8		0.002961866

		Caller Hung up without speaking		7		0.0025916327

		Directed to Complete Caspio Form		7		0.0025916327

		Paper Application		6		0.0022213995

		Password Reset/Account Unlock		5		0.0018511662

				 

		ARC				3296

		CSR-Public Program Status		900		0.2730582524

		CSR-Determination Result		690		0.2093446602

		CSR- QHP Status		348		0.1055825243

		CSR-Newborn Status		285		0.0864684466

		Password Reset/Account Unlock		265		0.0804004854

		CSR-Public Program Renewal		187		0.0567354369

		CSR-Pending Case		70		0.0212378641





June 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		Calls Received (MNsure)		11669										518		412				930				587		488		475		415		429				2394				561		513		474		471		447				2466						783		573		550		466				2372				771		630		659		723		724				3507

		Calls Handled		11431										517		407				924				560		481		465		410		420				2336				554		504		468		469		444				2439						772		552		545		462				2331				740		612		642		714		694				3401

		Calls Abandoned		175										0		4				4				21		1		8		3		6				39				3		9		0		2		1				15						9		15		3		0				27				26		13		15		11		26				91

		Abandon % (>5%)(Less Short Aban)		1.23%										0.00%		0.89%				0.45%				3.64%		0.19%		1.72%		0.65%		1.39%				1.52%				0.50%		1.76%		0.00%		0.38%		0.20%				0.57%						1.15%		2.58%		0.50%		0.00%				1.06%				3.37%		2.13%		2.23%		1.47%		3.64%				2.57%

		Avg Time to Abandon		0:05:42										0:00:00		0:07:51				0:03:55				0:06:24		0:04:29		0:10:15		0:08:38		0:06:02				0:07:09				0:04:59		0:05:12		0:00:00		0:02:38		0:08:00				0:04:09						0:11:06		0:07:27		0:06:39		0:00:00				0:06:18				0:06:08		0:07:33		0:08:22		0:06:11		0:06:32				0:06:57

		Average Wait Time (>5 min)		0:00:58										0:00:17		0:00:39				0:00:28				0:01:59		0:00:11		0:01:36		0:00:25		0:00:37				0:00:57				0:00:48		0:01:06		0:00:09		0:00:38		0:00:13				0:00:34						0:01:00		0:01:19		0:00:40		0:00:04				0:00:45				0:02:25		0:01:23		0:01:35		0:01:28		0:03:45				0:02:07

		Max Wait Time		0:25:43										0:08:43		0:11:15				0:11:15				0:18:40		0:05:49		0:20:32		0:11:19		0:09:18				0:20:32				0:22:16		0:21:42		0:11:48		0:14:50		0:07:50				0:22:16						0:25:43		0:16:36		0:13:20		0:04:02				0:25:43				0:25:11		0:20:09		0:23:37		0:15:57		0:21:34				0:25:11

		Service Level (<95% calls under 5 min)		92.90%										98.08%		94.10%				96.09%				84.88%		99.62%		87.28%		96.92%		96.54%				93.05%				95.93%		92.99%		99.20%		95.38%		99.18%				96.54%						95.69%		88.46%		96.31%		100.00%				95.12%				82.89%		89.33%		88.20%		90.40%		67.64%				83.69%

		Talk Time (Avg)		0:08:58										0:08:31		0:08:31				0:08:31				0:09:44		0:08:39		0:09:25		0:09:22		0:09:53				0:09:24				0:09:09		0:08:51		0:09:10		0:09:17		0:08:25				0:08:58						0:08:40		0:08:48		0:08:17		0:08:42				0:08:36				0:09:34		0:08:59		0:09:15		0:09:22		0:09:29				0:09:19

		Call Handle Time (Avg)		0:15:29										0:14:52		0:14:56				0:14:54				0:16:22		0:14:50		0:15:33		0:15:58		0:16:05				0:15:45				0:14:55		0:15:25		0:15:36		0:15:42		0:14:54				0:15:18						0:15:10		0:15:55		0:15:25		0:15:33				0:15:30				0:16:15		0:15:35		0:15:39		0:15:59		0:16:19				0:15:57

		Transfer Out		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		79.96%										77.87%		74.83%				76.35%				79.02%		80.72%		81.11%		82.16%		78.78%				80.36%				81.77%		81.29%		81.45%		83.11%		81.61%				81.84%						79.51%		79.50%		79.67%		80.58%				79.82%				81.72%		83.29%		82.63%		79.61%		79.85%				81.42%

		Complaints Received		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		1220										55		35				90				45		43		48		44		73				253				36		55		32		52		42				217						90		47		52		60				249				89		73		57		91		101				411

		Short Abandon (under 60 seconds)		17										0		0				0				4		0		0		0		0				4				0		1		1		0		0				2						1		1		0		0				2				2		2		1		1		3				9

		% of calls answered in under 10 minutes		97.78%										100.00%		98.87%				99.43%				95.02%		100.00%		93.15%		99.78%		100.00%				97.59%				98.81%		96.22%		99.80%		98.85%		100.00%				98.74%						96.62%		96.99%		99.66%		100.00%				98.32%				94.78%		97.81%		94.82%		97.38%		89.25%				94.81%

		Occupany		na										na		na				ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		Max Agents		38.85										23.65		18.54				23.65				28.74		21.84		22.60		20.34		22.39				28.74				24.71		24.35		21.91		22.81		20.22				24.71						36.81		27.34		25.76		22.71				36.81				38.85		30.34		31.18		36.18		37.38				38.85





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		Calls Received (MNsure)		2943										130		90				220				121		136		106		98		87				548				136		103		101		123		142				605						211		186		134		130				661				179		172		192		178		188				909

		Calls Handled		2761										121		89				210				111		131		103		91		82				518				119		98		97		115		137				566						200		176		124		123				623				166		156		181		169		172				844

		Calls Abandoned		160										8		1				9				10		4		3		6		4				27				17		5		3		5		3				33						8		6		10		7				31				13		14		9		8		16				60

		Abandon % (>5%)(Less Short Aban)		5.09%										6.15%		1.11%				3.63%				8.26%		2.94%		2.83%		6.12%		4.60%				4.95%				12.50%		4.85%		2.97%		4.07%		2.11%				5.30%						3.79%		3.23%		7.46%		5.38%				4.97%				7.26%		8.14%		4.69%		4.49%		8.51%				6.62%

		Avg Time to Abandon		0:05:26										0:05:22		0:10:41				0:08:01				0:04:37		0:03:40		0:02:18		0:05:08		0:01:42				0:03:29				0:05:13		0:04:32		0:05:40		0:02:49		0:05:07				0:04:40						0:04:05		0:07:54		0:05:14		0:03:59				0:05:18				0:06:42		0:08:10		0:05:29		0:04:07		0:04:08				0:05:43

		Average Wait Time (>5 min)		0:03:01										0:03:04		0:01:11				0:02:07				0:04:53		0:01:01		0:01:25		0:02:24		0:02:35				0:02:27				0:05:57		0:02:31		0:04:42		0:03:36		0:02:57				0:03:56						0:01:22		0:03:05		0:04:30		0:02:32				0:02:52				0:04:05		0:04:19		0:03:15		0:02:26		0:04:21				0:03:41

		Max Wait Time		0:27:19										0:17:19		0:10:27				0:17:19				0:21:52		0:10:18		0:09:37		0:13:09		0:15:11				0:21:52				0:21:03		0:14:10		0:25:45		0:12:58		0:12:55				0:25:45						0:11:53		0:16:26		0:19:32		0:15:55				0:19:32				0:22:35		0:25:34		0:27:19		0:15:43		0:20:48				0:27:19

		Service Level (<95% calls under 5 min)		75.11%										72.13%		87.64%				79.89%				60.36%		94.66%		90.29%		75.82%		82.93%				80.81%				50.42%		78.57%		63.92%		63.48%		72.99%				65.88%						88.50%		76.14%		61.29%		76.42%				75.59%				68.67%		71.79%		77.90%		78.11%		70.35%				73.37%

		Talk Time (Avg)		0:07:27										0:09:04		0:07:00				0:08:02				0:07:39		0:06:10		0:07:15		0:07:07		0:08:07				0:07:15				0:08:41		0:06:23		0:06:43		0:06:43		0:07:33				0:07:12						0:07:42		0:06:54		0:06:17		0:08:35				0:07:22				0:06:53		0:06:58		0:07:17		0:08:17		0:07:44				0:07:25

		Call Handle Time (Avg)		0:12:05										0:14:10		0:12:08				0:13:09				0:12:35		0:10:17		0:11:49		0:11:55		0:12:44				0:11:52				0:12:50		0:11:05		0:10:59		0:10:42		0:12:24				0:11:36						0:12:22		0:12:10		0:11:44		0:12:24				0:12:10				0:11:08		0:10:58		0:11:25		0:13:00		0:11:45				0:11:39

		Max Agents		6.87										4.80		3.00				4.80				3.88		3.74		3.38		3.01		2.94				3.88				4.24		3.02		2.96		3.42		4.72				4.72						6.87		5.95		4.04		4.24				6.87				5.13		5		5.74		6.10		5.61				6.10





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		Calls Received (MNsure)		3386										189		125				314				161		153		156		137		182				789				179		164		159		163		145				810						204		152		169		117				642				175		157		161		181		157				831

		Calls Handled		3230										185		122				307				158		149		154		133		166				760				166		161		156		156		136				775						191		138		153		113				595				165		150		157		171		150				793

		Calls Abandoned		134										4		2				6				0		3		0		1		15				19				11		1		3		7		6				28						13		12		16		4				45				9		7		3		10		7				36

		Abandon % (>5%)(Less Short Aban)		3.71%										2.12%		1.60%				1.86%				0.00%		1.96%		0.00%		0.73%		8.24%				2.19%				6.15%		0.61%		1.89%		4.29%		4.14%				3.42%						6.37%		7.89%		9.47%		3.42%				6.79%				5.14%		4.46%		1.86%		5.52%		4.46%				4.29%

		Avg Time to Abandon		0:02:42										0:01:10		0:00:35				0:00:52				0:00:00		0:03:07		0:00:00		0:05:25		0:04:16				0:02:33				0:04:04		0:03:54		0:03:57		0:01:28		0:03:22				0:03:21						0:04:14		0:02:41		0:05:55		0:03:17				0:04:01				0:02:51		0:03:50		0:01:25		0:02:42		0:02:55				0:02:44

		Average Wait Time (>5 min)		0:01:28										0:01:07		0:00:19				0:00:43				0:00:12		0:01:03		0:00:09		0:00:17		0:03:07				0:00:57				0:02:17		0:00:23		0:00:47		0:00:57		0:01:29				0:01:10						0:02:16		0:01:31		0:04:10		0:02:01				0:02:29				0:02:33		0:02:04		0:00:38		0:02:55		0:02:01				0:02:02

		Max Wait Time		0:19:06										0:10:13		0:05:34				0:10:13				0:04:30		0:10:27		0:03:19		0:05:07		0:14:02				0:14:02				0:11:48		0:06:43		0:08:10		0:06:11		0:08:21				0:11:48						0:12:28		0:11:30		0:19:06		0:13:18				0:19:06				0:13:53		0:15:21		0:06:11		0:13:08		0:10:29				0:15:21

		Service Level (<95% calls under 5 min)		89.31%										95.68%		99.18%				97.43%				100.00%		91.28%		100.00%		100.00%		69.88%				92.23%				78.92%		97.52%		96.79%		97.44%		90.44%				92.22%						82.20%		89.13%		68.63%		88.50%				82.11%				73.33%		85.33%		99.36%		74.85%		80.00%				82.58%

		Talk Time (Avg)		0:05:34										0:04:42		0:04:37				0:04:39				0:05:04		0:05:24		0:05:27		0:05:19		0:05:44				0:05:23				0:05:38		0:05:03		0:05:38		0:05:45		0:05:18				0:05:28						0:06:28		0:06:31		0:06:25		0:05:42				0:06:16				0:05:27		0:06:20		0:06:15		0:06:19		0:05:51				0:06:02

		Call Handle Time (Avg)		0:07:38										0:06:35		0:06:21				0:06:28				0:07:00		0:07:45		0:07:13		0:07:07		0:07:53				0:07:23				0:07:42		0:06:43		0:07:43		0:07:59		0:07:30				0:07:31						0:08:30		0:08:48		0:08:38		0:07:54				0:08:27				0:07:37		0:08:45		0:08:29		0:08:50		0:08:10				0:08:22

		Max Agents		4.54										3.38		2.17				3.38				3.11		3.23		3.11		2.65		3.64				3.64				3.59		3.02		3.34		3.46		2.90				3.59						4.54		3.40		3.67		2.48				4.54				3.51		4		3.72		4.20		3.40				4.20





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun				Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		Calls Received		1220										55		35				90				45		43		48		44		73				253				36		55		32		52		42				217						90		47		52		60				249				89		73		57		91		101				411

		Calls Handled		1186										55		34				89.1515151515				42		43		46		44		71				246				36		52		32		51		41				212						87		46		51		60				244				84		72		53		88		97				395

		Calls Abandoned		26										0		1				0.8279155188				2		0		2		0		1				4				0		2		0		1		0				3						2		1		0		0				3				4		1		3		3		3				14

		Abandon %		1.83%										0.00%		2.42%				1.21%				4.95%		0.00%		3.30%		0.00%		1.04%				1.86%				0.45%		4.13%		0.00%		1.04%		0.58%				1.24%						2.82%		1.75%		0.44%		0.00%				1.25%				4.69%		0.83%		5.68%		3.31%		3.48%				3.60%

		Avg Time to Abandon		0:05:37										0:00:00		0:07:51				0:03:55				0:07:59		0:00:00		0:11:07		0:00:00		0:06:37				0:05:08				0:04:38		0:05:04		0:00:00		0:02:38		0:08:00				0:04:04						0:11:49		0:09:52		0:05:40		0:00:00				0:06:50				0:06:01		0:13:34		0:08:34		0:06:13		0:06:32				0:08:10

		Average Wait Time (>5 min)		0:01:33										0:00:40		0:01:23				0:01:01				0:02:40		0:00:17		0:03:17		0:00:02		0:00:22				0:01:19				0:01:08		0:02:21		0:00:19		0:01:31		0:00:32				0:01:10						0:02:16		0:00:49		0:00:38		0:00:07				0:00:57				0:03:37		0:01:21		0:03:52		0:03:04		0:04:27				0:03:16

		Max Wait Time		0:25:43										0:08:43		0:11:15				0:11:15				0:18:40		0:05:49		0:20:32		0:01:01		0:09:18				0:20:32				0:22:16		0:21:42		0:11:48		0:14:50		0:07:50				0:22:16						0:25:43		0:16:36		0:13:20		0:04:02				0:25:43				0:25:11		0:20:09		0:23:37		0:15:57		0:18:13				0:25:11

		Service Level (<95% calls under 5 min)		75.45%										85.58%		73.94%				79.76%				59.55%		92.02%		64.93%		99.47%		90.62%				81.32%				82.35%		71.30%		92.67%		72.02%		83.72%				80.41%						71.79%		84.14%		84.89%		96.41%				84.31%				58.36%		77.92%		43.89%		46.03%		31.01%				51.44%

		Talk Time (Avg)		0:10:00										0:09:21		0:09:42				0:09:31				0:10:43		0:09:48		0:09:51		0:10:18		0:11:18				0:10:23				0:10:01		0:09:22		0:09:15		0:10:43		0:08:17				0:09:31						0:10:48		0:10:17		0:08:43		0:09:45				0:09:53				0:10:21		0:11:05		0:10:25		0:11:01		0:10:42				0:10:42

		Call Handle Time (Avg)		0:17:19										0:17:03		0:16:28				0:16:45				0:17:50		0:16:30		0:16:56		0:17:26		0:18:06				0:17:21				0:16:11		0:16:43		0:16:24		0:18:01		0:15:32				0:16:34						0:17:57		0:18:20		0:17:03		0:16:53				0:17:33				0:18:29		0:18:42		0:17:28		0:18:55		0:18:11				0:18:21

		Percent. calls transferred by front line/General Queue		10.29%										2:32:53		2:02:19				9.56%				1:50:23		2:06:53		2:25:30		2:32:40		4:05:02				2:36:06				1:32:24		2:34:23		1:37:12		2:38:58		2:15:18				2:07:39						2:45:31		1:58:06		2:16:08		3:05:24				2:31:17				2:46:13		2:46:51		2:04:33		3:01:14		0.14				11.66%

		Max Agents		16.42										9.84		7.54				9.84				10.99		8.61		9.96		9.10		9.65				10.99				10.02		10.11		8.69		9.65		7.46		 		10.11						15.89		11.60		10.70		9.18				15.89				16.42		10:57:38		12.80		15.86		15.95				16.42





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		Busy		6										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						1		0		0		0				1				4		1		0		0		0				5

		Caller canceled		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Connected		221										1		5				6				13		0		0		0		0				13				10		13		3		7		1				34						18		6		7		0				31				28		14		30		18		47				137

		Error		1										0		0				0				0		0		0		0		0				0				0		1		0		0		0				1						0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		No Answer		14										0		0				0				1		0		0		0		0				1				0		1		0		1		0				2						2		0		0		0				2				4		1		1		0		3				9

		No Response		39										0		0				0				5		0		0		0		0				5				2		8		0		0		0				10						1		2		0		0				3				6		0		13		1		1				21

		Total Requests		281										1		5				6				19		0		0		0		0				19				12		23		3		8		1				47						22		8		7		0				37				42		16		44		19		51				172

		% Connected 		84.29%										100%		100%				100.00%				68%		na		na		na		na				68%				83%		57%		100%		88%		100%				86%						82%		75%		100%		na				86%				67%		88%		68%		95%		92%				81.85%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		Busy		6										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		2		0		0				2				4		0		0		0		0				4

		Caller canceled		1										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		1		0				1				0		0		0		0		0				0

		Connected		146										0		2				2				18		0		0		8		0				26				2		2		0		0		0				4						0		25		4		0				29				26		13		1		0		45				85

		Error		2										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		1		0		0				1				0		0		0		0		1				1

		Invalid Number		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		No Answer		20										0		0				0				2		0		0		1		0				3				0		0		0		0		0				0						0		5		0		0				5				5		0		2		0		5				12

		No Response		30										0		3				3				3		0		0		0		0				3				0		0		0		0		0				0						0		3		2		0				5				8		4		1		0		6				19

		Total Requests		205										0		5				5				23		0		0		9		0				32				2		2		0		0		0				4						0		36		7		0				43				43		17		4		0		57				121

		% Connected 		69.42%										na		40%				40.00%				78%		na		na		89%		na				84%				100%		100%		na		na		na				100%						na		69%		57%		na				63%				60%		76%		25%		na		79%				60.22%





		Top Call Drivers		Jun		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week Jun 4		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week Jun 11		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week Jun 18		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week Jun 25

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		234										18						18				15				16		18						49				24		12										36						30		21				13				64				25		20						22				67

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		19																0																0																0																0								19								19

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		518										19		20				39				31		25		22		21		23				122				27		25		20		25		18				115						30		25		15		22				92				25		28		36		32		29				150

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		12																0						12										12																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		736										42		27				69				36		37		21		17		31				142				21		35		27		31		22				136						63		36		35		41				175				41		47		21		43		62				214

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		952										48		36				84				42		54		57		33		35				221				48		53		39		40		28				208						64		46		41		45				196				54		53		51		53		32				243

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		793										27		36				63				40		24		27		32		22				145				49		29		33		33		25				169						51		42		49		27				169				63		54		45		43		42				247

		How To Enroll In a Plan?		1107										42		33				75				49		45		38		42		31				205				58		50		44		35		45				232						67		47		42		47				203				90		66		79		75		82				392

		Income Change		0																0																0																0																0																0

		Income Decrease		249										19		14				33				20				19		14						53						21		16		18		14				69						23		19								42				29						23						52

		Income Increase		31																0												17				17												14				14																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		52																0																0																0										16		13				29												23				23

		MCRE/Counties		1383										67		51				118				81		62		62		49		48				302				75		53		77		59		56				320						97		75		81		65				318				78		65		60		63		59				325

		MNTR		0																0																0																0																0																0

		Multiple changes		482												21				21				27		15		23		27		23				115				30		15		18		15		16				94						39		22		29		25				115				25		25		20		41		26				137

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		84										16						16																0										17						17								16								16						16				19						35

		Payment/Billing Questions		34																0						12										12																0						22										22																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		13																0																0								13								13																0																0

		Request to Close Application^		288												11				11				17		19		20		16		15				87				15		20				18		12				65										18		14				32				18		20		17		19		19				93

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		85										30		24				54												17				17				14												14																0																0

		Status of My SEP Request		32																0																0																0										15						15								17								17

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		7																0						7										7																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		117																0								7				7				14				10		8				13						31								13				8				21				13		11		9		8		10				51

		CSR-Status of Enrollment		78																				11		8		6				6				31				11				13								24						11										11								12								12

		CSR-Status of Reported Change		8																0																0																0										8						8																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Demographic Change/Correction^		13												6				6												7				7																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		73										20		15				35				7												7										5						5						13		13								26																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		152																0				12		15		7		9						43								7				5				12								10		15		10				35				9				17		18		18				62

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		125										5						5				8		9				10						27				8		12		14		10		13				57						12				12						24						12										12

		How To Enroll In a Plan?		262										11		12				23								13				7				20				11		7		10		13		21				62						19		24		9		11				63				20		15		20		14		25				94

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		375										24		6				30				9		14		16		14		11				64				19		7		11		15		15				67						23		26		19		20				88				24		21		35		25		21				126

		Lost or will lose other health care coverage		5												5				5																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		11																0																0						11										11																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		63										6						6																0												6				6												12				12				7		11				11		10				39

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		388										22		18				40				16		12		14		18		18				78				22		17		14		20		21				94						27		19		14		11				71				21		16		23		28		17				105

		CSR-Determination Result		578										41		20				61				36		35		27		24		17				139				31		31		35		24		16				137						29		13		39		24				105				31		28		27		28		22				136

		CSR-Newborn Status		390										22		15				37				12		20		25		18		32				107				30		15		20		21		11				97						38				9		12				59				18		24		14		11		23				90

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		22												10				10								12								12																0																0																0

		CSR-Public Program Status		1091										70		45				115				54		48		66		49		47				264				55		64		45		57		33				254						58		54		47		33				192				54		54		50		55		53				266

		CSR-Status Before Appointment		11																0																0																0								11								11																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		303										14						14				16		14				13		24				67				18		17		21		16		19				91						24		12		13		11				60				13		16		12		15		15				71

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0

		MCRE		196		 								17		9						 		7		13		10		6		9				45		 		8		11		17		7						43		 				15		11		11		7				44		 		12		11		6				9				38

		Counties		1066		 								50		42				92		 		74		49		52		43		39				257		 		67		42		60		52						221		 				82		64		70		56				272		 		66		54		54				50				224

																				0

																				0

																				0





		Top Call Drivers		Jun

		CC				11430.8036910066

		MCRE/Counties		1383		12.1%

		How To Enroll In a Plan?		1107		9.7%

		How Do I Apply?		952		8.3%

		How Do I Update My Application?		793		6.9%

		Gain of ESI/MEC		736		6.4%

		Directed to Submit Verifications		518		4.5%

		Multiple changes		482		4.2%

		Request to Close Application^		288		2.5%

		Income Decrease		249		2.2%

		A Referral		234		2.0%

		Same Day Term		85		0.7%

		Password Reset/Account Unlock		84		0.7%

		Lost or will lose employer health care coverage		52		0.5%

		Payment/Billing Questions		34		0.3%

		Status of My SEP Request		32		0.3%

		Income Increase		31		0.3%

		Caller Hung Up without Speaking		19		0.2%

		Recon		13		0.1%

		Enrollment Status Check		12		0.1%



		Broker		 		2761

		Lost or will lose employer health care coverage		375		13.6%

		How To Enroll In a Plan?		262		9.5%

		How Do I Apply?		152		5.5%

		How Do I Update My Application?		125		4.5%

		CSR-Determination Result		117		4.2%

		CSR-Status of Enrollment		78		2.8%

		Gain of ESI/MEC		73		2.6%

		Status of My SEP Request		63		2.3%

		Demographic Change/Correction^		13		0.5%

		Password Reset/Account Unlock		11		0.4%

		CSR-Status of Reported Change		8		0.3%

		APTC/CSR Questions		7		0.3%

		Lost or will lose other health care coverage		5		0.2%



		ARC				3230

		CSR-Public Program Status		1091		33.8%

		CSR-Determination Result		578		17.9%

		CSR-Newborn Status		390		12.1%

		CSR- QHP Status		388		12.0%

		Password Reset/Account Unlock		303		9.4%

		CSR-Pending Case		22		0.7%

		CSR-Status Before Appointment		11		0.3%

















































May 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		Calls Received (MNsure)		10868				632		535		389		354		371		0		2281				485		385		361		360		360				1951				503		446		442		449		539				2379				679		615		431		509		514				2748						781		728								1509

		Calls Handled		10686				610		525		386		352		369		0		2243				462		378		358		354		352				1904				499		440		435		445		531				2350				674		601		427		503		508				2712						758		719								1477

		Calls Abandoned		113				20		6		0		0		0		0		26				15		5		2		1		4				26				1		2		3		4		7				17				4		8		3		5		3				23						19		3								22

		Abandon % (>5%)(Less Short Aban)		1.00%				3.20%		1.06%		0.00%		0.00%		0.00%		0.00%		0.85%				3.11%		1.24%		0.52%		0.27%		1.02%				1.23%				0.19%		0.43%		0.65%		0.84%		1.31%				0.68%				0.53%		1.33%		0.64%		0.90%		0.68%				0.82%						2.44%		0.38%								1.41%

		Avg Time to Abandon		0:05:55				0:07:49		0:03:35		0:00:00		0:00:00		0:00:00		0:00:00		0:02:16				0:08:03		0:08:38		0:04:50		0:18:12		0:05:28				0:09:02				0:03:58		0:05:04		0:04:49		0:05:38		0:08:56				0:05:41				0:04:18		0:07:15		0:08:58		0:06:52		0:06:05				0:06:41						0:06:37		0:05:16								0:05:56

		Average Wait Time (>5 min)		0:00:48				0:02:17		0:00:21		0:00:10		0:00:06		0:00:04		0:00:00		0:00:35				0:02:12		0:01:01		0:00:24		0:00:12		0:00:35				0:00:52				0:00:12		0:00:06		0:00:36		0:00:19		0:00:39				0:00:22				0:00:49		0:01:00		0:00:22		0:00:45		0:01:34				0:00:54						0:02:06		0:00:28								0:01:17

		Max Wait Time		0:26:04				0:26:04		0:14:03		0:14:41		0:03:53		0:02:30		0:00:00		0:26:04				0:21:53		0:15:03		0:15:34		0:11:58		0:14:00				0:21:53				0:17:09		0:11:57		0:14:10		0:11:13		0:13:32				0:17:09				0:16:52		0:11:55		0:11:05		0:11:20		0:19:33				0:19:33						0:21:32		0:14:24								0:21:32

		Service Level (<95% calls under 5 min)		94.52%				84.74%		98.56%		99.76%		100.00%		100.00%		0.00%		96.61%				83.44%		91.39%		97.12%		98.64%		96.60%				93.44%				99.25%		99.78%		96.04%		98.29%		95.68%				97.81%				94.97%		93.19%		97.20%		95.99%		90.80%				94.43%						83.57%		97.07%								90.32%

		Talk Time (Avg)		0:08:55				0:07:52		0:08:27		0:08:03		0:09:26		0:09:32		0:00:00		0:08:40				0:08:46		0:09:55		0:09:01		0:09:06		0:08:42				0:09:06				0:09:02		0:08:42		0:08:52		0:09:19		0:09:18				0:09:02				0:09:08		0:09:24		0:09:34		0:08:41		0:09:34				0:09:16						0:08:22		0:08:43								0:08:32

		Call Handle Time (Avg)		0:15:29				0:14:27		0:14:51		0:14:08		0:15:29		0:16:31		0:00:00		0:15:05				0:15:45		0:17:12		0:15:39		0:15:51		0:15:03				0:15:54				0:15:10		0:15:15		0:15:13		0:15:53		0:16:28				0:15:35				0:15:42		0:15:55		0:16:12		0:14:52		0:16:24				0:15:49						0:14:43		0:15:23								0:15:03

		Transfer Out		na				na		na		na		na		na		0		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na								na

		First Call Resolution %		78.95%				75.63%		76.65%		77.68%		81.40%		77.38%		0.00%		77.75%				80.89%		80.41%		82.06%		81.72%		81.49%				81.31%				83.01%		79.58%		82.41%		79.32%		73.61%				79.58%				76.69%		75.38%		78.72%		78.69%		76.35%				77.16%						79.33%		78.59%								78.96%

		Complaints Received		0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Complaints Resolved		0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Helpline (Transfers from Vendor)		890				56		29		24		10		32		0		151				29		18		24		15		31				117				35		22		20		25		74				176				82		62		38		46		70				298						80		68								148

		Short Abandon (under 60 seconds)		11				2		1		0		0		0		0		3				0		0		1		1		0				2				0		1		0		0		1				2				0		1		1		1		0				3						1		0								1

		% of calls answered in under 10 minutes		98.02%				93.05%		99.64%		99.76%		100.00%		100.00%		0.00%		98.49%				91.82%		98.48%		98.43%		99.46%		97.91%				97.22%				99.44%		99.78%		99.56%		99.79%		98.84%				99.48%				99.21%		99.39%		99.57%		99.64%		94.97%				98.55%						92.93%		99.75%								96.34%

		Occupany		na				na		na		na		na		na		0.00%		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na								ERROR:#DIV/0!

		Max Agents		35.20				27.64		23.23		16.22		15.65		18.48		0.00		27.64				22.50		19.24		16.74		16.50		16.33				22.50				22.65		19.81		19.53		20.93		28.07				28.07				33.20		29.92		21.11		22.92		26.64				33.20						35.20		34.00								35.20





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		Calls Received (MNsure)		2432				144		103		80		74		60				461				83		106		91		98		86				464				86		90		100		100		91				467				162		135		110		140		95				642						205		193								398

		Calls Handled		2290				130		99		78		71		58				436				77		104		90		97		84				452				84		84		96		95		89				448				145		129		107		131		91				603						178		173								351

		Calls Abandoned		129				13		4		2		1		1				21				6		2		0		1		2				11				2		6		2		5		2				17				16		3		2		9		4				34						26		20								46

		Abandon % (>5%)(Less Short Aban)		5.25%				9.03%		3.88%		2.50%		1.35%		1.67%				3.69%				7.23%		1.89%		0.00%		1.02%		2.33%				2.49%				2.33%		6.67%		2.00%		5.00%		2.20%				3.64%				9.88%		2.22%		1.82%		6.43%		4.21%				4.91%						12.68%		10.36%								11.52%

		Avg Time to Abandon		0:04:35				0:03:30		0:04:26		0:01:01		0:04:56		0:02:40				0:03:18				0:04:05		0:08:23		0:00:00		0:00:24		0:01:22				0:02:50				0:05:31		0:04:19		0:14:33		0:02:30		0:07:35				0:06:53				0:05:09		0:03:27		0:02:33		0:05:49		0:03:57				0:04:11						0:05:53		0:05:36								0:05:44

		Average Wait Time (>5 min)		0:02:50				0:03:56		0:03:05		0:01:38		0:00:44		0:02:13				0:02:19				0:02:21		0:02:15		0:00:43		0:01:10		0:00:29				0:01:23				0:02:17		0:02:56		0:02:00		0:03:23		0:01:43				0:02:27				0:03:18		0:01:53		0:01:34		0:03:23		0:04:29				0:02:55						0:04:48		0:05:23								0:05:05

		Max Wait Time		0:30:21				0:15:32		0:16:44		0:10:37		0:07:57		0:18:10				0:18:10				0:13:21		0:14:37		0:08:40		0:14:56		0:08:11				0:14:56				0:12:15		0:13:35		0:19:51		0:13:44		0:13:31				0:19:51				0:15:51		0:11:02		0:07:50		0:30:21		0:16:53				0:30:21						0:23:04		0:21:48								0:23:04

		Service Level (<95% calls under 5 min)		76.71%				64.62%		70.71%		89.74%		97.18%		79.31%				80.31%				79.22%		78.85%		94.44%		91.75%		98.81%				88.61%				78.57%		75.00%		84.38%		69.47%		84.27%				78.34%				73.79%		80.62%		88.79%		77.86%		62.64%				76.74%						60.11%		58.96%								59.54%

		Talk Time (Avg)		0:07:25				0:08:03		0:07:48		0:06:43		0:05:46		0:06:18				0:06:55				0:08:39		0:06:52		0:07:48		0:06:18		0:07:45				0:07:28				0:06:58		0:08:15		0:07:36		0:08:04		0:09:10				0:08:00				0:08:13		0:08:30		0:08:39		0:07:49		0:07:19				0:08:06						0:07:02		0:06:08								0:06:35

		Call Handle Time (Avg)		0:12:13				0:12:52		0:13:18		0:11:02		0:10:26		0:11:36				0:11:50				0:13:31		0:11:54		0:12:47		0:12:00		0:11:58				0:12:26				0:11:26		0:13:08		0:11:49		0:12:40		0:13:34				0:12:31				0:12:36		0:13:50		0:13:07		0:12:35		0:11:33				0:12:44						0:11:59		0:11:12								0:11:35

		Max Agents		5.93				4.65		3.66		2.39		2.09		1.87				4.65				2.89		3.44		3.19		3.23		2.79				3.44				2.67		3.07		3.18		3.34		3.35				3.35				5.08		5.03		3.93		4.58		2.92				5.08						6		5.39								5.93





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		Calls Received (MNsure)		3379				149		158		132		158		128				725				150		128		156		156		147				737				153		158		165		145		142				763				177		166		159		176		116				794						180		180								360

		Calls Handled		3243				140		147		125		152		126				690				140		128		154		153		142				717				151		152		161		142		138				744				161		163		150		161		113				748						170		174								344

		Calls Abandoned		126				9		9		7		6		2				33				10		0		2		3		3				18				1		4		4		2		4				15				16		3		9		15		3				46						8		6								14

		Abandon % (>5%)(Less Short Aban)		3.65%				6.04%		5.70%		5.30%		3.80%		1.56%				4.48%				6.67%		0.00%		1.28%		1.92%		2.04%				2.38%				0.65%		2.53%		2.42%		1.38%		2.82%				1.96%				9.04%		1.81%		5.66%		8.52%		2.59%				5.52%						4.44%		3.33%								3.89%

		Avg Time to Abandon		0:03:19				0:04:35		0:04:08		0:06:13		0:04:36		0:05:22				0:04:58				0:03:13		0:00:00		0:06:03		0:01:27		0:03:50				0:02:54				0:00:45		0:03:50		0:03:30		0:01:13		0:01:56				0:02:14				0:05:01		0:03:07		0:02:55		0:03:02		0:02:54				0:03:23						0:03:20		0:02:48								0:03:04

		Average Wait Time (>5 min)		0:01:20				0:01:16		0:01:28		0:02:04		0:00:51		0:00:50				0:01:17				0:01:23		0:00:40		0:01:05		0:00:47		0:00:59				0:00:58				0:00:13		0:00:26		0:00:34		0:00:57		0:01:02				0:00:38				0:02:47		0:01:38		0:00:53		0:03:35		0:00:58				0:01:58						0:01:52		0:01:43								0:01:47

		Max Wait Time		0:17:42				0:12:16		0:13:46		0:12:11		0:10:08		0:09:21				0:13:46				0:12:35		0:09:37		0:09:07		0:06:55		0:13:03				0:13:03				0:04:15		0:06:50		0:05:35		0:09:40		0:08:27				0:09:40				0:14:44		0:11:16		0:12:09		0:13:31		0:06:24				0:14:44						0:14:04		0:17:42								0:17:42

		Service Level (<95% calls under 5 min)		91.15%				90.71%		92.52%		81.60%		94.08%		95.24%				90.83%				90.71%		96.88%		94.16%		94.77%		96.48%				94.60%				100.00%		98.68%		98.14%		92.25%		93.48%				96.51%				80.12%		87.12%		94.00%		68.32%		94.69%				84.85%						88.24%		89.66%								88.95%

		Talk Time (Avg)		0:05:35				0:05:23		0:05:55		0:05:39		0:05:35		0:05:32				0:05:36				0:05:38		0:05:41		0:05:13		0:05:39		0:05:21				0:05:30				0:04:58		0:05:21		0:05:27		0:04:41		0:05:24				0:05:10				0:05:56		0:05:49		0:05:41		0:06:31		0:05:51				0:05:57						0:05:43		0:05:38								0:05:40

		Call Handle Time (Avg)		0:07:39				0:07:08		0:08:25		0:07:57		0:07:41		0:07:09				0:07:40				0:07:43		0:07:42		0:07:03		0:07:34		0:07:23				0:07:29				0:07:03		0:07:24		0:07:21		0:06:28		0:07:27				0:07:08				0:08:10		0:08:18		0:07:56		0:08:45		0:07:34				0:08:08						0:07:41		0:07:59								0:07:50

		Max Agents		3.92				2.18		2.57		1.86		2.14		1.32				2.57				1.78		2.20		2.02		3.21		2.94				3.21				2.98		3.12		3.29		2.57		2.86				3.29				3.65		3.76		3.31		3.92		2.37				3.92						4		3.86								3.86





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		Calls Received		890				56		29		24		10		32				151				29		18		24		15		31				117				35		22		20		25		74				176				82		62		38		46		70				298						80		68								148

		Calls Handled		866				52		29		24		10		32				146				27		17		24		15		30				113				35		22		20		24		71				172				81		60		37		45		68				292						76		67								143.0306382611

		Calls Abandoned		16				3		0		0		0		0				3				1		0		0		0		1				3				0		0		0		1		2				3				1		1		1		0		1				3						3		1								3.8042266953

		Abandon %		1.74%				6.34%		0.49%		0.00%		0.00%		0.00%				1.37%				4.37%		2.56%		1.32%		0.69%		1.92%				2.17%				0.00%		1.11%		1.08%		2.15%		2.69%				1.41%				0.63%		2.02%		1.69%		0.88%		0.85%				1.21%						4.10%		1.03%								2.57%

		Avg Time to Abandon		0:05:30				0:08:14		0:00:40		0:00:00		0:00:00		0:00:00				0:01:46				0:09:04		0:08:51		0:04:50		0:14:38		0:04:57				0:08:28				0:00:00		0:05:04		0:05:16		0:05:38		0:08:49				0:04:57				0:03:49		0:06:36		0:05:42		0:10:42		0:03:07				0:05:59						0:07:23		0:05:16								0:06:19

		Average Wait Time (>5 min)		0:01:22				0:04:02		0:00:20		0:00:06		0:00:05		0:00:04				0:00:55				0:02:39		0:01:27		0:00:55		0:00:26		0:01:07				0:01:18				0:00:23		0:00:11		0:00:43		0:00:43		0:01:05				0:00:37				0:01:36		0:01:16		0:00:52		0:01:16		0:02:42				0:01:32						0:04:11		0:00:50								0:02:30

		Max Wait Time		0:26:04				0:26:04		0:10:11		0:02:48		0:03:53		0:02:30				0:26:04				0:21:53		0:15:03		0:15:34		0:11:58		0:14:00				0:21:53				0:17:09		0:11:57		0:11:07		0:11:13		0:13:32				0:17:09				0:16:52		0:11:55		0:11:05		0:11:20		0:19:33				0:19:33						0:21:32		0:14:24								0:21:32

		Service Level (<95% calls under 5 min)		76.49%				48.87%		93.63%		94.94%		98.36%		98.04%				86.77%				57.92%		66.23%		84.77%		92.25%		79.35%				76.10%				94.39%		94.41%		84.70%		80.54%		78.29%				86.47%				68.99%		71.09%		82.49%		71.11%		63.36%				71.41%						47.77%		75.68%								61.73%

		Talk Time (Avg)		0:10:05				0:08:25		0:09:31		0:09:12		0:10:06		0:10:35				0:09:33				0:11:11		0:09:38		0:10:34		0:09:53		0:10:37				0:10:22				0:10:10		0:09:27		0:10:02		0:10:50		0:10:34				0:10:12				0:10:58		0:09:53		0:10:45		0:09:27		0:11:47				0:10:34						0:08:58		0:10:34								0:09:46

		Call Handle Time (Avg)		0:17:11				0:15:46		0:15:58		0:15:46		0:15:56		0:17:41				0:16:13				0:19:11		0:17:02		0:17:56		0:16:21		0:16:44				0:17:26				0:16:54		0:16:34		0:17:13		0:17:58		0:18:41				0:17:28				0:18:04		0:17:00		0:18:10		0:16:30		0:19:33				0:17:51						0:16:06		0:17:47								0:16:56

		Percent. calls transferred by front line/General Queue		8.01%				2:07:35		1:18:03		1:28:50		0:40:40		2:04:12				6.38%				1:26:06		1:07:19		1:35:44		1:00:00		2:04:00				1:26:37				1:40:11		1:11:01		1:05:09		1:20:10		3:17:41				1:42:51				2:53:54		2:25:10		2:06:57		2:10:08		3:16:06				2:34:27						2:27:30		2:14:30								9.79%

		Max Agents		15.95				11.73		9.04		6.96		5.40		7.56				11.73				9.74		7.38		7.52		6.53		7.25				9.74				9.24		8.28		8.84		9.28		13.48				13.48				15.95		14.01		8.92		10.35		12.75				15.95						3:58:28		14.41								14.41





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Caller canceled		2				1		0		0		0		0				1				0		1		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Connected		188				39		3		0		0		0				42				8		4		4		0		4				20				3		1		5		4		10				23				18		13		2		5		16				54						45		4								49

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		No Answer		18				1		0		0		0		0				1				0		1		0		0		0				1				0		0		0		3		0				3				5		0		0		2		4				11						2		0								2

		No Response		46				5		0		0		0		0				5				2		4		0		3		0				9				1		0		3		0		5				9				4		1		0		1		7				13						9		1								10

		Total Requests		254				46		3		0		0		0				49				10		10		4		3		4				31				4		1		8		7		15				35				27		14		2		8		27				78						56		5								61

		% Connected 		77.02%				85%		100%		na		na		na				92.39%				80%		40%		100%		0%		100%				64%				75%		100%		63%		57%		67%				72%				67%		93%		100%		63%		59%				76%						80%		80%								80.18%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Caller canceled		1				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Connected		83				20		1		1		0		0				22				23		6		0		0		0				29				0		0		2		0		5				7				0		2		0		2		4				8						17		0								17

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0								0

		No Answer		3				1		0		0		0		0				1				0		0		0		0		0				0				0		0		2		0		0				2				0		0		0		0		0				0						0		0								0

		No Response		26				3		1		1		0		0				5				14		1		0		0		0				15				0		0		2		0		0				2				0		0		0		0		1				1						3		0								3

		Total Requests		113				24		2		2		0		0				28				38		7		0		0		0				45				0		0		6		0		5				11				0		2		0		2		5				9						20		0								20

		% Connected 		71.18%				83%		50%		50%		na		na				61.11%				61%		86%		na		na		na				73%				na		na		33%		na		100%				67%				na		100%		0%		100%		80%				70%						85%		na								85.00%





		Top Call Drivers		May		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30		7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week May 7		14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week May 14		21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week May 21		28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week May 28

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		61																0																0																0				25				16								41						20										20

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		463				33		23		15		16		17				104				27		18		10		21		19				95				28		22		21		22						93				26		26		16		17		19				104						38		29								67

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		12																0				12												12																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		510				30		32		16		9		14				101				18		18				17		19				72				18		18		20		18		32				106				35		31		22		21		25				134						48		49								97

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		984				52		55		29		43		23				202				42		29		35		36		47				189				46		50		36		43		33				208				64		56		35		39		48				242						68		75								143

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		730				30		29		36		23		19				137				31		31		25		25		31				143				40		32		43		24		41				180				44		42		22		39		32				179						55		36								91

		How To Enroll In a Plan?		1066				55		31		19		24		232				361				30		28		24		25		23				130				21		24		35		31		50				161				56		71		55		50		46				278						66		70								136

		Income Change		0																0																0																0																0																0

		Income Decrease		255								15				16				31				19		11		10								40						13				22		23				58				22		39		19		21		25				126																0

		Income Increase		146				25				12		10						47						12		10		13						35				17		17		13								47										17						17																0

		Loss of ESI		25				25												25																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		182																0																0										19		43				62				59		25		19		17						120																0

		Lost or will lose employer health care coverage		72																0																0																0												20				20						29		23								52

		MCRE/Counties		1188				64		69		55		30		33				251				63		46		50		36		47				242				72		66		49		53		5				245				89		57		45		55		49				295						82		73								155

		MNTR		0																0																0																0																0																0

		Multiple changes		434						25				13		14				52				15		15		16		15		13				74				17		12		25		18		28				100				40		30		26		23		27				146						35		27								62

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Payment/Billing Questions		85						17										17								14				12				26				14		14		14								42																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		286				29				19		19		17				84				13		20		16		20		12				81				18				14		21		18				71						21						`7				21								29								29

		Residential Address Change/Correction		14						14										14																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		198				45		37		23		12		19				136												20				20												18				18																0								24								24

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		6																0																0																0						6										6																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		7								7								7																0																0																0																0

		CSR-Status of Enrollment		86				9		8						9										8				5		6				19				6												6										10						10						13		12								25

		CSR-Status of Reported Change		14								5								5						9										9																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		7																0																0						7										7																0																0

		Directed to Complete Caspio Form		5																0																0												5				5																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		86				26		12				10		4				52				10												10						9		7		8						24																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		6																0						6										6																0																0																0

		How Do I Apply?		92				13				6								19								7		12		11				30				8		5										13				10						10						20								10								10

		How Do I Create an Account?		8																0																0								8								8																0																0

		How Do I Update My Application?		115				11		9				7		4				31				6				6		6						18				11		8				6		5				30								12				9				21						15										15

		How To Enroll In a Plan?		237				9		6		8		13		4				40				5		11		12		13		11				52				7				7		6		11				31				16		17		9		14		11				67						21		26								47

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		13																0																0																0				13												13																0

		Loss of Public Program		48																																0												6				6						12		9		14		7				42																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		327						12		5		8		12				37				6		16		12		23		10				67				15		15		18		13		15				76				11		20		20		23		15				89						29		29								58

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		102										4						4				4				6				7				17								8		10						18				11		12		10				9				42						10		11								21

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		270				12		13		7		6		8				46				10		13		12		11		15				61				17		16		19		12		15				79				28		23				14						65						19										19

		CSR-Determination Result		500				24		15		22		12		11				84				21		22		19		31		17				110				23		22		21		21						87				25		35		37		26		18				141						40		38								78

		CSR-Newborn Status		440				17		13		13		11		10				64				22		18		13		33		21				107				28		24		27		17		32				128				18		16		25		14		17				90						30		21								51

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		10																0																0																0																0								10								10

		CSR-Public Program Status		924				36		37		32		35		20				160				20		29		55		48		37				189				61		50		48		55		38				252				58		44		26		52		36				216						48		59								107

		CSR-Status Before Appointment		96						11		8								19																0				9								10				19								20		16		12				48						10										10

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		214				11						9		5				25				11		12		14		8		18				63						13		16		14		12				55				18		19		9				11				57								14								14

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0

		MCRE		224		 		12		20		11		5								 		11		10		9				7				37		 		16		15		5		15		12				63		 		24		11				11		14				60		 				16										16

		Counties		827		 		52		49		44		25						170		 		52		36		41				40				169		 		56		51		44		38		43				232		 		65		46				44		35				190		 				66										66











		Top Call Drivers		May

		CC				10686

		MCRE/Counties		1188		11.12%

		How Do I Apply?		984		9.21%

		Gain of ESI/MEC		510		4.77%

		Multiple changes		434		4.06%

		Request to Close Application^		286		2.68%

		Same Day Term		198		1.85%

		Loss of Public Program		182		1.70%

		Payment/Billing Questions		85		0.80%

		Lost or will lose employer health care coverage		97		0.91%

		A Referral		61		0.57%

		Directed to Submit Verifications		463		4.33%

		Residential Address Change/Correction		14		0.13%

		Enrollment Status Check		12		0.11%



		Broker		 		2290

		Lost or will lose employer health care coverage		327		14.28%

		How To Enroll In a Plan?		237		10.35%

		How Do I Update My Application?		115		5.02%

		Status of My SEP Request		102		4.45%

		How Do I Apply?		92		4.02%

		CSR-Status of Enrollment		86		3.76%

		Gain of ESI/MEC		86		3.76%

		Loss of Public Program		48		2.10%

		CSR-Status of Reported Change		14		0.61%

		Loss of ESI		13		0.57%

		How Do I Create an Account?		8		0.35%

		CSR-Determination Result		7		0.31%

		CSR-Status of Verifications		7		0.31%

		APTC/CSR Questions		6		0.26%

		Good Faith		6		0.26%

		Directed to Complete Caspio Form		5		0.22%



		ARC				3243

		CSR-Public Program Status		924		28.49%

		CSR-Determination Result		500		15.42%

		CSR-Newborn Status		440		13.57%

		CSR- QHP Status		270		8.33%

		Password Reset/Account Unlock		214		6.60%

		CSR-Status Before Appointment		96		2.96%

		CSR-Pending Case		10		0.31%



































Apr 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		Calls Received (MNsure)		10181				611		506		498		480		422				2517				589		474		469		469		404				2405				725		568		467		423		474				2657				608		477		455		483		579				2602

		Calls Handled		9991				601		500		497		457		418				2472				584		464		455		461		401				2366				701		562		460		415		461				2599				600		469		447		477		560				2553

		Calls Abandoned		135				7		5		1		20		4				36				1		7		12		6		1				27				17		0		3		7		11				38				4		6		7		3		14				34

		Abandon % (>5%)(Less Short Aban)		1.32%				1.22%		0.91%		0.19%		4.11%		0.85%				1.46%				0.16%		1.56%		2.60%		1.19%		0.23%				1.15%				2.34%		0.00%		0.60%		1.58%		2.37%				1.38%				0.63%		1.20%		1.64%		0.58%		2.40%				1.29%

		Avg Time to Abandon		0:05:49				0:06:33		0:05:23		0:04:32		0:08:56		0:06:48				0:06:26				0:04:28		0:06:34		0:06:51		0:04:16		0:03:51				0:05:12				0:08:24		0:00:00		0:04:11		0:06:02		0:06:35				0:05:02				0:06:06		0:05:37		0:05:34		0:07:03		0:08:49				0:06:37

		Average Wait Time (>5 min)		0:00:53				0:00:36		0:00:30		0:00:10		0:03:10		0:00:34				0:01:00				0:00:39		0:00:51		0:01:29		0:00:32		0:00:38				0:00:49				0:01:56		0:00:11		0:00:21		0:00:32		0:01:07				0:00:49				0:00:52		0:00:51		0:01:15		0:00:21		0:01:06				0:00:53

		Max Wait Time		0:29:03				0:16:45		0:11:03		0:07:26		0:29:03		0:12:56				0:29:03				0:17:03		0:18:12		0:18:26		0:14:29		0:16:26				0:18:26				0:17:18		0:04:14		0:09:13		0:14:23		0:17:40				0:17:40				0:15:59		0:15:51		0:18:31		0:05:18		0:17:11				0:18:31

		Service Level (<95% calls under 5 min)		93.79%				95.02%		97.04%		99.62%		72.84%		97.19%				92.34%				95.06%		95.01%		87.65%		97.17%		97.05%				94.39%				85.22%		100.00%		98.16%		96.30%		92.09%				94.35%				94.61%		94.93%		88.49%		99.60%		92.69%				94.07%

		Talk Time (Avg)		0:08:46				0:08:40		0:07:53		0:08:47		0:08:17		0:08:54				0:08:30				0:08:24		0:09:00		0:08:54		0:08:33		0:08:52				0:08:44				0:08:44		0:08:17		0:08:54		0:09:29		0:08:43				0:08:49				0:09:02		0:09:08		0:08:44		0:09:14		0:08:52				0:09:00

		Call Handle Time (Avg)		0:15:01				0:15:06		0:14:10		0:15:08		0:14:12		0:14:56				0:14:42				0:14:25		0:15:18		0:14:54		0:14:45		0:14:17				0:14:43				0:14:54		0:14:15		0:15:03		0:15:57		0:15:11				0:15:04				0:15:34		0:15:49		0:15:15		0:16:00		0:15:22				0:15:36

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		78.30%				74.42%		75.16%		75.40%		79.34%		77.29%				76.32%				77.51%		79.51%		78.01%		79.23%		78.98%				78.65%				76.09%		78.49%		79.79%		78.49%		77.96%				78.16%				77.78%		81.88%		80.81%		79.53%		80.40%				80.08%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		683				44		41		31		31		46				193				23		38		31		35		40				167				44		36		29		19		33				161				31		24		32		30		45				162

		Short Abandon (under 60 seconds)		14				0		1		0		1		0				2				0		3		2		1		0				6				1		0		1		0		2				4				1		0		0		1		0				2

		% of calls answered in under 10 minutes		98.04%				99.07%		99.63%		100.00%		89.92%		99.57%				97.64%				98.68%		98.00%		96.71%		99.60%		99.09%				98.42%				94.35%		100.00%		100.00%		99.31%		97.36%				98.21%				99.52%		97.57%		97.49%		100.00%		95.02%				97.92%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		31.78				27.51		21.52		22.22		20.19		19.40				27.51				24.48		21.77		20.67		20.64		17.61				24.48				31.78		23.90		20.72		19.56		21.37				31.78				27.60		22.00		20.62		22.80		26.72				27.60





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		Calls Received (MNsure)		1960				117		99		79		97		61				453				91		101		73		90		97				452				79		97		83		117		67				443				130		108		98		135		141				612

		Calls Handled		1880				115		97		77		91		59				439				89		98		71		89		89				436				75		94		79		109		64				421				124		103		91		129		137				584

		Calls Abandoned		69				2		2		2		6		2				14				1		3		2		0		7				13				4		2		4		8		3				21				3		5		3		6		4				21

		Abandon % (>5%)(Less Short Aban)		3.52%				1.71%		2.02%		2.53%		6.19%		3.28%				3.15%				1.10%		2.97%		2.74%		0.00%		7.22%				2.81%				5.06%		2.06%		4.82%		6.84%		4.48%				4.65%				2.31%		4.63%		3.06%		4.44%		2.84%				3.46%

		Avg Time to Abandon		0:04:05				0:02:34		0:02:12		0:04:44		0:01:52		0:04:25				0:03:09				0:06:56		0:02:51		0:02:07		0:00:00		0:05:44				0:03:31				0:03:57		0:10:10		0:03:06		0:07:59		0:03:33				0:05:45				0:04:22		0:05:24		0:03:12		0:05:03		0:01:47				0:03:57

		Average Wait Time (>5 min)		0:01:34				0:00:58		0:00:57		0:01:06		0:02:16		0:02:10				0:01:29				0:00:49		0:01:19		0:00:25		0:00:31		0:02:58				0:01:12				0:02:06		0:01:17		0:01:04		0:04:46		0:01:06				0:02:03				0:01:49		0:00:46		0:00:51		0:02:30		0:01:49				0:01:33

		Max Wait Time		0:31:05				0:09:33		0:09:47		0:10:42		0:09:52		0:10:21				0:10:42				0:11:19		0:08:41		0:06:55		0:06:07		0:15:50				0:15:50				0:20:25		0:12:22		0:07:53		0:31:05		0:11:25				0:31:05				0:10:55		0:12:50		0:08:30		0:13:09		0:12:40				0:13:09

		Service Level (<95% calls under 5 min)		88.17%				92.17%		96.91%		92.21%		75.82%		79.66%				87.35%				94.38%		90.82%		98.59%		97.75%		78.65%				92.04%				84.00%		90.43%		94.94%		66.06%		92.19%				85.52%				86.29%		93.20%		95.60%		78.29%		85.40%				87.76%

		Talk Time (Avg)		0:07:10				0:07:20		0:06:29		0:06:56		0:07:24		0:08:18				0:07:17				0:06:39		0:06:31		0:06:41		0:06:40		0:08:23				0:06:58				0:06:46		0:08:32		0:07:16		0:08:03		0:08:24				0:07:48				0:05:36		0:06:53		0:05:23		0:08:25		0:06:46				0:06:36

		Call Handle Time (Avg)		0:11:50				0:12:03		0:10:50		0:12:04		0:12:16		0:13:08				0:12:04				0:11:02		0:11:21		0:11:08		0:10:51		0:11:49				0:11:14				0:12:25		0:12:31		0:12:50		0:13:35		0:13:28				0:12:57				0:10:37		0:11:07		0:10:21		0:12:07		0:11:24				0:11:07

		Max Agents		4.34				3.85		2.92		2.58		3.10		2.15				3.85				2.76		3.09		2.20		2.68		2.96				3.09				2.59		3.27		2.81		4.11		2.39				4.11				3.66		3.18		2.62		4.34		4.34				4.34





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		Calls Received (MNsure)		2586				129		115		129		151		114				638				123		105		119		132		142				621				153		139		132		115		118				657				126		133		126		142		143				670

		Calls Handled		2488				124		110		126		147		105				612				116		104		112		125		135				592				146		133		131		111		118				639				122		131		124		136		132				645

		Calls Abandoned		78				4		4		2		3		4				17				4		1		6		7		6				24				7		5		0		4		0				16				3		1		1		6		10				21

		Abandon % (>5%)(Less Short Aban)		2.96%				3.10%		3.48%		1.55%		1.99%		3.51%				2.73%				3.25%		0.95%		5.04%		5.30%		4.23%				3.75%				4.58%		3.60%		0.00%		3.48%		0.00%				2.33%				2.38%		0.75%		0.79%		4.23%		6.99%				3.03%

		Avg Time to Abandon		0:03:04				0:03:44		0:02:45		0:01:30		0:02:36		0:03:42				0:02:51				0:04:00		0:03:14		0:02:57		0:05:24		0:03:00				0:03:43				0:07:49		0:01:58		0:00:00		0:01:47		0:00:00				0:02:18				0:02:56		0:05:41		0:02:27		0:02:50		0:03:07				0:03:24

		Average Wait Time (>5 min)		0:01:19				0:00:39		0:01:24		0:00:21		0:00:36		0:01:32				0:00:54				0:01:15		0:00:44		0:01:59		0:02:26		0:01:46				0:01:38				0:03:25		0:01:29		0:00:35		0:00:43		0:00:48				0:01:24				0:01:59		0:00:25		0:00:30		0:01:26		0:02:25				0:01:21

		Max Wait Time		0:25:29				0:10:11		0:10:46		0:08:06		0:05:23		0:13:04				0:13:04				0:09:38		0:10:07		0:15:11		0:16:30		0:13:08				0:16:30				0:25:29		0:14:18		0:06:28		0:09:12		0:06:56				0:25:29				0:15:16		0:05:23		0:05:21		0:13:41		0:11:44				0:15:16

		Service Level (<95% calls under 5 min)		90.59%				98.39%		90.00%		98.41%		98.64%		80.95%				93.28%				90.52%		97.12%		84.82%		84.00%		85.93%				88.48%				73.29%		88.72%		97.71%		98.20%		94.07%				90.40%				81.15%		98.47%		99.19%		91.91%		80.30%				90.21%

		Talk Time (Avg)		0:05:23				0:05:30		0:05:04		0:05:29		0:05:11		0:05:08				0:05:16				0:05:06		0:05:23		0:04:56		0:05:58		0:05:19				0:05:20				0:05:22		0:05:33		0:04:54		0:05:14		0:05:41				0:05:20				0:06:02		0:05:02		0:06:08		0:05:24		0:05:23				0:05:35

		Call Handle Time (Avg)		0:07:12				0:07:25		0:07:22		0:07:23		0:07:05		0:06:52				0:07:13				0:06:27		0:07:24		0:06:48		0:07:28		0:07:04				0:07:02				0:07:27		0:07:13		0:06:18		0:06:40		0:07:49				0:07:05				0:08:06		0:06:36		0:07:59		0:07:37		0:07:01				0:07:27

		Max Agents		3.02				2.04		2.23		2.60		2.33		1.53				2.60				1.51		1.82		2.11		2.59		2.65				2.65				3.02		2.53		1.98		1.36		1.81				3.02				2.11		2.04		2.61		2.35		1.87				2.61





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		Calls Received		683				44		41		31		31		46				193				23		38		31		35		40				167				44		36		29		19		33				161				31		24		32		30		45				162

		Calls Handled		666				42		40		31		29		45				188				23		37		31		34		40				164				43		36		29		18		32				158				31		24		31		29		42				157

		Calls Abandoned		12				1		1		0		2		0				4				0		1		0		1		0				2				0		0		0		0		1				2				0		0		1		0		3				4

		Abandon %		1.76%				2.51%		1.70%		0.48%		6.04%		1.00%				2.35%				0.40%		2.97%		1.08%		2.12%		0.00%				1.31%				1.01%		0.00%		0.51%		1.75%		1.90%				1.03%				1.19%		1.23%		2.26%		1.04%		5.99%				2.34%

		Avg Time to Abandon		0:06:09				0:06:56		0:04:36		0:04:32		0:10:41		0:05:58				0:06:32				0:04:28		0:06:05		0:11:28		0:04:06		0:00:00				0:05:13				0:10:45		0:00:00		0:03:39		0:07:54		0:07:21				0:05:55				0:05:43		0:05:24		0:05:39		0:08:35		0:09:13				0:06:54

		Average Wait Time (>5 min)		0:01:09				0:01:20		0:00:54		0:00:18		0:03:42		0:00:31				0:01:21				0:01:30		0:01:35		0:01:12		0:00:36		0:00:50				0:01:08				0:01:07		0:00:11		0:00:14		0:00:30		0:01:39				0:00:44				0:01:41		0:00:25		0:02:08		0:00:12		0:02:40				0:01:25

		Max Wait Time		0:29:03				0:16:45		0:11:03		0:07:26		0:29:03		0:08:11				0:29:03				0:17:03		0:18:12		0:14:20		0:14:29		0:16:26				0:18:12				0:17:18		0:04:14		0:06:10		0:10:29		0:17:40				0:17:40				0:15:59		0:14:05		0:18:31		0:05:18		0:17:11				0:18:31

		Service Level (<95% calls under 5 min)		79.15%				75.18%		82.98%		89.52%		57.78%		84.00%				77.89%				71.83%		75.74%		80.65%		79.26%		80.11%				77.52%				82.99%		92.70%		93.40%		87.72%		70.33%				85.43%				63.49%		88.89%		71.19%		91.62%		63.59%				75.76%

		Talk Time (Avg)		0:09:44				0:09:04		0:08:44		0:09:15		0:09:59		0:09:40				0:09:20				0:09:52		0:11:12		0:09:52		0:09:13		0:10:02				0:10:02				0:09:25		0:09:53		0:08:26		0:10:34		0:09:07				0:09:29				0:10:13		0:10:08		0:08:53		0:10:26		0:10:57				0:10:07

		Call Handle Time (Avg)		0:16:26				0:16:30		0:15:49		0:16:15		0:15:57		0:15:24				0:15:59				0:15:51		0:17:42		0:16:49		0:16:19		0:15:24				0:16:25				0:16:01		0:16:09		0:14:50		0:16:21		0:16:08				0:15:53				0:17:15		0:18:12		0:16:03		0:17:57		0:17:59				0:17:29

		Percent. calls transferred by front line/General Queue		7.12%				1:43:41		1:56:40		1:29:38		1:33:00		2:36:58				7.78%				0:56:13		1:55:26		1:35:10		1:47:27		2:22:34				1:43:22				1:27:23		1:31:16		1:29:25		1:04:40		1:40:15				1:26:36				2:44:43		1:12:27		1:41:16		1:29:26		1:51:55				1:47:57

		Max Agents		13.20				12.78		10.32		9.47		8.06		8.55				12.78				11.09		9.92		8.68		8.56		7.78				11.09				13.20		10.44		8.15		7.76		9.40				13.20				12.07		8.18		7.88		9.62		10.83				12.07





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		155				13		6		0		21		0				40				12		6		9		1		6				34				13		0		1		4		17				35				12		1		8		1		24				46

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		11				1		0		0		3		0				4				3		0		0		0		0				3				0		0		0		0		3				3				0		0		0		0		1				1

		No Response		25				3		0		0		3		0				6				2		0		0		0		3				5				2		0		0		0		6				8				1		1		0		0		4				6

		Total Requests		191				17		6		0		27		0				50				17		6		9		1		9				42				15		0		1		4		26				46				13		2		8		1		29				53

		% Connected 		86.31%				76%		100%		na		78%		na				84.75%				71%		100%		100%		100%		67%				87%				87%		na		100%		100%		65%				88%				92%		50%		100%		100%		83%				85%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		1				0		0		0		1		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		163				0		0		0		38		5				43				0		4		9		3		1				17				34		0		3		6		8				51				0		17		9		4		22				52

		Error		6				0		0		0		0		0				0				0		0		1		0		0				1				3		0		0		0		0				3				0		0		0		0		2				2

		Invalid Number		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		1				1

		No Answer		7				0		0		0		0		0				0				0		0		0		0		0				0				0		0		2		0		0				2				0		1		0		0		4				5

		No Response		21				0		0		0		4		0				4				0		0		2		0		0				2				4		0		1		1		4				10				0		2		1		0		2				5

		Total Requests		199				0		0		0		43		5				48				0		4		12		3		1				20				41		0		6		7		12				66				0		20		10		4		31				65

		% Connected 		86.44%				na		na		na		88%		100%				94.19%				na		100%		75%		100%		100%				94%				83%		na		50%		86%		67%				71%				na		85%		90%		100%		71%				86%





		Top Call Drivers		Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week Apr 2		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week Apr 9		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week Apr 16		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week Apr 23		30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week Apr 30

		CC

		1095A Questions		371				19		23		21		14						77				42		27		33		29		29				160				66		52		16								134																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		436						20		18		20		18				76				23		30		18		19		20				110				28		32		19		12		22				113				32		32		22		20		31				137																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		145						17						13				30				19				20		17		14				70				22		23										45																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		357				20		17		21		13		16				87				18		17										35				32		26		16		11		21				106				28		14		21		27		39				129																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		850				42		34		43		41		48				208				54		43		35		34		35				201				64		39		42		39		38				222				55		42		36		34		52				219																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		655				47		19		28		32		33				159				37		27		35		34		24				157				33		33		36		30		36				168				45		32		29		35		30				171																0

		How To Enroll In a Plan?		569				32		22		34		34		19				141				35		32		21		34		18				140				42				26		27		34				129				25		32		38		37		27				159																0

		Income Change		0																0																0																0																0																0

		Income Decrease		122										16						16								18		17						35																0				20				15		17		19				71																0

		Income Increase		172				25								24				49				26		16						19				61				27				19								46				16												16																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		86																0																0								11				18				29						16				15		26				57																0

		MCRE/Counties		1126				56		71		52		54		44				277				60		55		58		47		41				261				86		54		63		42		52				297				73		54		52		57		55				291																0

		MNTR		0																0																0																0																0																0

		Multiple changes		251				22		17				15		12				66						13				16		18				47						18				15		17				50				16		21		14		16		21				88																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		70										15						15										15						15						27										27								13								13																0

		Payment/Billing Questions		41				22				19								41																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		239								18				20				38				22				16				18				56				22				14		15		23				74				21		16		18				16				71																0

		Residential Address Change/Correction		45																0								14								14												19				19						12										12																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		113				32		22		15								69						11										11										18						18										15						15																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		9												4				4																0										5						5																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		8																0				8												8																0																0																0

		CSR-Status of Enrollment		79						6				10										8				5		8		5				26				6		8						7				21										9		7				16																0

		CSR-Status of Reported Change		13								6								6																0				7												7																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		10				6				4								10																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		113				21		18		8				3				50				11		5		8								24				9				7				6				22						8		9								17																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		101						6						10				16						7		6								13						11		7		10						28				9		6		7		16		6				44																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		184				7		8		11		10						36				16		13		6		11		7				53				7		11		8		14		7				47				11		10		6		10		11				48																0

		How To Enroll In a Plan?		133				12		7				6						25						7				5		8				20						8		5		14		5				32				11		10		6		13		16				56																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		13																																0												13				13																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		279				14				6		14		10				44						13		10		8		15				46				11		9		18		14						52				20		24		21		30		42				137																0

		Lost or will lose other health care coverage		3												3				3																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		7																0										7						7																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		33										6						6				6								8				14																0				13												13																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		231				8		13		20		9		14				64				14		23		13		11		18				79						11		15		10		7				43				11				25		9						45																0

		CSR-Determination Result		376				22		19		18		12		13				84				15		19		22		29		23				108				19		30		21		8		13				91				16		20		15		25		17				93																0

		CSR-Newborn Status		280				8		13		20		17		3				61				12		6				22		15				55				33		15		8		9		9				74				20		26		13		21		10				90																0

		CSR-Paper Application		9																0						9										9																0																0																0

		CSR-Pending Case		52				12												12								11								11				14								8				22						7										7																0

		CSR-Public Program Status		620				34		34		36		39		28				171				22		27		37		28		30				144				42		32		33		23		22				152				21		28		36		32		36				153																0

		CSR-Status Before Appointment		8																0																0																0										8						8																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		164						12		14		18		10				54				8				9		10		11				38				14		10		7		6						37				10		11		7				7				35																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		6																0																0																0												6				6																0

																				0																0																0																0																0

		PP																		0

		MCRE		213		 		9		13		9		10		7						 		16		10		7				10				43		 		24		14		16		4		12				70		 		15		11		10		10		6				52		 														0

		Counties		866		 		47		58		43		44		37				229		 		44		45		51				31				171		 		62		40		47		38		40				227		 		58		43		42		47		49				239		 														0











		Top Call Drivers		Apr

		CC				9991

		MCRE/Counties		1126		0.1127014313

		How Do I Apply?		850		0.0850765689

		How Do I Update My Application?		655		0.0655590031

		How To Enroll In a Plan?		569		0.0569512561

		Directed to Submit Verifications		436		0.0436392753

		1095A Questions		371		0.0371334201

		Gain of ESI/MEC		357		0.0357321589

		Multiple changes		251		0.0251226103

		Request to Close Application^		239		0.0239215294

		Income Increase		172		0.0172154939

		Duplicate 1095-A Request^		145		0.0145130618

		Income Decrease		122		0.0122109899

		Same Day Term		113		0.0113101792

		Lost or will lose employer health care coverage		86		0.008607747

		Password Reset/Account Unlock		70		0.0070063057

		Residential Address Change/Correction		45		0.0045040536

		Payment/Billing Questions		41		0.0041036933



		Broker		 		1880

		Lost or will lose employer health care coverage		279		0.1484042553

		How Do I Update My Application?		184		0.0978723404

		How To Enroll In a Plan?		133		0.0707446809

		Gain of ESI/MEC		113		0.060106383

		How Do I Apply?		101		0.0537234043

		CSR-Status of Enrollment		79		0.0420212766

		Status of My SEP Request		33		0.0175531915

		CSR-Status of Reported Change		13		0.0069148936

		Loss of Public Program		13		0.0069148936

		CSR-Status of Verifications		10		0.0053191489

		Caller Hung up without speaking		9		0.004787234

		CSR-Determination Result		8		0.0042553191

		Password Reset/Account Unlock		7		0.0037234043

		Lost or will lose other health care coverage		3		0.0015957447



		ARC				2488

		CSR-Public Program Status		620		0.2491961415

		CSR-Determination Result		376		0.1511254019

		CSR-Newborn Status		280		0.1125401929

		CSR- QHP Status		231		0.0928456592

		Password Reset/Account Unlock		164		0.0659163987

		CSR-Pending Case		52		0.0209003215

		CSR-Paper Application		9		0.0036173633

		CSR-Status Before Appointment		8		0.0032154341

		Unable to Verify Consumer PII		6		0.0024115756





Mar 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		Calls Received (MNsure)		11820								561		501		438				1500				624		490		445		417		453				2429				578		510		450		476		436				2450				631		532		455		461		448				2527				640		544		580		540		610				2914

		Calls Handled		11538								556		499		434				1488				618		482		440		408		439				2388				568		500		445		459		434				2407				598		495		440		441		437				2412				626		536		562		524		596				2844

		Calls Abandoned		189								0		0		0				0				4		4		0		3		10				21				6		6		2		15		0				30				27		29		7		17		10				89				11		6		10		11		11				49

		Abandon % (>5%)(Less Short Aban)		1.43%								0.00%		0.00%		0.00%				0.00%				0.60%		0.78%		0.00%		0.67%		2.25%				0.86%				1.11%		1.27%		0.42%		3.16%		0.00%				1.19%				4.20%		5.39%		1.47%		3.77%		2.25%				3.42%				1.70%		1.03%		1.76%		2.07%		1.80%				1.67%

		Avg Time to Abandon		0:05:06								0:00:00		0:00:00		0:00:00				0:00:00				0:05:43		0:06:34		0:00:00		0:05:43		0:07:23				0:05:04				0:05:09		0:05:31		0:08:55		0:07:33		0:00:00				0:05:25				0:06:56		0:08:59		0:07:08		0:10:34		0:06:53				0:08:06				0:06:29		0:07:09		0:06:46		0:06:46		0:07:22				0:06:54

		Average Wait Time (>5 min)		0:01:09								0:00:06		0:00:11		0:00:05				0:00:07				0:00:25		0:00:36		0:00:07		0:00:27		0:02:10				0:00:45				0:00:37		0:00:46		0:00:22		0:02:23		0:00:06				0:00:50				0:03:31		0:03:27		0:03:01		0:03:00		0:01:16				0:02:51				0:01:12		0:00:41		0:01:37		0:01:10		0:01:24				0:01:12

		Max Wait Time		0:36:03								0:03:33		0:09:55		0:04:29				0:09:55				0:13:12		0:12:21		0:05:09		0:14:25		0:36:03				0:36:03				0:18:57		0:13:41		0:10:39		0:20:21		0:07:40				0:20:21				0:24:34		0:32:13		0:23:29		0:21:56		0:22:16				0:32:13				0:15:05		0:11:44		0:28:42		0:16:16		0:20:53				0:28:42

		Service Level (<95% calls under 5 min)		91.55%								100.00%		98.87%		100.00%				99.62%				97.73%		95.66%		99.78%		97.48%		84.57%				95.04%				96.44%		94.25%		97.85%		82.38%		99.56%				94.10%				70.08%		74.52%		74.89%		76.51%		92.02%				77.60%				91.57%		94.23%		88.45%		90.91%		91.73%				91.38%

		Talk Time (Avg)		0:08:52								0:09:02		0:08:19		0:08:16				0:08:32				0:09:22		0:08:41		0:09:09		0:09:16		0:10:14				0:09:20				0:08:27		0:08:45		0:08:08		0:09:08		0:09:26				0:08:46				0:08:32		0:08:45		0:09:23		0:08:59		0:08:56				0:08:55				0:08:38		0:08:36		0:09:08		0:09:05		0:08:26				0:08:46

		Call Handle Time (Avg)		0:15:10								0:15:12		0:14:18		0:13:57				0:14:29				0:15:41		0:14:56		0:15:45		0:15:58		0:16:41				0:15:48				0:14:32		0:15:05		0:14:23		0:15:11		0:15:11				0:14:52				0:14:26		0:15:19		0:16:09		0:15:22		0:15:36				0:15:22				0:14:42		0:15:11		0:15:48		0:16:01		0:14:59				0:15:20

		Transfer Out		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		78.12%								75.26%		77.83%		79.49%				77.53%				77.56%		81.23%		78.93%		78.08%		76.09%				78.38%				76.28%		82.00%		76.40%		77.59%		75.57%				77.57%				78.19%		78.94%		77.07%		82.41%		78.39%				79.00%				76.81%		77.74%		77.73%		77.01%		81.28%				78.11%

		Complaints Received		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		869								40		30		43				113				42		26		22		29		35				154				51		40		21		30		25				167				60		25		22		43		41				191				64		37		46		39		58				244

		Short Abandon (under 60 seconds)		19								1		0		0				1				1		0		0		0		1				2				1		2		1		2		0				6				3		1		0		1		3				8				1		1		0		0		0				2

		% of calls answered in under 10 minutes		97.17%								100.00%		100.00%		100.00%				100.00%				99.39%		99.80%		100.00%		98.62%		96.19%				98.80%				99.84%		98.89%		99.79%		90.78%		100.00%				97.86%				88.85%		87.84%		90.91%		92.10%		97.27%				91.39%				97.09%		99.13%		97.52%		98.22%		97.09%				97.81%

		Occupany		na								na		na		na				ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		29.01								25.37		21.09		18.60				25.37				29.01		21.38		20.42		19.76		22.61				29.01				25.36		23.04		18.82		21.00		19.42				25.36				27.70		23.70		0.00		21.54		21.21				27.70				28.76		24.53		27.46		25.77		27.76				28.76





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		Calls Received (MNsure)		2269								99		81		63				243				86		106		80		70		62				404				93		105		87		103		88				476				126		111		94		119		70				520				100		127		106		162		131				626

		Calls Handled		2229								94		79		62				235				85		105		80		69		62				401				91		105		87		101		87				471				125		110		93		116		68				512				96		126		104		155		129				610

		Calls Abandoned		26								5		2		1				8				0		0		0		0		0				0				0		0		0		0		0				0				1		0		1		2		2				6				1		1		1		7		2				12

		Abandon % (>5%)(Less Short Aban)		1.21%								5.05%		2.47%		1.59%				3.04%				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%				0.79%		0.00%		1.06%		1.68%		2.86%				1.28%				1.00%		0.79%		0.94%		4.32%		1.53%				1.72%

		Avg Time to Abandon		0:01:03								0:00:47		0:02:48		0:02:05				0:01:53				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00				0:00:55		0:00:00		0:00:50		0:02:22		0:03:46				0:01:34				0:01:16		0:00:48		0:00:32		0:01:56		0:04:34				0:01:49

		Average Wait Time (>5 min)		0:00:43								0:01:24		0:01:17		0:00:27				0:01:02				0:00:12		0:00:03		0:00:12		0:00:20		0:00:13				0:00:12				0:00:33		0:00:26		0:00:03		0:00:04		0:00:32				0:00:19				0:00:37		0:00:11		0:00:37		0:01:21		0:00:38				0:00:40				0:00:30		0:00:33		0:01:07		0:02:59		0:01:31				0:01:20

		Max Wait Time		0:17:53								0:14:36		0:09:48		0:05:50				0:14:36				0:05:06		0:00:27		0:03:24		0:06:09		0:02:38				0:06:09				0:08:19		0:06:40		0:00:16		0:01:02		0:06:30				0:08:19				0:08:40		0:04:40		0:10:49		0:11:57		0:11:36				0:11:57				0:10:06		0:08:41		0:11:44		0:17:53		0:08:39				0:17:53

		Service Level (<95% calls under 5 min)		94.82%								92.55%		87.34%		98.39%				92.76%				98.82%		100.00%		100.00%		97.10%		100.00%				99.18%				96.70%		98.10%		100.00%		100.00%		96.55%				98.27%				97.60%		100.00%		96.77%		89.66%		94.12%				95.63%				96.88%		95.24%		91.35%		70.97%		86.82%				88.25%

		Talk Time (Avg)		0:07:00								0:07:50		0:08:28		0:07:18				0:07:52				0:06:46		0:05:22		0:07:43		0:07:16		0:07:36				0:06:56				0:07:09		0:07:09		0:07:17		0:06:36		0:08:26				0:07:19				0:06:20		0:06:10		0:05:40		0:06:50		0:06:47				0:06:21				0:07:01		0:06:01		0:06:55		0:07:04		0:05:49				0:06:34

		Call Handle Time (Avg)		0:11:52								0:13:52		0:14:51		0:11:35				0:13:26				0:11:21		0:09:40		0:12:54		0:12:45		0:12:00				0:11:44				0:12:04		0:12:51		0:11:58		0:11:07		0:13:02				0:12:12				0:10:43		0:10:58		0:10:07		0:11:16		0:11:40				0:10:56				0:11:50		0:10:18		0:10:50		0:11:31		0:10:50				0:11:03

		Max Agents		4.96								4.27		3.79		2.50				4.27				3.43		2.88		3.50		2.85		2.07				3.50				3.18		4.35		2.89		3.12		3.15				4.35				3.72		3.35		2.61		3.63		2.21				3.72				3.22		4		3.16		4.96		3.88				4.96





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		Calls Received (MNsure)		3003								118		132		121				371				129		148		113		133		113				636				127		125		123		125		117				617				159		123		140		147		137				706				139		134		130		140		130				673

		Calls Handled		2903								113		129		117				359				127		143		109		132		112				623				124		122		121		124		113				604				149		116		139		136		128				668				135		129		122		137		126				649

		Calls Abandoned		87								4		3		3				10				2		4		4		0		0				10				1		3		2		1		4				11				10		7		1		10		9				37				3		3		7		3		3				19

		Abandon % (>5%)(Less Short Aban)		2.83%								3.39%		2.27%		2.48%				2.71%				1.55%		2.70%		3.54%		0.00%		0.00%				1.56%				0.79%		2.40%		1.63%		0.80%		3.42%				1.81%				6.29%		5.69%		0.71%		6.80%		6.57%				5.21%				2.16%		2.24%		5.38%		2.14%		2.31%				2.85%

		Avg Time to Abandon		0:03:39								0:02:14		0:02:02		0:09:17				0:04:31				0:02:37		0:07:33		0:02:49		0:00:00		0:00:00				0:02:35				0:04:52		0:03:26		0:00:51		0:02:02		0:02:20				0:02:42				0:05:19		0:03:58		0:05:59		0:03:58		0:04:28				0:04:44				0:03:38		0:03:47		0:04:41		0:01:33		0:04:56				0:03:43

		Average Wait Time (>5 min)		0:01:20								0:00:52		0:01:33		0:02:09				0:01:31				0:00:58		0:01:13		0:01:10		0:00:41		0:00:33				0:00:55				0:00:36		0:01:20		0:00:52		0:00:24		0:00:44				0:00:47				0:03:05		0:02:27		0:01:05		0:01:26		0:02:02				0:02:01				0:01:14		0:01:21		0:02:21		0:00:43		0:01:32				0:01:26

		Max Wait Time		0:21:29								0:10:50		0:11:45		0:21:29				0:21:29				0:08:20		0:14:00		0:11:33		0:07:14		0:13:38				0:14:00				0:07:04		0:08:10		0:10:40		0:05:38		0:05:34				0:10:40				0:20:29		0:13:09		0:09:14		0:13:15		0:16:50				0:20:29				0:10:19		0:11:54		0:12:36		0:08:01		0:10:14				0:12:36

		Service Level (<95% calls under 5 min)		90.88%								96.46%		85.27%		89.74%				90.49%				95.28%		92.31%		90.83%		96.21%		98.21%				94.57%				95.97%		93.44%		94.21%		98.39%		99.12%				96.23%				75.17%		78.45%		92.09%		91.91%		83.59%				84.24%				90.37%		90.70%		81.15%		94.89%		87.30%				88.88%

		Talk Time (Avg)		0:05:45								0:05:50		0:05:41		0:05:34				0:05:41				0:06:15		0:06:06		0:06:10		0:05:50		0:05:41				0:06:00				0:05:22		0:05:56		0:06:13		0:05:42		0:05:36				0:05:45				0:05:44		0:05:43		0:05:00		0:05:51		0:05:57				0:05:39				0:06:00		0:06:07		0:05:45		0:04:50		0:05:38				0:05:40

		Call Handle Time (Avg)		0:07:37								0:07:50		0:07:32		0:07:50				0:07:44				0:08:02		0:08:04		0:07:52		0:07:30		0:07:51				0:07:51				0:07:11		0:07:52		0:07:54		0:07:19		0:07:11				0:07:29				0:07:35		0:07:43		0:06:56		0:07:31		0:07:41				0:07:29				0:07:43		0:08:23		0:08:10		0:06:15		0:07:24				0:07:35

		Max Agents		3.05								1.88		2.70		2.55				2.70				2.32		2.82		2.13		2.21		1.85				2.82				2.01		2.37		2.12		1.96		1.66				2.37				2.35		2.29		2.16		2.09		2.13				2.35				2.17		3		2.32		1.78		2.13				3.05





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		Calls Received		869								40		30		43				113				42		26		22		29		35				154				51		40		21		30		25				167				60		25		22		43		41				191				64		37		46		39		58				244

		Calls Handled		841								39		30		42				111.7987495726				42		25		22		28		34				150				50		39		21		28		25				162				57		23		22		40		39				180				62		36		44		37		57				236

		Calls Abandoned		19								0		0		0				0				0		0		0		0		1				2				1		1		0		2		0				3				3		2		0		2		2				8				2		1		1		1		1				6

		Abandon %		2.07%								0.00%		0.00%		0.00%				0.00%				0.77%		1.88%		0.00%		1.17%		3.19%				1.40%				1.17%		1.75%		0.56%		6.67%		0.00%				2.03%				4.58%		6.83%		1.24%		6.06%		4.17%				4.58%				3.17%		2.56%		2.36%		2.19%		1.53%				2.36%

		Avg Time to Abandon		0:05:25								0:00:00		0:00:00		0:00:00				0:00:00				0:06:05		0:07:17		0:00:00		0:05:54		0:06:41				0:05:11				0:05:44		0:05:58		0:13:49		0:08:00		0:00:00				0:06:42				0:07:14		0:07:40		0:06:52		0:10:51		0:07:18				0:07:59				0:06:43		0:07:09		0:06:48		0:07:06		0:08:39				0:07:17

		Average Wait Time (>5 min)		0:01:33								0:00:03		0:00:25		0:00:03				0:00:10				0:00:46		0:00:56		0:00:11		0:00:48		0:03:38				0:01:15				0:00:31		0:01:24		0:00:23		0:05:39		0:00:13				0:01:38				0:02:50		0:03:23		0:01:57		0:04:32		0:02:01				0:02:56				0:02:22		0:01:37		0:02:09		0:01:20		0:01:28				0:01:47

		Max Wait Time		0:36:03								0:01:46		0:09:55		0:00:16				0:09:55				0:13:12		0:12:21		0:05:09		0:14:25		0:36:03				0:36:03				0:09:22		0:13:41		0:07:48		0:20:21		0:07:40				0:20:21				0:16:30		0:32:13		0:13:32		0:21:43		0:22:16				0:32:13				0:15:05		0:11:44		0:28:42		0:16:16		0:17:44				0:28:42

		Service Level (<95% calls under 5 min)		74.79%								99.06%		87.85%		100.00%				95.64%				85.44%		83.65%		93.01%		85.80%		52.15%				80.01%				87.55%		73.89%		91.01%		40.93%		94.38%				77.55%				50.38%		64.18%		61.88%		38.58%		65.62%				56.13%				62.68%		66.09%		58.37%		70.35%		65.65%				64.63%

		Talk Time (Avg)		0:09:56								0:10:43		0:09:18		0:10:07				0:10:02				0:11:20		0:08:59		0:10:06		0:08:52		0:11:34				0:10:10				0:09:01		0:09:36		0:08:42		0:09:43		0:10:24				0:09:29				0:08:56		0:09:17		0:11:43		0:10:38		0:10:25				0:10:11				0:09:35		0:09:50		0:09:31		0:10:11		0:09:50				0:09:47

		Call Handle Time (Avg)		0:16:36								0:17:26		0:15:42		0:15:54				0:16:20				0:17:47		0:15:37		0:16:57		0:15:59		0:18:01				0:16:52				0:15:07		0:16:23		0:14:46		0:16:01		0:15:59				0:15:39				0:15:23		0:16:28		0:19:01		0:17:24		0:17:19				0:17:07				0:15:53		0:17:08		0:17:11		0:18:09		0:17:03				0:17:04

		Percent. calls transferred by front line/General Queue		7.29%								1:42:40		1:26:13		2:21:22				7.65%				1:36:55		1:16:24		1:11:11		1:40:08		1:51:15				1:31:11				2:07:03		1:52:56		1:07:12		1:30:45		1:22:34				1:36:06				2:16:55		1:07:40		1:09:37		2:14:19		2:11:47				1:48:03				2:24:00		1:37:56		1:54:12		1:44:00		0.10				8.29%

		Max Agents		12.88								10.40		9.33		7.55				10.40				12.88		6.94		8.75		7.59		9.40				12.88				10.78		10.41		7.34		8.67		7.90				10.78				11.19		9.37		8.50		9.56		9.23				11.19				12.52		3:03:58		10.11		11.49		12.40				12.52





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		Busy		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		2								0		0		0				0				0		0		1		0		0				1				0		0		0		1		0				1				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		426								0		1		0				1				0		6		190		4		18				218				2		10		3		38		2				55				16		14		7		28		8				73				24		18		14		12		11				79

		Error		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		1								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		0				0

		No Answer		24								0		0		0				0				0		1		6		0		3				10				0		3		0		2		0				5				1		5		0		0		0				6				0		0		2		1		0				3

		No Response		56								0		0		0				0				0		0		20		3		5				28				0		2		0		2		0				4				6		0		0		5		0				11				0		3		6		3		1				13

		Total Requests		509								0		1		0				1				0		7		217		7		26				257				2		15		3		43		2				65				23		20		7		33		8				91				24		21		22		16		12				95

		% Connected 		70.96%								na		100%		na				25.00%				na		86%		na		57%		69%				71%				100%		67%		100%		88%		100%				91%				70%		70%		100%		85%		100%				85%				100%		86%		64%		75%		92%				83.20%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		Busy		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		3								0		0		0				0				0		0		1		0		0				1				0		0		0		0		0				0				0		0		1		0		0				1				0		0		1		0		0				1

		Connected		246								0		0		0				0				0		1		0		1		14				16				8		3		1		2		0				14				51		42		38		20		6				157				5		0		17		15		22				59

		Error		13								0		0		0				0				0		0		8		0		0				8				0		0		0		0		0				0				0		0		0		3		0				3				0		0		0		0		2				2

		Invalid Number		18								0		0		0				0				0		0		17		0		0				17				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		1				1

		No Answer		294								0		0		0				0				0		2		261		0		0				263				0		0		0		0		0				0				12		7		1		2		1				23				0		0		3		1		4				8

		No Response		72								0		0		0				0				0		1		1		0		3				5				5		0		1		0		0				6				10		9		22		6		4				51				0		0		5		3		2				10

		Total Requests		358								0		0		0				0				0		4		0		1		17				22				13		3		2		2		0				20				73		58		62		31		11				235				5		0		26		19		31				81

		% Connected 		58.07%								na		na		na				0.00%				na		25%		na		100%		82%				69%				62%		100%		50%		100%		na				78%				70%		72%		61%		65%		55%				65%				100%		na		65%		79%		71%				78.82%





		Top Call Drivers		March		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week Mar5		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week Mar 12		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week Mar 19		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week Mar 26

		CC

		1095A Questions		74																0																0				20				17								37								16								16				21												21

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		569								36				23				59				34		24		24		20		22				124				21		32				30		20				103				40		25		28		18		18				129				40		29		22		28		35				154

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		15																0										15						15																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		14																0						14										14																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		355										16		17				33										19						19				23		15		19		27		23				107				28		21		27				28				104				28						28		36				92

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1052								50		52		52				154				51		42		42		31		51				217				46		52		30		39		49				216				57		45		52		42		45				241				52		42		51		30		49				224

		How Do I Create an Account?		57																0																0								36								36				21												21																0

		How Do I Update My Application?		781								28		38		30				96				46		37		40		34		28				185				37		33				30		18				118				27		35		35		27		33				157				43		34		42		48		58				225

		How To Enroll In a Plan?		747								33		28		15				76				37		31		26		25		29				148				26		48		31		42						147				52		31		24		34		28				169				33		42		50		42		40				207

		Income Change		0																0																0																0																0																0

		Income Decrease		253								27		19						46				23		18		20								61				20				21				16				57						18				16		13				47				21		21										42

		Income Increase		297										25						25				27						20		15				62				33		23				17		18				91				22				18		18						58						21		20		20						61

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		33																0																0																0																0												33				33

		MCRE/Counties		1385								82		66		50				198				68		74		53		54		50				299				79		58		52		50		51				290				70		55		44		59		62				290				76		66		58		39		69				308

		MNTR		0																0																0																0																0																0

		Multiple changes		393								21		16		20				57						15		22		18		16				71				25		12						15				52				21		24		24		22		23				114				30		30		22				17				99

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		17																0								17								17																0																0																0

		Payment/Billing Questions		180								26		17		16				59				28												28								16		26						42						19				14						33												18				18

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		62																										16		16				32								16								16								14								14																0

		Public Program Status		0																																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		288												16				16				23		18		17				16				74								19		19		19				57				22		20						19				61				20		15		28				17				80

		Residential Address Change/Correction		33																0																0						14										14																0								19								19

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		186								37		18						55				25		16		13				15				69						13				13		22				48												14				14																0

		Status of My SEP Request		23																0																0																0																0										23						23

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0

		Broker		 																0

		APTC/CSR Questions		6																0																0										6						6																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		30																0				9				7		6						22								8								8																0																0

		CSR-Status of Enrollment		188								11		11		6								10		8		10		7						35				7		14		9		19		8				57				10		11		9		8		4				42				9		10		7								26

		CSR-Status of Reported Change		23								9				5				14												4				4						5										5																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		5																0						5										5																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		113								25		7						32				9												9				6				10		6		6				28				13												13						10				14		7				31

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		76										5						5										6		4				10										7						7						6		9		7		5				27				7		12						8				27

		How Do I Create an Account?		3																0																0																0												3				3																0

		How Do I Update My Application?		146								9		7		8				24				8		11		8		9		5				41				6		12		7								25				14		7		11								32						7		7		10						24

		How To Enroll In a Plan?		146												6				6						9		7				4				20				7		9						7				23				10		7		7		11		4				39				11				12		22		13				58

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		306								9		6		5				20				11		11		8		10		7				47				7		9		9		12		11				48						14		16		26		14				70				17		24		22		34		24				121

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		52																0																0												7				7				6						8						14				6				8		8		9				31

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0

		ARC																		0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		224								10		14		17				41				23		13		12		9		14				71				12		10		9		6						37				7		11				10		7				35				16		12						12				40

		CSR-Determination Result		361								9		13		15				37				15		19		13		12		14				73				13		10		13		12						48				41		11		28		18		15				113				21		19		25		9		16				90

		CSR-Newborn Status		379								20		16		28				64				12		30		24		25		8				99				14		16		8		19						57				21		29		18		19		13				100				13		12		11		14		9				59

		CSR-Paper Application		9																0																0																0																0								9								9

		CSR-Pending Case		7																0																0																0				7												7																0

		CSR-Public Program Status		736								24		43		24				91				27		35		33		40		27				162				34		40		33		27						134				35		37		36		23		33				164				36		38		37		32		42				185

		CSR-Status Before Appointment		14																0												7				7																0																0										7						7

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		212								7		18		10				35				8		11		7		11						37				12		14		11		10						47						8		10		11		11				40				9		14		7		14		9				53

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		8																0																0																0								8								8																0

				0																0																0																0																0																0

		PP																		0

		MCRE		308		 						19		22		11						 		18		23		12		6		10				69		 		16		15		12		15						58		 		20		15		4		17		12				68		 		11		15		12		8		15				61

		Counties		1026		 						63		44		39				146		 		50		51		41		48		40				230		 		63		43		40		35						181		 		50		40		40		42		50				222		 		65		51		46		31		54				247

																				0

																				0

																				0





		Top Call Drivers		March

		CC				11538

		MCRE/Counties		1385		0.1200

		How Do I Apply?		1052		0.0912

		How Do I Update My Application?		781		0.0677

		How To Enroll In a Plan?		747		0.0647

		Directed to Submit Verifications		569		0.0493

		Multiple changes		393		0.0341

		Gain of ESI/MEC		355		0.0308

		Income Increase		297		0.0257

		Request to Close Application^		288		0.0250

		Income Decrease		253		0.0219

		Same Day Term		186		0.0161

		Payment/Billing Questions		180		0.0156

		1095A Questions		74		0.0064

		Prospect/Pending Case		62		0.0054

		How Do I Create an Account?		57		0.0049

		Residential Address Change/Correction		33		0.0029

		Lost or will lose employer health care coverage		33		0.0029

		Status of My SEP Request		23		0.0020

		Password Reset/Account Unlock		17		0.0015

		Duplicate 1095-A Request^		15		0.0013

		Enrollment Status Check		14		0.0012



		Broker		 		2229

		Lost or will lose employer health care coverage		306		0.1373

		CSR-Status of Enrollment		188		0.0843

		How Do I Update My Application?		146		0.0655

		How To Enroll In a Plan?		146		0.0655

		Gain of ESI/MEC		113		0.0507

		How Do I Apply?		76		0.0341

		Status of My SEP Request		52		0.0233

		CSR-Determination Result		30		0.0135

		CSR-Status of Reported Change		23		0.0103

		APTC/CSR Questions		6		0.0027

		CSR-Status of Verifications		5		0.0022

		How Do I Create an Account?		3		0.0013



		ARC		 		2903

		CSR-Public Program Status		736		0.2535

		CSR-Newborn Status		379		0.1306

		CSR-Determination Result		361		0.1244

		CSR- QHP Status		224		0.0772

		Password Reset/Account Unlock		212		0.0730

		CSR-Status Before Appointment		14		0.0048

		CSR-Paper Application		9		0.0031

		Unable to Verify Consumer PII		8		0.0028

		CSR-Pending Case		7		0.0024





Feb 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		Calls Received (MNsure)		11374								707		558		511				1776				679		573		586		490		494		0		2822				657		478		576		534		525				2770						770		629		579		534				2512				787		707										1494

		Calls Handled		11192								691		553		505				1749				667		569		578		486		487		0		2788				648		476		564		525		520				2733						756		617		570		528				2471				758		692										1450

		Calls Abandoned		97								9		2		2				13				9		0		5		1		4		0		18				2		0		6		6		3				16						11		6		2		2				21				24		5										29

		Abandon % (>5%)(Less Short Aban)		0.90%								1.33%		0.33%		0.36%				0.67%				1.35%		0.00%		0.80%		0.19%		0.75%		0.00%		0.62%				0.28%		0.00%		0.98%		1.06%		0.54%				0.57%						1.46%		0.89%		0.33%		0.35%				0.76%				3.10%		0.66%										1.88%

		Avg Time to Abandon		0:06:02								0:09:10		0:07:09		0:04:34				0:06:57				0:05:55		0:00:00		0:05:49		0:05:30		0:06:34		0:00:00		0:04:45				0:05:50		0:00:00		0:07:22		0:05:26		0:05:02				0:04:44						0:07:04		0:05:09		0:06:51		0:06:57				0:06:30				0:08:57		0:05:37										0:07:17

		Average Wait Time (>5 min)		0:00:53								0:00:55		0:00:18		0:00:21				0:00:31				0:01:22		0:00:09		0:00:33		0:00:11		0:00:19		0:00:00		0:00:30				0:00:17		0:00:07		0:00:50		0:00:50		0:00:17				0:00:28						0:01:25		0:01:12		0:00:29		0:00:34				0:00:55				0:03:36		0:00:30										0:02:03

		Max Wait Time		0:27:09								0:12:05		0:05:45		0:09:09				0:12:05				0:13:29		0:05:51		0:10:53		0:09:41		0:09:34		0:00:00		0:13:29				0:07:24		0:04:18		0:13:19		0:20:29		0:04:37				0:20:29						0:13:34		0:15:22		0:10:04		0:14:41				0:15:22				0:27:09		0:18:34										0:27:09

		Service Level (<95% calls under 5 min)		93.96%								93.17%		99.17%		99.09%				97.14%				90.00%		99.51%		97.41%		99.42%		98.67%		0.00%		97.00%				98.71%		100.00%		97.99%		93.35%		100.00%				98.01%						89.99%		90.90%		97.52%		95.90%				93.58%				69.80%		98.38%										84.09%

		Talk Time (Avg)		0:08:35								0:08:00		0:09:02		0:08:56				0:08:39				0:08:15		0:08:21		0:08:27		0:08:27		0:08:34		0:00:00		0:08:24				0:08:30		0:08:48		0:08:35		0:08:21		0:08:42				0:08:35						0:08:46		0:08:58		0:08:30		0:09:19				0:08:53				0:08:33		0:08:12										0:08:22

		Call Handle Time (Avg)		0:15:02								0:14:19		0:15:36		0:15:33				0:15:09				0:14:15		0:14:32		0:14:44		0:15:06		0:14:37		0:00:00		0:14:38				0:14:43		0:15:38		0:15:04		0:15:14		0:14:53				0:15:06						0:15:21		0:15:25		0:14:55		0:16:06				0:15:26				0:14:38		0:15:00										0:14:49

		Transfer Out		na								na		na		na				na				na		na		na		na		na		0		na				na		na		na		na		na				na						na		na		na		na				na				na		na										na

		First Call Resolution %		79.22%								79.38%		76.25%		78.44%				78.02%				78.49%		80.83%		79.03%		78.47%		79.43%		0.00%		79.25%				79.69%		82.47%		78.87%		80.44%		78.30%				79.95%						78.56%		75.36%		78.94%		79.36%				78.05%				81.29%		80.35%										80.82%

		Complaints Received		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		Complaints Resolved		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		Helpline (Transfers from Vendor)		803								43		46		45				134				64		39		40		35		42		0		220				53		29		34		32		30				178						54		43		36		33				166				53		52										105

		Short Abandon (under 60 seconds)		11								3		0		1				4				0		0		1		0		0		0		1				1		0		2		1		0				4						0		0		1		0				1				1		0										1

		% of calls answered in under 10 minutes		98.52%								99.45%		100.00%		100.00%				99.82%				98.77%		100.00%		99.84%		100.00%		100.00%		0.00%		99.72%				100.00%		100.00%		99.83%		99.10%		100.00%				99.79%						97.53%		98.94%		99.83%		99.47%				98.94%				89.23%		99.46%										94.35%

		Occupany		na								na		na		na				na				na		na		na		na		na		0.00%		na				na		na		na		na		na				na						na		na		na		na				na				na		na										na

		Max Agents		35.10								29.83		26.13		23.99				29.83				29.39		24.67		25.58		22.00		21.77		0.00		29.39				29.00		22.02		25.49		23.94		22.94				29.00						35.10		28.76		25.47		25.32				35.10				34.15		31.63										34.15





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		Calls Received (MNsure)		2162								145		104		94				343				122		107		109		104		110		0		552				97		106		96		117		86				502						148		111		93		115				467				149		149										298

		Calls Handled		2089								139		100		92				331				117		106		106		102		107		0		538				95		103		95		116		85				494						144		104		89		108				445				141		140										281

		Calls Abandoned		51								4		4		2				10				1		1		2		1		3		0		8				0		2		0		0		1				3						3		5		2		5				15				7		8										15

		Abandon % (>5%)(Less Short Aban)		2.65%								2.76%		3.85%		2.13%				2.91%				0.82%		0.93%		1.83%		0.96%		2.73%		0.00%		1.45%				0.00%		1.89%		0.00%		0.00%		1.16%				0.61%						2.03%		4.50%		2.15%		4.35%				3.26%				4.70%		5.37%										5.04%

		Avg Time to Abandon		0:03:40								0:02:45		0:04:44		0:01:37				0:03:02				0:05:06		0:00:40		0:05:06		0:09:23		0:02:56		0:00:00		0:04:38				0:00:00		0:04:04		0:00:00		0:00:00		0:05:12				0:01:51						0:05:13		0:06:12		0:01:42		0:06:12				0:04:49				0:04:23		0:03:44										0:04:03

		Average Wait Time (>5 min)		0:01:21								0:01:21		0:01:51		0:01:12				0:01:28				0:00:49		0:00:33		0:00:43		0:00:15		0:00:58		0:00:00		0:00:39				0:00:37		0:00:34		0:00:30		0:00:37		0:00:38				0:00:35						0:01:24		0:00:53		0:00:46		0:03:14				0:01:34				0:02:46		0:02:19										0:02:32

		Max Wait Time		0:17:13								0:10:15		0:09:53		0:10:19				0:10:19				0:13:37		0:06:14		0:14:44		0:09:06		0:17:13		0:00:00		0:17:13				0:10:22		0:12:46		0:08:48		0:11:38		0:05:52				0:12:46						0:12:33		0:14:26		0:09:38		0:12:57				0:14:26				0:11:04		0:13:24										0:13:24

		Service Level (<95% calls under 5 min)		88.11%								88.49%		83.00%		90.22%				87.24%				95.73%		98.11%		96.23%		98.04%		93.46%		0.00%		96.31%				94.74%		97.09%		94.79%		94.83%		94.12%				95.11%						86.81%		94.23%		97.75%		71.30%				87.52%				70.21%		78.57%										74.39%

		Talk Time (Avg)		0:07:52								0:07:51		0:08:52		0:07:27				0:08:03				0:07:42		0:06:53		0:07:59		0:08:08		0:07:00		0:00:00		0:07:32				0:09:26		0:07:41		0:08:09		0:07:11		0:05:47				0:07:38						0:07:46		0:08:48		0:08:07		0:07:58				0:08:09				0:07:49		0:08:03										0:07:56

		Call Handle Time (Avg)		0:13:08								0:11:59		0:14:26		0:12:57				0:13:07				0:12:43		0:12:29		0:13:09		0:13:46		0:12:05		0:00:00		0:12:50				0:15:32		0:12:29		0:13:00		0:12:05		0:10:55				0:12:48						0:13:10		0:14:19		0:12:54		0:13:29				0:13:28				0:13:10		0:13:52										0:13:31

		Max Agents		5.43								4.66		4.01		3.31				4.66				4.24		3.68		3.87		3.90		3.59		0.00		4.24				4.14		3.57		3.46		3.89		2.58				4.14						5.27		4.18		3.22		4.12				5.27				5.15		5										5.43





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		Calls Received (MNsure)		2747								144		156		128				428				186		151		146		166		114		0		763				159		157		155		171		113				755						172		130		121		110				533				135		133										268

		Calls Handled		2628								141		152		125				418				175		149		142		158		111		0		735				151		152		149		165		111				728						154		123		112		105				494				132		121										253

		Calls Abandoned		95								3		2		3				8				10		1		3		5		3		0		22				7		3		5		6		2				23						18		5		5		2				30				1		11										12

		Abandon % (>5%)(Less Short Aban)		3.44%								2.08%		1.28%		2.34%				1.90%				5.38%		0.66%		2.05%		3.01%		2.63%		0.00%		2.75%				4.40%		1.91%		3.23%		3.51%		1.77%				2.96%						10.47%		3.85%		4.13%		1.82%				5.07%				0.74%		8.27%										4.51%

		Avg Time to Abandon		0:04:00								0:01:58		0:02:30		0:02:53				0:02:27				0:02:50		0:15:47		0:02:51		0:02:06		0:01:41		0:00:00		0:05:03				0:02:59		0:02:47		0:04:07		0:05:33		0:04:25				0:03:58						0:06:02		0:05:19		0:01:43		0:04:56				0:04:30				0:01:54		0:06:13										0:04:03

		Average Wait Time (>5 min)		0:01:44								0:01:56		0:00:43		0:00:29				0:01:02				0:02:17		0:00:59		0:00:54		0:00:58		0:01:09		0:00:00		0:01:15				0:01:33		0:01:52		0:01:06		0:02:42		0:00:31				0:01:32						0:06:01		0:01:29		0:03:43		0:01:01				0:03:03				0:00:35		0:03:00										0:01:47

		Max Wait Time		0:19:44								0:09:28		0:08:22		0:06:20				0:09:28				0:12:53		0:13:38		0:08:08		0:06:34		0:09:40		0:00:00		0:13:38				0:13:08		0:10:31		0:08:29		0:14:39		0:06:06				0:14:39						0:19:44		0:14:46		0:18:57		0:09:34				0:19:44				0:06:43		0:15:26										0:15:26

		Service Level (<95% calls under 5 min)		86.17%								82.98%		95.39%		98.40%				92.26%				79.43%		93.96%		92.96%		93.67%		94.59%		0.00%		90.92%				90.07%		82.89%		89.93%		77.58%		98.20%				87.73%						44.16%		89.43%		69.64%		92.38%				73.90%				98.48%		73.55%										86.02%

		Talk Time (Avg)		0:05:34								0:05:15		0:05:00		0:04:58				0:05:04				0:05:24		0:05:45		0:05:45		0:05:03		0:05:04		0:00:00		0:05:24				0:05:42		0:05:06		0:05:22		0:05:46		0:05:42				0:05:31						0:06:29		0:05:40		0:06:36		0:04:52				0:05:54				0:05:45		0:06:10										0:05:57

		Call Handle Time (Avg)		0:07:29								0:07:07		0:07:03		0:06:51				0:07:00				0:07:01		0:07:54		0:07:35		0:07:13		0:06:39		0:00:00		0:07:16				0:07:40		0:06:55		0:07:08		0:07:44		0:07:27				0:07:22						0:08:44		0:07:30		0:08:38		0:06:29				0:07:50				0:07:43		0:08:10										0:07:56

		Max Agents		3.74								2.41		2.30		1.80				2.41				2.79		2.92		2.63		2.45		1.73		0.00		2.92				2.60		2.36		2.36		3.55		2.30				3.55						3.74		2.56		2.69		1.95				3.74				2.45		2										2.45





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		Calls Received		803								43		46		45				134				64		39		40		35		42		0		220				53		29		34		32		30				178						54		43		36		33				166				53		52										105

		Calls Handled		785								41		46		45				132				63		39		40		35		41		0		217				52		29		33		31		29				174						53		42		35		33				163				50		50										100

		Calls Abandoned		10								1		0		0				1				1		0		0		0		1		0		2				0		0		0		1		0				2						1		1		0		0				2				3		0										3

		Abandon %		1.40%								2.37%		0.00%		0.94%				1.10%				1.67%		0.00%		0.86%		0.50%		1.68%		0.00%		0.94%				0.67%		0.00%		0.93%		1.85%		1.45%				0.98%						2.10%		1.41%		0.40%		0.44%				1.09%				5.07%		0.75%										2.91%

		Avg Time to Abandon		0:06:00								0:09:07		0:00:00		0:04:34				0:04:33				0:05:22		0:00:00		0:07:36		0:05:30		0:06:34		0:00:00		0:05:00				0:05:50		0:00:00		0:06:46		0:05:37		0:05:02				0:04:39						0:07:50		0:05:47		0:05:45		0:09:04				0:07:06				0:10:51		0:06:35										0:08:43

		Average Wait Time (>5 min)		0:01:20								0:01:19		0:00:23		0:00:41				0:00:47				0:01:50		0:00:22		0:00:41		0:00:21		0:00:41		0:00:00		0:00:47				0:00:33		0:00:13		0:00:51		0:01:02		0:00:13				0:00:34						0:02:25		0:01:36		0:00:56		0:01:00				0:01:29				0:05:09		0:00:56										0:03:02

		Max Wait Time		0:27:09								0:11:48		0:05:40		0:09:09				0:11:48				0:13:29		0:05:51		0:10:53		0:09:41		0:00:00		0:00:00		0:13:29				0:07:24		0:04:18		0:06:43		0:20:29		0:04:37				0:20:29						0:13:34		0:15:22		0:10:04		0:14:41				0:15:22				0:27:09		0:18:34										0:27:09

		Service Level (<95% calls under 5 min)		72.54%								63.24%		86.96%		76.53%				75.58%				60.94%		85.97%		78.45%		88.56%		78.15%		0.00%		78.41%				82.83%		88.51%		71.50%		75.23%		89.81%				81.58%						56.33%		60.42%		71.66%		81.42%				67.46%				46.10%		73.28%										59.69%

		Talk Time (Avg)		0:09:35								0:08:42		0:10:46		0:10:08				0:09:52				0:09:27		0:10:31		0:10:45		0:10:05		0:09:29		0:00:00		0:10:03				0:08:53		0:09:43		0:09:20		0:09:46		0:10:09				0:09:34						0:09:13		0:10:47		0:08:25		0:10:29				0:09:43				0:09:10		0:08:16										0:08:43

		Call Handle Time (Avg)		0:16:17								0:15:20		0:17:27		0:16:51				0:16:32				0:15:55		0:16:31		0:17:29		0:16:48		0:15:43		0:00:00		0:16:29				0:15:01		0:17:13		0:15:45		0:17:16		0:16:49				0:16:24						0:15:47		0:17:30		0:15:28		0:17:21				0:16:31				0:15:34		0:15:23										0:15:28

		Percent. calls transferred by front line/General Queue		7.08%								1:27:34		1:58:42		2:06:48				7.71%				2:15:43		1:38:00		1:38:17		1:42:51		2:02:25		0:00:00		1:51:27				1:56:09		1:27:21		1:25:00		1:26:17		1:22:17				1:31:25						1:40:59		1:38:26		1:29:32		1:28:59				1:34:29				1:36:58		1:45:54										7.04%

		Max Agents		14.59								10.77		11.19		9.96				11.19				13.21		10.13		11.26		9.42		10.38		0.00		13.21				12.42		8.36		9.36		10.35		9.66				12.42						14.59		13.79		10.65		10.93				14.59				12.79		8:38:24										12.79





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		Busy		1								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				1		0										1

		Caller canceled		1								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		1		0		0				1				0		0										0

		Connected		164								9		1		3				13				19		0		4		3		9		0		35				2		0		6		3		2				13						26		9		4		6				45				47		11										58

		Error		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		Invalid Number		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		No Answer		9								0		0		0				0				1		0		0		0		0		0		1				0		0		0		0		0				0						3		0		0		2				5				2		1										3

		No Response		26								0		0		0				0				7		0		1		0		1		0		9				0		0		1		0		0				1						0		2		1		1				4				6		6										12

		Total Requests		201								9		1		3				13				27		0		5		3		10		0		45				2		0		7		3		2				14						29		12		5		9				55				56		18										74

		% Connected 		86.37%								100%		100%		100%				100.00%				70%		na		80%		100%		90%		0%		85%				100%		na		86%		100%		100%				96%						90%		75%		80%		67%				78%				84%		61%										72.52%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb				21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		Busy		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		Caller canceled		1								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				1		0										1

		Connected		87								8		0		1				9				5		0		3		0		0		0		8				0		0		0		6		0				6						6		12		0		0				18				45		1										46

		Error		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		Invalid Number		0								0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0										0

		No Answer		4								0		0		0				0				1		0		0		0		0		0		1				0		0		0		0		0				0						0		0		0		0				0				3		0										3

		No Response		12								1		0		0				1				0		0		0		0		0		0		0				0		0		0		0		0				0						2		1		0		0				3				8		0										8

		Total Requests		104								9		0		1				10				6		0		3		0		0		0		9				0		0		0		6		0				6						8		13		0		0				21				57		1										58

		% Connected 		91.85%								89%		na		100%				94.44%				83%		na		100%		na		na		0%		92%				na		na		na		100%		na				100%						75%		92%		na		na				84%				79%		100%										89.47%





		Top Call Drivers		Feb		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week Feb 5		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week Feb 12		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week Feb 19		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week Feb 26

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		24								24								24																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		508								26				17				43				29		25		29		20		31				134				45		26		35		25		21				152						41				25		19				85				53		41										94

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		208								32		21		20				73				26								19				45				24								21				45								23								23						22										22

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		324										18						18								18								18				28		17		23		18		18				104						32		27		27		25				111				32		41										73

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		892								45		41		34				120				46		36		41		34		37				194				50		51		52		50		42				245						57		52		62		39				210				62		61										123

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		762								60		31		22				113				33		38		46		27		28				172				51		39		41		38		46				215						49		46		42		39				176				31		55										86

		How To Enroll In a Plan?		712								39		29		34				102				31		38		43		29		24				165				43		28		34		37		27				169						42		39		42		41				164				57		55										112

		Income Change		0																0																0																0																0																0

		Income Decrease		119																0				32												32										20						20								29		20		18				67																0

		Income Increase		253																0						23				22		30				75				27		14				19						60						33		24		17		19				93				25												25

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		1472								91		79		69				239				97		88		79		66		61				391				80		63		64		73		61				341						110		77		64		63				314				97		90										187

		MNTR		0																0																0																0																0																0

		Multiple changes		208										21						21						19		18		24						61						16						18				34						23		21		17						61				31												31

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Payment/Billing Questions		395								42		21		28				91				27		27		26		17		23				120						19		18		18		18				73								24				27				51				35		25										60

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		18																0																0								18								18																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		326								25				22				47				24		23				24		15				86				24		18		25								67						26				24		21				71				28		27										55

		Residential Address Change/Correction		90										19		17				36										16		14				30				24												24																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		301								43		32		27				102				24		19		22								65								23		20		34				77						37										37						20										20

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		11										5						5												6				6																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		9																0																0																0																0				9												9

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		21								10								10				6												6										5						5																0																0

		CSR-Status of Enrollment		201								22		9		9				40				17		11		15		11		9				63				14		14		13		18		6				65												10				10				12		11										23

		CSR-Status of Reported Change		59												7				7						6										6				5		8						8				21						12				6		7				25																0

		CSR-Status of SEP		39																0										14						14						6										6						10				9						19																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		6																0								6								6																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		65								10		10		9				29						6										6				9				5								14								8								8				8												8

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		34								8								8																0												5				5								7		6						13						8										8

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		147										12		7				19				14		8		9				7				38				11		8		8		11						38						10		14				8				32				12		8										20

		How To Enroll In a Plan?		143												6				6				8		6		14		11		10				49						7		6		7		7				27						17		11		7		6				41						20										20

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		188								7		5						12				7				12		8		7				34				9				11		12		9				41						21		10		11		13				55				16		30										46

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		5																0										5						5																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0

		ARC

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		283								12		21		7				40				32		14				17						63				31		13		14		14		8				80						23		17		16		11				67				15		18										33

		CSR-Determination Result		380								16		17		19				52				26		27		24		16		22				115				23		34		19		22		14				112						14		13		16		20				63				27		11										38

		CSR-Newborn Status		363								26		14		14				54				18		22		22		27		9				98				13		12		9		26		17				77						30		36		10		21				97				25		12										37

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		10																0																0																0								10								10																0

		CSR-Public Program Status		669								31		32		24				87				40		41		41		38		18				178				39		41		43		62		29				214						49		24		29		35				137				26		27										53

		CSR-Status Before Appointment		38																0								11				12				23																0										6		9				15																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		189								9		11		8				28				11		18		17		8		7				61				14		11		17		16		9				67						14										14				9		10										19

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0

		MCRE		261		 						28		12		16						 		22		24		15		9						70		 		23		17		15		21						76		 				26		17		16						59		 														0

		Counties		839		 						63		67		53				183		 		75		64		64		57						260		 		57		46		49		52						204		 				84		60		48						192		 														0

																				0





		Top Call Drivers		Feb

		CC				11192

		MCRE/Counties		1472		13.15%

		How Do I Apply?		892		7.97%

		How Do I Update My Application?		762		6.81%

		How To Enroll In a Plan?		712		6.36%

		Directed to Submit Verifications		508		4.54%

		Payment/Billing Questions		395		3.53%

		Request to Close Application^		326		2.91%

		Gain of ESI/MEC		324		2.89%

		Same Day Term		301		2.69%

		Income Increase		253		2.26%

		Enrollment Status Check		208		1.86%

		Multiple changes		208		1.86%

		Income Decrease		119		1.06%

		Residential Address Change/Correction		90		0.80%

		Checking on Status of Reported Change		24		0.21%

		Public Program Status		18		0.16%



		Broker		 		2089

		CSR-Status of Enrollment		201		9.62%

		Lost or will lose employer health care coverage		188		9.00%

		How Do I Update My Application?		147		7.04%

		How To Enroll In a Plan?		143		6.85%

		Gain of ESI/MEC		65		3.11%

		CSR-Status of Reported Change		59		2.82%

		CSR-Status of SEP		39		1.87%

		How Do I Apply?		34		1.63%

		CSR-Determination Result		21		1.01%

		APTC/CSR Questions		11		0.53%

		Caller Hung up without speaking		9		0.43%

		Error by MNsure		6		0.29%

		Request to Close Application^		5		0.24%



		ARC				2628

		CSR-Public Program Status		669		25.46%

		CSR-Determination Result		380		14.46%

		CSR-Newborn Status		363		13.81%

		CSR- QHP Status		283		10.77%

		Password Reset/Account Unlock		189		7.19%

		CSR-Status Before Appointment		38		1.45%

		CSR-Pending Case		10		0.38%



		PP

		MCRE		261

		Counties		839





Jan 2023

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		Calls Received (MNsure)		19144						1424		983		828		863		85		4183				1182		1119		1086		1152		1391		489		6419		865				872		650		587		583		0		3557				768		596		601		585		643				3193				952		840										1792

		Calls Handled		18723						1383		974		817		854		81		4109				1160		1100		1071		1126		1343		481		6282		812				867		638		561		574		0		3453				757		590		589		573		631				3140				916		823										1739

		Calls Abandoned		230						30		4		2		4		3		42				13		12		5		15		35		0		80		19				0		1		5		5		0		30				8		5		8		7		10				38				29		10										40

		Abandon % (>5%)(Less Short Aban)		1.31%						2.09%		0.36%		0.22%		0.51%		3.19%		1.27%				1.14%		1.06%		0.43%		1.27%		2.52%		0.00%		1.07%		2.20%				0.00%		0.13%		0.87%		0.93%		0.00%		0.83%				1.10%		0.79%		1.40%		1.12%		1.58%				1.20%				3.09%		1.24%										2.17%

		Avg Time to Abandon		0:05:45						0:07:18		0:05:58		0:06:10		0:05:15		0:06:05		0:06:09				0:05:44		0:07:56		0:05:21		0:08:46		0:06:49		0:00:00		0:05:46		0:07:37				0:00:00		0:03:58		0:06:21		0:04:35		0:00:00		0:04:30				0:04:49		0:05:44		0:06:25		0:05:42		0:05:40				0:05:40				0:07:58		0:05:22										0:06:40

		Average Wait Time (>5 min)		0:01:06						0:01:24		0:00:29		0:00:05		0:00:14		0:01:23		0:00:43				0:01:00		0:00:57		0:00:16		0:00:49		0:02:24		0:00:30		0:00:59		0:01:38				0:00:09		0:00:08		0:00:36		0:00:25		0:00:00		0:00:35				0:00:35		0:00:35		0:01:06		0:01:14		0:01:43				0:01:02				0:03:37		0:00:46										0:02:11

		Max Wait Time		0:32:25						0:13:11		0:15:13		0:05:01		0:05:53		0:15:15		0:15:15				0:17:02		0:15:40		0:07:36		0:25:56		0:23:05		0:07:03		0:25:56		0:18:26				0:06:31		0:05:57		0:13:19		0:08:20		0:00:00		0:18:26				0:20:07		0:13:52		0:17:58		0:18:14		0:19:34				0:20:07				0:32:25		0:09:54										0:32:25

		Service Level (<95% calls under 5 min)		92.61%						91.99%		97.61%		99.89%		99.27%		87.64%		95.28%				92.78%		92.86%		99.40%		95.95%		81.33%		98.31%		93.44%		86.75%				99.27%		99.87%		96.47%		98.74%		0.00%		96.22%				97.64%		96.82%		90.21%		90.97%		88.16%				92.76%				74.27%		96.43%										85.35%

		Talk Time (Avg)		0:08:39						0:08:31		0:09:12		0:08:21		0:08:39		0:11:20		0:09:12				0:08:19		0:08:42		0:08:34		0:08:28		0:08:44		0:09:43		0:08:45		0:09:02				0:08:18		0:08:10		0:08:38		0:09:00		0:00:00		0:08:37				0:08:38		0:08:12		0:07:56		0:08:50		0:08:25				0:08:24				0:08:37		0:07:59										0:08:18

		Call Handle Time (Avg)		0:14:58						0:14:29		0:15:27		0:14:26		0:14:56		0:18:34		0:15:34				0:14:19		0:14:47		0:14:23		0:14:36		0:14:49		0:15:58		0:14:48		0:14:54				0:14:33		0:14:21		0:15:01		0:15:27		0:00:00		0:14:51				0:15:03		0:14:47		0:14:15		0:14:51		0:14:41				0:14:43				0:15:20		0:14:26										0:14:53

		Transfer Out		na						na		na		na		na		na		na				na		na		na		na		na		na		na		na				na		na		na		na		0		na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		82.01%						78.33%		81.48%		83.35%		84.28%		89.69%		83.43%				83.31%		84.90%		85.65%		86.86%		86.72%		87.46%		85.82%		87.20%				81.66%		80.87%		80.69%		79.13%		0.00%		81.91%				77.16%		82.42%		80.06%		80.14%		80.16%				79.99%				76.90%		80.92%										78.91%

		Complaints Received		0						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		Complaints Resolved		0						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		Helpline (Transfers from Vendor)		1881						155		113		95		109		9		481				130		107		88		111		119		44		599		90				91		103		103		61		0		448				48		39		44		38		55				224				83		46										129

		Short Abandon (under 60 seconds)		25						3		0		0		0		0		3				1		0		0		5		3		0		9		0				1		0		0		1		0		2				2		0		0		3		2				7				2		2										4

		% of calls answered in under 10 minutes		97.94%						98.57%		99.08%		100.00%		100.00%		97.75%		99.08%				98.37%		98.92%		100.00%		98.62%		92.24%		100.00%		98.03%		96.39%				100.00%		100.00%		99.85%		100.00%		0.00%		99.25%				99.88%		99.68%		97.79%		97.87%		96.78%				98.40%				89.85%		100.00%										94.92%

		Occupany		na						na		na		na		na		na		na				na		na		na		na		na		na		na		na				na		na		na		na		0.00%		na				na		na		na		na		na				na				na		na										ERROR:#DIV/0!

		Max Agents		63.42						63.42		47.00		36.98		40.27		4.85		63.42				52.11		50.29		46.88		51.24		62.07		23.61		62.07		39.51				38.89		29.96		28.81		27.62		0.00		39.51				34.08		26.06		25.47		25.70		28.44				34.08				44.05		35.45										44.05





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		Calls Received (MNsure)		3688						205		167		199		213		2		786				240		237		230		233		302		48		1290						178		130		144		99		0		551				135		149		111		116		128				639				203		219										422

		Calls Handled		3497						200		160		188		203		1		752				233		222		208		216		278		44		1201						172		127		134		97		0		530				133		142		107		113		123				618				190		206										396

		Calls Abandoned		155						5		4		8		9		0		26				2		15		18		15		21		3		74						6		3		6		1		0		16				1		5		3		2		5				16				11		12										23

		Abandon % (>5%)(Less Short Aban)		3.81%						2.44%		2.40%		4.02%		4.23%		0.00%		2.62%				0.83%		6.33%		7.83%		6.44%		6.95%		6.25%		5.77%						3.37%		2.31%		4.17%		1.01%		0.00%		2.72%				0.74%		3.36%		2.70%		1.72%		3.91%				2.49%				5.42%		5.48%										5.45%

		Avg Time to Abandon		0:03:02						0:05:15		0:03:15		0:04:16		0:04:26		0:00:00		0:03:26				0:02:41		0:02:17		0:04:36		0:03:50		0:03:36		0:02:13		0:03:12						0:04:18		0:03:50		0:03:46		0:01:34		0:00:00		0:03:22				0:01:36		0:01:29		0:02:24		0:03:46		0:03:46				0:02:36				0:02:09		0:03:06										0:02:37

		Average Wait Time (>5 min)		0:02:15						0:01:57		0:01:17		0:02:18		0:03:18		0:00:01		0:01:46				0:00:53		0:02:51		0:04:48		0:03:04		0:03:52		0:00:31		0:02:39						0:01:47		0:02:02		0:02:14		0:01:08		0:00:00		0:01:47				0:00:26		0:02:08		0:00:39		0:02:41		0:03:24				0:01:51				0:03:33		0:02:54										0:03:13

		Max Wait Time		0:23:06						0:15:07		0:13:12		0:12:52		0:16:23		0:00:10		0:16:23				0:10:09		0:16:54		0:17:07		0:21:03		0:23:06		0:11:58		0:23:06						0:15:37		0:12:37		0:16:51		0:12:35		0:00:00		0:16:51				0:06:40		0:09:58		0:08:08		0:13:45		0:19:02				0:19:02				0:14:01		0:18:47										0:18:47

		Service Level (<95% calls under 5 min)		81.28%						87.00%		89.51%		79.26%		71.08%		100.00%		85.37%				93.62%		76.02%		56.04%		78.24%		70.25%		97.78%		78.66%						85.47%		84.25%		82.61%		92.86%		0.00%		86.30%				97.74%		80.28%		95.33%		74.34%		69.92%				83.52%				68.95%		76.21%										72.58%

		Talk Time (Avg)		0:07:26						0:07:19		0:07:11		0:07:00		0:07:41		0:03:40		0:06:34				0:06:55		0:07:11		0:08:17		0:07:49		0:07:05		0:11:08		0:08:04						0:07:14		0:08:08		0:08:30		0:08:02		0:00:00		0:07:58				0:07:47		0:07:20		0:07:05		0:07:53		0:07:27				0:07:30				0:06:59		0:07:07										0:07:03

		Call Handle Time (Avg)		0:13:08						0:12:01		0:11:54		0:11:31		0:12:45		0:29:05		0:15:27				0:11:20		0:12:42		0:12:50		0:12:32		0:10:55		0:15:00		0:12:33						0:12:56		0:12:30		0:13:49		0:12:53		0:00:00		0:13:02				0:12:55		0:12:22		0:12:40		0:13:16		0:12:30				0:12:44				0:11:40		0:12:10										0:11:55

		Max Agents		8.52						6.68		5.38		6.11		7.22		0.16		7.22				7.46		7.83		7.41		7.52		8.52		1.87		8.52						6.18		4.41		5.14		3.51		0.00		6.18				4.77		4.91		3.76		4.20		4.27				4.91				6.19		7										6.99





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		Calls Received (MNsure)		3510						168		172		157		162		5		664				220		206		188		223		180		38		1055						200		182		169		159		0		710				146		159		157		163		135				760				144		177										321

		Calls Handled		3346						159		167		152		159		5		642				208		194		186		213		175		38		1014						185		162		165		150		0		662				143		144		150		155		132				724				140		164										304

		Calls Abandoned		152						9		3		5		2		0		19				12		10		2		9		4		0		37						15		19		4		7		0		45				2		15		7		8		3				35				4		12										16

		Abandon % (>5%)(Less Short Aban)		4.13%						5.36%		1.74%		3.18%		1.23%		0.00%		2.30%				5.45%		4.85%		1.06%		4.04%		2.22%		0.00%		2.94%						7.50%		10.44%		2.37%		4.40%		0.00%		6.18%				1.37%		9.43%		4.46%		4.91%		2.22%				4.48%				2.78%		6.78%										4.78%

		Avg Time to Abandon		0:02:49						0:03:43		0:04:29		0:02:28		0:01:44		0:00:00		0:02:28				0:01:48		0:02:44		0:02:12		0:01:55		0:00:40		0:00:00		0:01:33						0:04:38		0:05:25		0:03:11		0:03:17		0:00:00		0:04:07				0:01:56		0:04:19		0:02:39		0:02:45		0:01:58				0:02:43				0:03:30		0:03:02										0:03:16

		Average Wait Time (>5 min)		0:01:34						0:01:16		0:00:51		0:00:59		0:00:23		0:00:02		0:00:42				0:01:25		0:01:10		0:00:55		0:01:36		0:00:42		0:00:03		0:00:58						0:03:15		0:03:46		0:01:43		0:01:29		0:00:00		0:02:33				0:01:14		0:04:18		0:01:42		0:01:43		0:01:38				0:02:07				0:00:57		0:02:11										0:01:34

		Max Wait Time		0:18:41						0:10:54		0:06:16		0:08:24		0:05:41		0:00:05		0:10:54				0:08:39		0:10:45		0:10:25		0:13:02		0:09:04		0:00:31		0:13:02						0:12:29		0:15:35		0:11:17		0:08:13		0:00:00		0:15:35				0:10:34		0:18:41		0:13:59		0:10:32		0:12:36				0:18:41				0:09:52		0:13:14										0:13:14

		Service Level (<95% calls under 5 min)		89.03%						90.57%		94.61%		97.37%		99.37%		100.00%		96.38%				94.71%		94.33%		94.09%		92.96%		96.00%		100.00%		95.35%						70.81%		71.60%		94.48%		89.33%		0.00%		81.56%				93.71%		65.97%		88.00%		87.74%		85.61%				84.21%				93.57%		81.71%										87.64%

		Talk Time (Avg)		0:05:30						0:05:41		0:05:03		0:04:54		0:04:45		0:04:56		0:05:03				0:05:17		0:05:27		0:05:24		0:05:26		0:05:50		0:06:19		0:05:37						0:06:04		0:06:10		0:05:54		0:05:29		0:00:00		0:05:54				0:05:56		0:05:54		0:05:41		0:05:45		0:05:13				0:05:41				0:05:11		0:05:23										0:05:17

		Call Handle Time (Avg)		0:07:30						0:07:38		0:07:09		0:06:23		0:06:36		0:05:48		0:06:42				0:07:18		0:07:40		0:07:35		0:07:39		0:08:10		0:08:15		0:07:46						0:08:25		0:08:35		0:08:04		0:07:31		0:00:00		0:08:08				0:07:47		0:08:02		0:07:39		0:07:25		0:07:04				0:07:35				0:07:06		0:07:30										0:07:18

		Max Agents		4.55						3.16		2.73		2.07		2.36		0.08		3.16				3.31		3.44		3.92		4.55		3.26		0.83		4.55						3.54		2.94		2.93		2.30		0.00		3.54				2.50		3.21		2.78		2.42		1.91				3.21				2.16		3										2.98





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		Calls Received		1881						155		113		95		109		9		481				130		107		88		111		119		44		599		90				91		103		103		61		0		448				48		39		44		38		55				224				83		46										129

		Calls Handled		1843						153		112		94		108		8		475				128		105		87		109		114		44		586		85				91		103		98		60		0		436				48		39		44		36		53				220				79		46										125

		Calls Abandoned		17						1		0		0		0		0		2				1		1		0		2		3		0		7		0				0		0		1		0		0		2				0		0		0		1		1				2				3		0										3

		Abandon %		1.15%						0.87%		0.00%		0.00%		0.31%		3.85%		1.01%				1.10%		0.77%		0.27%		1.70%		2.76%		0.00%		1.10%		0.00%				0.00%		0.00%		1.37%		0.80%		0.00%		0.43%				0.30%		0.49%		0.44%		2.33%		1.64%				1.04%				3.65%		0.66%										2.16%

		Avg Time to Abandon		0:04:57						0:06:03		0:00:00		0:00:00		0:03:36		0:07:02		0:03:20				0:07:05		0:10:00		0:05:43		0:11:03		0:07:13		0:00:00		0:06:50		0:00:00				0:00:00		0:00:00		0:06:29		0:02:10		0:00:00		0:01:43				0:06:14		0:05:11		0:06:11		0:04:43		0:03:22				0:05:08				0:09:43		0:05:43										0:07:43

		Average Wait Time (>5 min)		0:01:18						0:01:02		0:00:14		0:00:05		0:00:04		0:00:28		0:00:22				0:00:57		0:01:17		0:00:04		0:01:19		0:02:29		0:00:19		0:01:04		0:00:50				0:00:15		0:00:04		0:00:45		0:00:18		0:00:00		0:00:26				0:00:17		0:00:24		0:00:48		0:02:15		0:02:44				0:01:17				0:05:34		0:01:05										0:03:19

		Max Wait Time		0:32:25						0:11:15		0:04:19		0:03:37		0:03:18		0:06:20		0:11:15				0:17:02		0:13:58		0:04:53		0:25:56		0:23:05		0:07:03		0:25:56		0:15:59				0:06:31		0:01:52		0:13:19		0:05:41		0:00:00		0:15:59				0:05:10		0:13:52		0:17:58		0:18:14		0:19:34				0:19:34				0:32:25		0:09:54										0:32:25

		Service Level (<95% calls under 5 min)		77.72%						66.02%		90.26%		97.52%		98.15%		84.00%		87.19%				86.73%		76.42%		97.55%		75.97%		67.44%		89.76%		82.31%		82.99%				93.21%		97.70%		80.48%		90.44%		0.00%		88.96%				84.45%		92.16%		90.67%		60.24%		59.09%				77.32%				35.53%		70.10%										52.82%

		Talk Time (Avg)		0:10:21						0:10:00		0:11:06		0:09:32		0:10:44		0:14:06		0:11:05				0:09:53		0:10:16		0:10:04		0:10:41		0:10:40		0:12:32		0:10:41		0:12:44				0:10:11		0:09:59		0:10:36		0:10:38		0:00:00		0:10:49				0:09:56		0:10:17		0:09:08		0:10:12		0:09:27				0:09:48				0:09:08		0:09:36										0:09:22

		Call Handle Time (Avg)		0:17:11						0:16:46		0:17:40		0:15:55		0:18:12		0:20:31		0:17:48				0:16:34		0:17:04		0:16:24		0:17:51		0:16:54		0:19:40		0:17:24		0:19:33				0:16:49		0:16:47		0:18:24		0:18:12		0:00:00		0:17:57				0:16:56		0:17:19		0:15:43		0:16:15		0:15:53				0:16:25				0:16:23		0:16:17										0:16:20

		Percent. calls transferred by front line/General Queue		9.56%						2:36:44		2:45:32		2:45:13		3:01:52		2:32:28		11.41%				2:38:22		2:17:41		1:56:41		2:18:45		2:03:11		2:09:34		2:14:02		2:29:49				2:30:16		3:48:11		4:12:40		2:30:40		0:00:00		3:06:19				1:30:00		1:34:13		1:45:25		1:33:32		2:03:10				1:41:16				2:05:32		1:18:51										7.10%

		Max Agents		26.62						26.62		19.37		14.31		16.42		1.48		26.62				20.88		18.43		16.75		20.41		20.36		6.93		20.88		10.91				17.18		14.21		14.96		12.68		0.00		17.18				15.42		9.85		9.82		11.64		10.76				15.42				17.46		15:34:32										17.46





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		Busy		0						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		Caller canceled		2						0		0		0		0		0		0				0		0		0		0		0		0		0		1				0		0		0		0		0		1				0		0		0		0		1				1				0		0										0

		Connected		402						14		0		0		0		0		14				14		15		0		22		37		0		88		190				0		0		1		2		0		193				0		3		5		17		22				47				54		6										60

		Error		1						0		0		0		0		1		1				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		Invalid Number		0						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		No Answer		23						2		0		0		0		0		2				1		0		0		0		4		0		5		6				0		0		1		0		0		7				0		0		0		2		0				2				7		0										7

		No Response		57						1		0		0		0		0		1				6		1		0		2		5		0		14		20				0		0		0		0		0		20				0		1		0		5		5				11				11		0										11

		Total Requests		485						17		0		0		0		1		18				21		16		0		24		46		0		107		217				0		0		2		2		0		221				0		4		5		24		28				61				72		6										78

		% Connected 		74.43%						82%		na		na		na		0%		41.18%				67%		94%		na		92%		80%		na		83%		88%				na		na		50%		100%		0%		79%				na		75%		100%		71%		79%				81%				75%		100%										87.50%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		Busy		1						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		1		0		0				1				0		0										0

		Caller canceled		1						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		1		0		0				1				0		0										0

		Connected		265						30		9		0		0		2		41				23		15		3		4		75		0		120		0				0		0		7		6		0		13				5		6		27		3		13				54				36		1										37

		Error		0						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		Invalid Number		0						0		0		0		0		0		0				0		0		0		0		0		0		0		0				0		0		0		0		0		0				0		0		0		0		0				0				0		0										0

		No Answer		14						0		0		0		0		0		0				1		1		0		1		7		0		10		0				0		0		0		0		0		0				0		0		3		0		0				3				1		0										1

		No Response		48						1		5		0		0		3		9				2		6		0		0		10		0		18		0				0		0		0		0		0		0				2		0		6		0		1				9				12		0										12

		Total Requests		329						31		14		0		0		5		50				26		22		3		5		92		0		148		0				0		0		7		6		0		13				7		6		38		3		14				68				49		1										50

		% Connected 		84.89%						97%		64%		na		na		40%		67.02%				88%		68%		100%		80%		82%		na		84%		na				na		na		100%		100%		0%		100%				71%		100%		71%		100%		93%				87%				73%		100%										86.73%





		Top Call Drivers		Jan		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week Jan 1		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week Jan 8		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week Jan 15		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week Jan 22		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week Jan 29

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		40																0														17		17		23														23																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		58																0																0										20						20								18		20						38																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		360								29								29																0						37		29		22		24				112				31		28		28		32		26				145				42		32										74

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1023						85		66		61		79		3		294				75		63		71		60		72		22		363						69		43		36		32				180				31		22		23				27				103				41		42										83

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		238																0																0								28		22						50				33				21		22		29				105				49		34										83

		Good Faith		101																0				101												101																0																0																0

		How Do I Apply?		1641						103		80		81		65		11		340						119		99		135		156		72		581		106				69		50		67		41				333				53		47		51		45		61				257				56		74										130

		How Do I Create an Account?		170												29		4		33						60						29		15		104		33														33																0																0

		How Do I Update My Application?		909						69		52		40		46		8		215				63				41		45		62		26		237						51		48		45		40				184				56		31		37		31		25				180				45		48										93

		How To Enroll In a Plan?		1531						90		60		54		61		4		269				85		74		100		107		158		77		601		107				72		43		42		57				321				56		45		39		49		51				240				55		45										100

		Income Change		0																0																0																0																0																0

		Income Decrease		273						41										41				33		42				32		37				144		19										21				40				28				20								48																0

		Income Increase		339						52				23				2		77				31				26								57						29		31				17				77				27		17				25						69				32		27										59

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2650						169		126		109		120		10		534				179		183		186		162		215		72		997		143				117		87		82		75				504				93		75		82		77		63				390				119		106										225

		MNTR		0																0																0																0																0																0

		Multiple changes		189								34								34						29		33						14		76		30														30				29								20				49																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		272										25				3		28						33		40		41		69		23		206		38														38																0																0

		Payment/Billing Questions		620						96		60		57		43		4		260				36		39		24		30		42				171						31		24								55						20						29				49				47		38										85

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		911						63		52		35		35		8		193				63		64		79		73		80		38		397		83				30				23		18				154						27		23		25		27				102				38		27										65

		Residential Address Change/Correction		17																0																0																0						17										17																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		383						81		55		37		30				203				37						29						66						30		27		21		36				114																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		11												11				11																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		9																0																0																0																0						9										9

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		6																0																0										6						6																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		285						15		22		18		17				72				22		30		20		22		43		5		142						25				15		13				53				7				11								18																0

		CSR-Status of Enrollment		437						35		21		33		39				128				36		24		21		23		24				128						11		15		23		12				61				18		21		13		15		16				83				15		22										37

		CSR-Status of Reported Change		115								9		10						19				14				10								24						13		9								22				10		10				6		9				35				15												15

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		4																0																0												4				4																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		6																0																0																0				6												6																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		24						19										19																0												5				5																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		4																0														4		4																0																0																0

		How Do I Apply?		147								9		15						24				18		16		19		22		28				103																0						8		12								20																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		231						19				15		16				50				20		22				16		17		3		78						17		9		14						40						8		9		12		10				39				15		9										24

		How To Enroll In a Plan?		213						10		11								21						17		17		19		21		4		78						11		10		15		9				45				13		9				9		12				43				12		14										26

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		100																0																0								7								7								11		10		13				34				29		30										59

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		11												11				11																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		5																0														5		5																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0

		ARC

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		382						16		16		25		14				71				20		18		20		35		23		3		119						22		21		19		15				77				13		21		14		21		12				81				14		20										34

		CSR-Determination Result		412						34		21		10		26				91				20		25		25		34		20				124						24		21		14		13				72				19		15		21		16		17				88				17		20										37

		CSR-Newborn Status		388						20		24		24		12				80				18		16		13		30		16				93						32		14		17		12				75				11		32		25		20		9				97				15		28										43

		CSR-Paper Application		21										9						9																0																0				12												12																0

		CSR-Pending Case		0																0																0																0																0																0

		CSR-Public Program Status		866						37		35		36		38				146				51		46		71		57		38		5		268						44		36		43		41				164				42		40		40		52		33				207				29		52										81

		CSR-Status Before Appointment		11																0																0																0						11										11																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		6																0														6		6																0																0																0

		How Do I Update My Application?		4																0														4		4																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		267						11		21				12				44				22		24		14		27		16		6		109						15		15		18		15				63								13		9		7				29				11		11										22

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP

		MCRE		707		 				61		45		42		41				189		 		59		60				49		79				247		 				36		18		18		18				90		 		27		17		21		23		24				112		 		35		34										69

		Counties		1416		 				108		81		67		79				335		 		120		123				113		15				371		 				81		69		69		57				276		 		66		58		61		54		39				278		 		84		72										156







		Top Call Drivers		Jan

		CC				16983.2435678243

		MCRE/Counties		2650		0.1560361535

		How Do I Apply?		1641		0.096624652

		How To Enroll In a Plan?		1531		0.0901476796

		Enrollment Status Check		1023		0.0602358434

		Request to Close Application^		911		0.0536411079

		How Do I Update My Application?		909		0.0535233447

		Payment/Billing Questions		620		0.0365065718

		Same Day Term		383		0.0225516403

		Directed to Submit Verifications		360		0.0211973642

		Income Increase		339		0.0199608513

		Income Decrease		273		0.0160746679

		Password Reset/Account Unlock		272		0.0160157863

		Gain of ESI/MEC		238		0.014013813

		Multiple changes		189		0.0111286162

		How Do I Create an Account?		170		0.0100098664

		Good Faith		101		0.0059470383

		Checking on Status of Reported Change		58		0.0034151309

		A Referral		40		0.0023552627

		Residential Address Change/Correction		17		0.0010009866



		Broker		 		3101

		CSR-Status of Enrollment		437		0.1409222831

		CSR-Determination Result		285		0.0919058368

		How Do I Update My Application?		231		0.0744920993

		How To Enroll In a Plan?		213		0.0686875202

		How Do I Apply?		147		0.0474040632

		CSR-Status of Reported Change		115		0.0370848114

		Lost or will lose employer health care coverage		100		0.032247662

		Gain of ESI/MEC		24		0.0077394389

		APTC/CSR Questions		11		0.0035472428

		Password Reset/Account Unlock		11		0.0035472428

		Caller Hung up without speaking		9		0.0029022896

		CSR Public Program Status		6		0.0019348597

		Error by MNsure		6		0.0019348597

		Request to Close Application^		5		0.0016123831

		CSR-Status of Verifications		4		0.0012899065

		Good Faith		4		0.0012899065



		ARC				3042

		CSR-Public Program Status		866		0.2846811308

		CSR-Determination Result		412		0.1354372124

		CSR-Newborn Status		388		0.127547666

		CSR- QHP Status		382		0.1255752794

		Password Reset/Account Unlock		267		0.0877712032

		CSR-Paper Application		21		0.0069033531

		CSR-Status Before Appointment		11		0.0036160421

		How to Enroll in a Plan		6		0.0019723866

		How Do I Update My Application?		4		0.0013149244





Dec 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week Dec 25

		Calls Received (MNsure)		23338										1009		864		102		1975				1280		1119		1048		1049		962		102		5560				1544		1750		2262		2416		615		58		8645				1006		762		659		603		405		0		3435						1054		859		924		886				3723

		Calls Handled		22677										1003		861		99		1963				1256		1112		1034		1034		953		100		5490				1488		1671		2048		2243		611		58		8119				996		758		655		595		404		0		3408						1048		855		922		872				3697

		Calls Abandoned		511										3		0		0		3				17		4		10		10		6		0		46				48		64		184		147		3		0		446				4		0		0		0		0		0		4						1		2		2		8				12

		Abandon % (>5%)(Less Short Aban)		0.96%										0.27%		0.00%		0.00%		0.09%				1.29%		0.33%		0.94%		0.95%		0.67%		0.00%		0.70%				3.12%		3.66%		8.15%		6.07%		0.45%		0.00%		3.58%				0.37%		0.00%		0.00%		0.00%		0.00%		0.00%		0.07%						0.08%		0.21%		0.20%		0.90%				0.35%

		Avg Time to Abandon		0:04:16										0:04:48		0:00:00		0:00:00		0:01:36				0:05:38		0:06:38		0:05:45		0:07:13		0:05:37		0:00:00		0:05:08				0:06:33		0:06:24		0:10:08		0:09:53		0:05:50		0:00:00		0:06:28				0:06:07		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:01:13						0:09:11		0:07:21		0:05:06		0:06:10				0:06:57

		Average Wait Time (>5 min)		0:01:01										0:00:16		0:00:12		0:00:14		0:00:14				0:01:05		0:00:22		0:00:52		0:00:49		0:00:51		0:00:07		0:00:41				0:02:33		0:03:05		0:08:17		0:07:22		0:00:10		0:00:22		0:03:38				0:00:41		0:00:02		0:00:03		0:00:02		0:00:02		0:00:00		0:00:10						0:00:14		0:00:07		0:00:17		0:00:51				0:00:22

		Max Wait Time		0:52:04										0:08:00		0:10:35		0:11:37		0:11:37				0:21:22		0:06:09		0:15:38		0:16:40		0:16:35		0:02:14		0:21:22				0:28:32		0:19:50		0:52:04		0:41:56		0:14:18		0:04:59		0:52:04				0:12:24		0:00:16		0:02:05		0:01:11		0:00:17		0:00:00		0:12:24						0:08:16		0:04:43		0:11:42		0:12:27				0:12:27

		Service Level (<95% calls under 5 min)		90.32%										97.10%		98.19%		99.11%		98.13%				85.16%		95.56%		91.57%		89.54%		92.77%		100.00%		92.43%				71.26%		56.98%		34.60%		35.81%		98.06%		95.16%		65.31%				91.73%		100.00%		100.00%		100.00%		100.00%		0.00%		98.35%						97.97%		100.00%		98.72%		92.86%				97.39%

		Talk Time (Avg)		0:09:00										0:09:11		0:09:29		0:08:18		0:08:59				0:09:12		0:08:54		0:09:30		0:09:14		0:08:56		0:10:12		0:09:19				0:09:09		0:09:09		0:09:51		0:09:45		0:07:45		0:07:40		0:08:53				0:08:40		0:08:54		0:09:03		0:08:16		0:09:41		0:00:00		0:08:54						0:08:30		0:09:20		0:09:00		0:08:48				0:08:54

		Call Handle Time (Avg)		0:15:05										0:15:45		0:15:55		0:13:51		0:15:10				0:15:13		0:14:44		0:15:33		0:15:19		0:14:46		0:17:00		0:15:25				0:15:10		0:15:25		0:16:03		0:15:56		0:12:59		0:12:23		0:14:39				0:14:30		0:14:52		0:14:52		0:14:31		0:16:11		0:00:00		0:14:59						0:14:41		0:15:26		0:15:31		0:15:17				0:15:13

		Transfer Out		na										na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		0		na						na		na		na		na				na

		First Call Resolution %		83.19%										81.62%		83.67%		87.01%		84.10%				82.18%		82.32%		83.08%		84.21%		84.95%		81.29%		83.00%				84.98%		85.28%		83.96%		84.74%		81.03%		84.42%		84.07%				82.55%		84.46%		82.78%		83.02%		84.09%		0.00%		83.38%						80.93%		81.81%		81.92%		81.00%				81.41%

		Complaints Received		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0

		Complaints Resolved		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0

		Helpline (Transfers from Vendor)		2186										102		80		14		196				112		104		119		106		85		9		535				156		134		154		185		59		4		692				80		54		80		54		54		0		322						134		103		94		110				441

		Short Abandon (under 60 seconds)		42										1		0		0		1				4		0		1		1		2		0		8				4		7		8		6		2		0		27				2		0		0		1		0		0		3						1		0		1		1				3

		% of calls answered in under 10 minutes		97.41%										100.00%		99.79%		99.11%		99.63%				99.63%		100.00%		98.61%		99.21%		96.24%		100.00%		98.95%				94.02%		97.00%		69.66%		71.24%		99.85%		100.00%		88.63%				99.72%		100.00%		100.00%		100.00%		100.00%		0.00%		99.94%						100.00%		100.00%		99.90%		99.59%				99.87%

		Occupany		na										na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		0.00%		na						na		na		na		na				na

		Max Agents		115.50										48.57		41.69		4.46		48.57				58.72		49.97		50.43		49.10		42.91		5.24		58.72				71.53		80.62		108.30		115.50		24.23		2.13		115.50				43.72		33.63		30.49		26.47		21.00		0.00		43.72						48.44		41.17		43.84		42.20				48.44





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week Dec 25

		Calls Received (MNsure)		5456										205		220		16		441				258		246		266		338		310		32		1450				344		470		481		411		152		1		1859				216		205		166		154		71		0		812						230		225		230		209				894

		Calls Handled		4974										195		205		16		416				237		237		250		307		291		31		1353				299		386		400		368		146		1		1600				207		187		152		147		70		0		763						211		214		211		206				842

		Calls Abandoned		426										7		11		0		18				12		7		15		26		17		1		78				33		84		79		43		4		0		243				6		12		13		6		1		0		38						17		11		18		3				49

		Abandon % (>5%)(Less Short Aban)		5.39%										3.41%		5.00%		0.00%		2.80%				4.65%		2.85%		5.64%		7.69%		5.48%		3.12%		4.91%				9.59%		17.87%		16.42%		10.46%		2.63%		0.00%		9.50%				2.78%		5.85%		7.83%		3.90%		1.41%		0.00%		4.35%						7.39%		4.89%		7.83%		1.44%				5.39%

		Avg Time to Abandon		0:03:36										0:02:43		0:01:49		0:00:00		0:01:30				0:03:33		0:01:45		0:07:14		0:04:41		0:04:35		0:01:22		0:03:51				0:06:59		0:09:36		0:08:59		0:06:10		0:04:26		0:00:00		0:06:01				0:03:08		0:03:17		0:04:09		0:05:16		0:02:45		0:00:00		0:03:43						0:02:48		0:03:25		0:03:58		0:01:33				0:02:56

		Average Wait Time (>5 min)		0:03:04										0:01:13		0:01:57		0:00:19		0:01:09				0:01:51		0:00:45		0:03:05		0:03:09		0:02:05		0:00:46		0:01:56				0:05:19		0:11:05		0:12:31		0:08:55		0:00:49		0:00:02		0:06:26				0:01:46		0:03:42		0:03:31		0:02:18		0:00:09		0:00:00		0:02:17						0:04:12		0:03:59		0:03:15		0:02:47				0:03:33

		Max Wait Time		0:43:44										0:10:01		0:12:52		0:04:52		0:12:52				0:13:08		0:11:05		0:22:01		0:27:10		0:19:09		0:09:47		0:27:10				0:26:47		0:28:23		0:33:39		0:43:44		0:07:19		0:00:02		0:43:44				0:11:47		0:19:52		0:15:35		0:18:11		0:03:10		0:00:00		0:19:52						0:15:51		0:19:14		0:15:01		0:21:49				0:21:49

		Service Level (<95% calls under 5 min)		71.34%										83.08%		71.15%		93.75%		82.66%				72.08%		92.41%		69.60%		63.67%		78.77%		90.32%		77.81%				55.08%		24.87%		27.95%		36.74%		89.04%		100.00%		55.61%				76.08%		61.26%		58.55%		74.83%		98.57%		0.00%		73.86%						49.30%		67.76%		73.93%		76.10%				66.77%

		Talk Time (Avg)		0:07:37										0:07:48		0:08:21		0:05:55		0:07:21				0:06:23		0:07:24		0:08:35		0:07:50		0:06:52		0:07:32		0:07:26				0:07:34		0:07:54		0:08:13		0:08:17		0:07:25		0:07:16		0:07:46				0:07:23		0:08:15		0:09:01		0:08:26		0:08:19		0:00:00		0:08:16						0:07:43		0:07:00		0:07:29		0:06:59				0:07:17

		Call Handle Time (Avg)		0:12:01										0:12:18		0:13:07		0:08:43		0:11:22				0:10:45		0:11:42		0:13:19		0:11:42		0:10:33		0:09:28		0:11:14				0:11:41		0:11:42		0:12:05		0:12:40		0:12:17		0:12:03		0:12:04				0:11:59		0:13:28		0:14:49		0:13:54		0:12:55		0:00:00		0:13:25						0:12:19		0:11:50		0:12:33		0:11:18				0:12:00

		Max Agents		14.00										6.76		7.61		0.39		7.61				7.31		7.70		9.24		10.14		8.56		0.81		10.14				10.09		12.55		14.00		13.75		5.05		0.03		14.00				6.99		7.14		6.30		5.72		2.51		0.00		7.14						7		7.03		7.39		6.46				7.39





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week Dec 25

		Calls Received (MNsure)		4425										203		193		6		958				205		203		177		199		202		8		994				217		239		220		213		171		4		1064				186		163		148		151		100		0		748						141		189		187		144				661

		Calls Handled		4299										197		190		6		937				194		194		177		190		195		7		957				211		228		216		208		159		4		1026				183		162		146		147		100		0		738						134		183		187		137				641

		Calls Abandoned		114										5		3		0		20				9		9		0		9		6		0		33				6		11		3		4		11		0		35				2		1		1		4		0		0		8						7		5		0		6				18

		Abandon % (>5%)(Less Short Aban)		2.25%										2.46%		1.55%		0.00%		1.75%				4.39%		4.43%		0.00%		4.52%		2.97%		0.00%		2.72%				2.76%		4.60%		1.36%		1.88%		6.43%		0.00%		2.84%				1.08%		0.61%		0.68%		2.65%		0.00%		0.00%		1.00%						4.96%		2.65%		0.00%		4.17%				2.95%

		Avg Time to Abandon		0:02:12										0:02:59		0:02:17		0:00:00		0:02:03				0:03:54		0:02:40		0:00:00		0:05:12		0:02:26		0:00:00		0:02:22				0:02:20		0:04:13		0:03:12		0:03:43		0:02:45		0:00:00		0:02:42				0:04:39		0:00:43		0:01:39		0:01:11		0:00:00		0:00:00		0:01:38						0:02:50		0:02:46		0:00:00		0:03:34				0:02:17

		Average Wait Time (>5 min)		0:00:58										0:01:20		0:01:19		0:00:03		0:00:58				0:01:38		0:02:45		0:00:30		0:01:49		0:00:57		0:00:06		0:01:17				0:01:38		0:02:04		0:00:28		0:00:20		0:01:24		0:00:03		0:00:59				0:00:33		0:00:24		0:00:36		0:01:03		0:00:38		0:00:00		0:00:38						0:01:02		0:01:12		0:00:53		0:00:42				0:00:57

		Max Wait Time		0:17:13										0:14:29		0:07:23		0:00:05		0:14:29				0:11:31		0:17:13		0:05:51		0:10:40		0:05:56		0:00:14		0:17:13				0:10:11		0:12:58		0:07:48		0:07:13		0:13:12		0:00:05		0:13:12				0:09:34		0:05:01		0:06:39		0:06:20		0:06:01		0:00:00		0:09:34						0:08:47		0:13:24		0:06:54		0:13:25				0:13:25

		Service Level (<95% calls under 5 min)		88.29%										83.25%		78.95%		100.00%		86.66%				76.29%		68.56%		93.79%		76.32%		89.74%		100.00%		84.12%				74.41%		75.00%		94.91%		97.12%		81.76%		100.00%		87.20%				93.99%		96.91%		91.78%		84.35%		88.00%		0.00%		91.01%						84.33%		90.71%		97.86%		97.08%				92.49%

		Talk Time (Avg)		0:05:31										0:06:06		0:05:20		0:02:36		0:05:18				0:05:22		0:06:22		0:05:36		0:06:03		0:05:38		0:05:46		0:05:47				0:05:35		0:05:32		0:05:45		0:05:23		0:05:57		0:05:05		0:05:32				0:05:33		0:05:24		0:05:04		0:05:43		0:05:17		0:00:00		0:05:24						0:06:33		0:05:29		0:04:56		0:05:12				0:05:32

		Call Handle Time (Avg)		0:07:42										0:08:21		0:07:35		0:08:30		0:08:08				0:07:28		0:08:31		0:07:36		0:08:12		0:07:52		0:08:52		0:08:05				0:07:36		0:07:39		0:07:56		0:07:19		0:07:56		0:06:48		0:07:32				0:07:28		0:07:16		0:07:09		0:07:41		0:07:11		0:00:00		0:07:21						0:08:44		0:07:33		0:06:43		0:06:50				0:07:27

		Max Agents		4.05										3.79		3.19		0.14		3.80				3.18		3.81		3.25		3.48		3.44		0.20		3.81				3.72		4.05		4.02		3.50		2.88		0.08		4.05				3.09		2.72		2.50		2.74		1.54		0.00		3.09						3		3.01		2.76		1.91				3.01





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week Dec 25

		Calls Received		2004										102		80		14		14				112		104		119		106		85		9		535				156		134		154		185		59		4		692				80		54		80		54		54		0		322						134		103		94		110				441

		Calls Handled		1936										101		80		13		13				112		103		116		104		84		9		527				151		128		131		165		58		4		637				80		54		79		54		53		0		320						133		103		94		109				439

		Calls Abandoned		47										0		0		0		0				0		0		2		1		1		0		4				4		5		17		16		1		0		42				0		0		0		0		0		0		0						0		0		0		0				1

		Abandon %		1.18%										0.45%		0.00%		2.50%		0.00%				0.19%		0.41%		1.81%		0.93%		0.75%		0.00%		0.68%				2.42%		4.12%		12.88%		9.44%		1.20%		0.00%		5.01%				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%						0.22%		0.28%		0.26%		0.00%				0.19%

		Avg Time to Abandon		0:03:33										0:04:26		0:00:00		0:58:29		0:00:00				0:06:32		0:07:36		0:05:39		0:10:33		0:06:17		0:00:00		0:06:06				0:08:06		0:07:06		0:13:10		0:11:46		0:05:50		0:00:00		0:07:39				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00						0:05:29		0:05:30		0:05:12		0:00:00				0:04:02

		Average Wait Time (>5 min)		0:01:28										0:00:29		0:00:23		0:00:08		0:00:08				0:00:42		0:00:19		0:01:44		0:00:49		0:01:53		0:00:09		0:00:56				0:02:43		0:03:25		0:15:08		0:12:58		0:00:25		0:00:04		0:05:47				0:00:33		0:00:02		0:00:04		0:00:02		0:00:02		0:00:00		0:00:08						0:00:27		0:00:10		0:00:28		0:00:31				0:00:24

		Max Wait Time		0:52:04										0:08:00		0:10:35		0:51:03		0:02:52				0:15:32		0:06:09		0:15:38		0:16:40		0:16:35		0:01:47		0:16:40				0:28:32		0:15:31		0:52:04		0:41:56		0:14:18		0:00:15		0:52:04				0:12:24		0:00:13		0:02:05		0:01:11		0:00:13		0:00:00		0:12:24						0:08:16		0:04:43		0:11:42		0:11:30				0:11:42

		Service Level (<95% calls under 5 min)		83.29%										84.84%		91.99%		92.31%		100.00%				80.30%		89.28%		66.44%		80.42%		78.59%		91.67%		81.12%				50.65%		29.04%		18.23%		20.75%		87.15%		100.00%		50.97%				83.25%		100.00%		98.51%		99.17%		100.00%		0.00%		96.19%						82.25%		94.65%		87.86%		87.99%				88.19%

		Talk Time (Avg)		0:10:35										0:10:46		0:11:19		0:09:36		0:09:36				0:10:36		0:10:12		0:10:59		0:10:38		0:10:52		0:14:04		0:11:13				0:11:12		0:10:59		0:12:46		0:12:42		0:09:21		0:08:08		0:10:51				0:10:11		0:10:26		0:10:38		0:09:24		0:11:37		0:00:00		0:10:27						0:09:53		0:11:13		0:11:12		0:10:54				0:10:48

		Call Handle Time (Avg)		0:17:01										0:17:14		0:17:59		0:15:04		0:15:04				0:17:01		0:16:06		0:17:05		0:17:13		0:17:20		0:21:45		0:17:45				0:17:37		0:17:48		0:19:53		0:19:54		0:14:53		0:12:55		0:17:10				0:16:23		0:16:57		0:16:51		0:16:24		0:19:11		0:00:00		0:17:09						0:16:49		0:18:18		0:18:33		0:18:18				0:17:59

		Percent. calls transferred by front line/General Queue		10.62%										2:25:34		2:13:20		3:17:38		13.73%				2:06:00		2:13:50		2:43:30		2:25:30		2:07:14		2:07:03		2:17:11				2:25:29		1:50:15		1:38:02		1:50:15		2:18:08		1:39:18		1:56:55				1:54:30		1:42:02		2:54:48		2:08:57		3:12:00		0:00:00		2:22:27						3:03:04		2:52:39		2:26:29		0.12				11.82%

		Max Agents		44.46										21.19		18.12		1.67		1.67				25.46		21.67		20.91		20.60		19.20		2.29		25.46				30.32		28.80		42.00		44.46		10.29		0.65		44.46				17.37		14.21		12.67		11.02		9.32		0.00		17.37						18:29:44		18.03		19.51		18.29				20.77





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week Dec 25

		Busy		6										0		0		0		0				0		0		0		0		0		0		0				0		0		3		2		0		0		5				1		0		0		0		0		0		1						0		0		0		0				0

		Caller canceled		4										0		0		0		0				0		0		0		0		0		0		0				0		0		2		2		0		0		4				0		0		0		0		0		0		0						0		0		0		0				0

		Connected		708										1		4		0		27				4		0		23		0		27		0		54				58		58		250		246		2		0		614				7		0		0		0		0		0		7						3		0		2		1				6

		Error		1										0		0		0		0				0		0		0		0		0		0		0				0		0		1		0		0		0		1				0		0		0		0		0		0		0						0		0		0		0				0

		Invalid Number		1										0		0		0		0				0		0		0		0		0		0		0				0		0		0		1		0		0		1				0		0		0		0		0		0		0						0		0		0		0				0

		No Answer		46										1		0		0		5				0		0		0		0		3		0		3				5		3		17		13		0		0		38				0		0		0		0		0		0		0						0		0		0		0				0

		No Response		126										2		0		0		10				6		0		11		0		1		0		18				7		7		50		33		0		0		97				0		0		0		0		0		0		0						1		0		0		0				1

		Total Requests		892										4		4		0		42				10		0		34		0		31		0		75				70		68		323		297		2		0		760				8		0		0		0		0		0		8						4		0		2		1				7

		% Connected 		78.53%										25%		100%		na		62.88%				40%		na		68%		na		87%		na		65%				83%		85%		77%		83%		100%		na		86%				88%		na		na		na		na		0%		88%						75%		na		100%		100%				91.67%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

		Busy		2										0		0		0		0				0		0		0		0		0		0		0				0		0		1		1		0		0		2				0		0		0		0		0		0		0						0		0		0		0				31-Dec

		Caller canceled		12										0		0		0		0				0		0		0		0		6		0		6				0		1		1		4		0		0		6				0		0		0		0		0		0		0						0		0		0		0				31-Dec

		Connected		977										0		0		1		19				24		0		1		0		229		0		254				49		87		269		255		0		0		660				18		0		0		0		0		0		18						0		0		0		26				26-Jan

		Error		4										0		0		0		0				0		0		0		0		1		0		1				0		0		2		1		0		0		3				0		0		0		0		0		0		0						0		0		0		0				31-Dec

		Invalid Number		0										0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				31-Dec

		No Answer		57										0		0		0		3				0		0		0		0		8		0		8				2		8		19		15		0		0		44				1		0		0		0		0		0		1						0		0		0		1				1-Jan

		No Response		152										0		0		0		2				3		0		0		0		17		0		20				7		12		64		44		0		0		127				3		0		0		0		0		0		3						0		0		0		0				31-Dec

		Total Requests		1204										0		0		1		24				27		0		1		0		261		0		289				58		108		356		320		0		0		842				22		0		0		0		0		0		22						0		0		0		27				27-Jan

		% Connected 		87.91%										na		na		100%		89.13%				89%		na		100%		na		88%		na		92%				84%		81%		76%		80%		na		na		80%				82%		na		na		na		na		0%		82%						na		na		na		31-Dec				31-Dec





		Top Call Drivers		Dec		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week Dec 4		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week Dec 11		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week Dec 18		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week Dec 25

		CC

		1095A Questions		0																0																0																0																0

		14 Day		0																0																0																0																0

		A Referral		74										36		30		3		69																0														5		5																0

		Address Change/Correction		0																0																0																0																0

		APTC		0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0

		Carrier Error Report		0																0																0																0																0

		Checking on Status of Reported Change		18																0																0																0								18								18

		Close in lieu of Processing Change		0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0

		Determination Result		0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0

		Directed to Submit Verifications		447										39						39				40								35				75				49								19		3		71				33		34		25		24		15				131						52		35				44

		Disable Account Request		0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0

		Enrollment Notice		62										62						62																0																0																0

		Eligibility Verification Notice		0																0																0																0																0

		Enrollment Status Check		1583												48		14		62				69		69		72		74		67		14		365				120		132		128		132		52		8		572				122		56		48		47		26				299						75		66		80		64

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		310												27				27														3		3												26				26				34		28				24						86						52		34		51		31

		Good Faith		0																0																0																0																0

		How Do I Apply?		1954										83		75		13		171				125		114		89		104		96		6		534				146		150		198		187		47		5		733				54		67		40		37		31				229						84		73		63		67

		How Do I Create an Account?		157																0										37						37								59		47						106												14				14

		How Do I Update My Application?		1298										64		53		10		127				91		80		66		62		67		6		372				93		91		91		103		28		6		412				52		34		43		40		31				200						68		35		45		39

		How To Enroll In a Plan?		1966										80		84		5		169				107		101		81		88		74				451				144		176		214		269		41				844				65		49		61		49		25				249						69		75		60		49

		Income Change		0																0																0																0																0

		Income Decrease		454										39		31		3		73				55				41				32		5		133				56		57		53								166				26												26										28		28

		Income Increase		588												39				39				57		45		44		38		41				225				57				47		46		32				182						25						16				41						41		31		29

		Loss of ESI		0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0

		Loss of Public Program		0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0

		MCRE/Counties		3224										117		126		5		248				174		167		157		167		141		12		818				190		272		293		346		71		11		1183				160		97		85		87		64				493						131		99		118		134

		MNTR		0																0																0																0																0

		Multiple changes		183																0								32						10		42						53				51		20				124												17				17

		Multiple Household IDs		0																0																0																0																0

		No IC		0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0

		PARN Notice		0																0																0																0																0

		Passive Enrollment Question		150										38				11		49						48								4		52						47								2		49																0

		Password Reset/Account Unlock		510														5		5				40		35		50		37		32				194				55		68		72		79						274								20		17						37

		Payment/Billing Questions		302																0																0																0				38		32		19		23						112						45		46		53		46

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0

		Public Program Status		15																																0																0												15				15

		Recon		0																0																0																0																0

		Request to Close Application^		1061										39		46		8		93				49		46		43		42		36		7		223				69		98		106		125		18		2		418				50		47		29		34						160						51		36		35		45

		Residential Address Change/Correction		2																0																0														2		2																0

		Returned Mail-Mailing Address Update		0																0																0																0																0

		Same Day Term		0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0

																				0																0																0																0

		Broker		 																0																0																0																0

		APTC/CSR Questions		4																0																0																0												4				4

		ARP Unemployment Insurance Inquiry		0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0

		Consumer Initiated Termination		14																0																0																0																0								14

		COVID-19 SEP		0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0

		CSR Public Program Status		2																0														2

		CSR QHP  Status		12																0																0																0						12										12

		CSR-Determination Result		498										16				4		20				23		27		32		43		30		6		161				29		43		51		54		11				188				19		23		15		24		8				89								21		19

		CSR-Status of Enrollment		348												15										19				20						39								33		48		18				99				31		32				15		16				94						32		32		21		16

		CSR-Status of Reported Change		97										12				2		14																0																0				9				16				9				34						13				23		13

		CSR-Status Before Appt		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		Directed to GI Status		0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0

		Error by MNsure		0																0																0																0																0

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		8														1		1																0												7				7																0

		General Certification Questions		0																0																0																0																0

		Good Faith		0																0																0																0																0

		How Do I Apply?		275												19		3		22						21		21		21		32		5		100				24				38		32						94				10				9		12						31						14						14

		How Do I Create an Account?		3																0														3		3																0																0

		How Do I Update My Application?		472										21		28				49				24		22		31		34		33		4		148				35		38		41		33		13				160				11		14		14		19						58						15		15		27

		How To Enroll In a Plan?		204										14		15				29				24		15		18				17				74						30						10		1		41										8		6				14						14		16				16

		Loss of COBRA		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		37																0																0																0								7								7										11		19

		Lost or will lose other health care coverage		0																0																0																0																0

		No Changes		0																0																0																0																0

		No Questionnaire^		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Over 30 days		0																0																0																0																0

		Paper Application		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0

		Password Reset/Account Unlock		110																0				19								25				44				30		36										66																0

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		253										21		26				47				19				17		22						58				24		32		34		38						128						20										20

		Residential Address Change/Correction		0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																0																0																0																0

		ARC																		0																0																0																0

		Assister Manual Account Request																		0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		1																0														1		1																0																0

		Close in lieu of Processing Change		1																0																0														1		1																0

		CSR- QHP Status		462										31		17		1		49				29		16		33		20		34		2		134				26		29		31		23		24				133				30		17				24		9				80						22				30		14

		CSR-Determination Result		468										24		22		4		50				13		33		24		14		29				113				29		24		22		22		16				113				29		16		26		25		14				110						22		21		24		15

		CSR-Newborn Status		442										21		18				39				19		19		14		25		27		2		106				27		21		29		27		35		2		141				19		34		15		9		11				88						19				24		25

		CSR-Paper Application		24																0																0																0						8						8				16						8

		CSR-Pending Case		67																0								13		13		10				36								20				11				31																0

		CSR-Public Program Status		927										45		51		1		97				56		47		46		44		46				239				39		55		57		49		29				229				43		37		36		63		40				219						27		32		43		41

		CSR-Status Before Appointment		10																0																0																0								10								10

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		Directed to GI Status		1																0														1		1																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		0																0																0																0																0

		How Do I Update My Application?																																																																										14

		How to Enroll in a Plan		16																0																0																0																0								16

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		198										18		11				29				16		15										31				21		29				24				1		75				15				14		9						38										19		6

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		2																0														2		2																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0

		Unable to Verify Consumer PII		0																0																0																0																0

				0																0																0																0																0

		PP																		0																0																0																0

		MCRE		1200		 								53				 				 		71		60		62		79		57				329		 		96		113		106		113		24		6		458		 		87		44		33		25				 		189		 				50		32		44		45		 

		Counties		1777		 								64				 		64		 		103		107		95		88		84				477		 		94		159		187		233		47		5		725		 		73		53		52		62				 		240		 				41		67		74		89		 

																				0

																				0

																				0

		Top Call Drivers		Dec

		CC				22677.1772464523

		MCRE/Counties		3224		0.1421693699

		How To Enroll In a Plan?		1966		0.0866950934

		How Do I Apply?		1954		0.086165927

		Enrollment Status Check		1583		0.0698058662

		How Do I Update My Application?		1298		0.0572381644

		Request to Close Application^		1061		0.0467871282

		Income Increase		588		0.0259291531

		Password Reset/Account Unlock		510		0.0224895715

		Income Decrease		454		0.0200201284

		Directed to Submit Verifications		447		0.019711448

		Gain of ESI/MEC		310		0.0136701317

		Payment/Billing Questions		302		0.0133173541

		Multiple changes		183		0.0080697874

		How Do I Create an Account?		157		0.0069232603

		Passive Enrollment Question		150		0.0066145799

		A Referral		74		0.0032631927

		Enrollment Notice		62		0.0027340263

		Checking on Status of Reported Change		18		0.0007937496

		Public Program Status		15		0.000661458

		Residential Address Change/Correction		2		0.0000881944



		Broker		 		4974

		CSR-Determination Result		498		0.1001206273

		How Do I Update My Application?		472		0.0948934459

		CSR-Status of Enrollment		348		0.0699638118

		How Do I Apply?		275		0.055287495

		Request to Close Application^		253		0.0508644954

		How To Enroll In a Plan?		204		0.041013269

		Password Reset/Account Unlock		110		0.022114998

		CSR-Status of Reported Change		97		0.0195014073

		Lost or will lose employer health care coverage		37		0.0074386811

		Consumer Initiated Termination		14		0.0028146361

		CSR QHP  Status		12		0.0024125452

		Gain of ESI/MEC		8		0.0016083635

		APTC/CSR Questions		4		0.0008041817

		How Do I Create an Account?		3		0.0006031363

		CSR Public Program Status		2		0.0004020909



		ARC				4299

		CSR-Public Program Status		927		0.2156315422

		CSR-Determination Result		468		0.1088625262

		CSR- QHP Status		462		0.1074668528

		CSR-Newborn Status		442		0.102814608

		Password Reset/Account Unlock		198		0.0460572226

		CSR-Pending Case		67		0.0155850198

		CSR-Paper Application		24		0.0055826936

		How to Enroll in a Plan		16		0.0037217958

		CSR-Status Before Appointment		10		0.0023261224

		Request to Close Application^		2		0.0004652245

		Caller Hung up Without Speaking		1		0.0002326122

		Close in lieu of Processing Change		1		0.0002326122

		Directed to GI Status		1		0.0002326122





Nov 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		Calls Received (MNsure)		19208						1285		1012		861		825				3983				1057		875		932		801		600				4265				1099		978		886		858		841				4662				1118		898		706								2722				1316		1187		1073								3576

		Calls Handled		18962						1246		1004		855		817				3922				1043		864		924		793		594				4217				1087		964		881		849		839				4620				1096		892		687								2675				1300		1164		1064								3527

		Calls Abandoned		157						34		7		0		5				46				6		9		5		2		5				27				4		11		3		5		0				22				16		1		15								32				8		16		5								30

		Abandon % (>5%)(Less Short Aban)		0.83%						2.65%		0.72%		0.00%		0.55%				0.98%				0.61%		1.04%		0.49%		0.23%		0.90%				0.65%				0.40%		1.10%		0.31%		0.53%		0.00%				0.47%				1.40%		0.10%		2.17%								1.22%				0.62%		1.37%		0.50%								0.83%

		Avg Time to Abandon		0:06:28						0:06:33		0:06:11		0:00:00		0:07:45				0:05:07				0:06:46		0:06:22		0:09:27		0:04:39		0:06:31				0:06:45				0:04:51		0:06:12		0:05:55		0:05:12		0:00:00				0:04:26				0:05:38		0:14:40		0:09:25								0:09:54				0:06:04		0:07:02		0:05:19								0:06:08

		Average Wait Time (>5 min)		0:00:43						0:01:40		0:00:36		0:00:03		0:00:44				0:00:45				0:00:37		0:00:49		0:00:39		0:00:05		0:00:53				0:00:36				0:00:25		0:00:24		0:00:16		0:00:28		0:00:07				0:00:20				0:01:31		0:00:05		0:02:39								0:01:25				0:00:32		0:00:57		0:00:08								0:00:32

		Max Wait Time		0:22:31						0:18:39		0:19:32		0:03:12		0:14:17				0:19:32				0:22:31		0:16:03		0:20:13		0:06:32		0:18:46				0:22:31				0:09:36		0:08:08		0:12:25		0:11:22		0:04:27				0:12:25				0:20:28		0:06:27		0:21:01								0:21:01				0:11:49		0:14:11		0:03:53								0:14:11

		Service Level (<80% calls under 5 min)		92.47%						84.59%		93.13%		99.79%		90.56%				92.02%				94.99%		89.36%		94.18%		99.54%		90.32%				93.68%				94.40%		93.76%		97.37%		95.05%		99.46%				96.01%				83.58%		99.49%		77.50%								86.86%				94.10%		87.48%		99.83%								93.80%

		Talk Time (Avg)		0:09:25						0:09:27		0:09:38		0:09:19		0:09:28				0:09:28				0:09:44		0:09:33		0:09:32		0:09:35		0:10:06				0:09:42				0:09:31		0:09:11		0:09:07		0:09:12		0:09:25				0:09:17				0:09:09		0:09:23		0:09:18								0:09:16				0:09:17		0:09:24		0:09:23								0:09:21

		Call Handle Time (Avg)		0:16:05						0:16:02		0:16:37		0:16:10		0:16:54				0:16:25				0:17:06		0:16:37		0:16:30		0:16:40		0:17:20				0:16:50				0:16:13		0:15:29		0:15:39		0:15:35		0:16:06				0:15:48				0:15:32		0:15:51		0:15:41								0:15:41				0:15:34		0:15:36		0:15:52								0:15:40

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na				na		na		na								na

		First Call Resolution %		82.30%						81.08%		79.94%		83.90%		83.83%				82.19%				81.35%		81.58%		81.60%		82.93%		83.02%				82.10%				81.92%		81.41%		83.54%		79.75%		81.80%				81.68%				82.02%		84.24%		84.37%								83.54%				82.06%		80.17%		83.76%								82.00%

		Complaints Received		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		Complaints Resolved		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		Helpline (Transfers from Vendor)		1970						110		105		85		85				385				95		88		92		75		68				418				146		110		70		81		92				499				100		95		77								272				143		131		122								396

		Short Abandon (under 60 seconds)		17						3		0		0		0				3				3		0		0		0		0				3				1		1		1		0		0				3				1		2		1								4				1		1		2								4

		% of calls answered in under 10 minutes		98.03%						97.34%		98.46%		100.00%		98.33%				98.53%				97.63%		98.42%		97.83%		100.00%		97.88%				98.35%				100.00%		100.00%		99.89%		99.57%		100.00%				99.89%				94.89%		100.00%		86.32%								93.74%				99.38%		99.54%		100.00%								99.64%

		Occupany		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na				na		na		na								na

		Max Agents		62.98						62.06		51.55		42.44		42.72				62.06				54.64		44.47		46.90		40.52		32.17				54.64				56.01		46.70		41.55		40.66		41.69				56.01				52.55		43.67		34.18								52.55				62.98		56.97		52.60								62.98





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		Calls Received (MNsure)		4222						205		194		182		183				764				226		176		170		201		163				936				198		189		236		231		184				1038				234		239		198								671				263		281		269								813

		Calls Handled		3961						192		182		177		178				729				212		168		161		183		150				874				181		186		216		212		178				973				226		229		192								647				248		249		241								738

		Calls Abandoned		221						9		8		4		4				25				14		7		8		15		13				57				14		2		17		15		5				53				6		8		6								20				11		27		28								66

		Abandon % (>5%)(Less Short Aban)		5.05%						4.39%		4.12%		2.20%		2.19%				3.23%				6.19%		3.98%		4.71%		7.46%		7.98%				6.06%				7.07%		1.06%		7.20%		6.49%		2.72%				4.91%				2.56%		3.35%		3.03%								2.98%				4.18%		9.61%		10.41%								8.07%

		Avg Time to Abandon		0:03:16						0:03:21		0:01:58		0:02:23		0:01:08				0:02:12				0:03:58		0:03:44		0:02:58		0:03:15		0:04:17				0:03:38				0:05:39		0:00:57		0:04:55		0:03:48		0:03:41				0:03:48				0:03:20		0:02:23		0:02:27								0:02:43				0:03:05		0:04:23		0:04:27								0:03:58

		Average Wait Time (>5 min)		0:01:49						0:01:30		0:01:13		0:01:03		0:01:32				0:01:19				0:02:23		0:01:56		0:01:25		0:01:50		0:04:16				0:02:22				0:01:49		0:00:58		0:02:38		0:02:41		0:00:44				0:01:46				0:00:48		0:00:28		0:01:14								0:00:50				0:00:46		0:03:50		0:03:56								0:02:50

		Max Wait Time		0:25:58						0:14:01		0:08:57		0:12:50		0:15:16				0:15:16				0:16:54		0:11:44		0:09:17		0:11:11		0:21:38				0:21:38				0:25:58		0:17:14		0:17:21		0:18:56		0:11:31				0:25:58				0:12:15		0:05:47		0:09:05								0:12:15				0:09:08		0:25:18		0:16:18								0:25:18

		Service Level (<95% calls under 5 min)		76.37%						59.31%		81.52%		87.64%		79.33%				76.95%				73.58%		72.62%		79.63%		70.27%		53.33%				69.89%				78.14%		86.02%		64.84%		72.56%		90.50%				78.41%				88.99%		96.51%		85.42%								90.30%				90.84%		58.10%		50.00%								66.31%

		Talk Time (Avg)		0:06:45						0:06:38		0:07:26		0:06:26		0:06:15				0:06:41				0:06:24		0:06:48		0:06:50		0:06:29		0:07:19				0:06:46				0:07:02		0:07:11		0:06:19		0:06:46		0:06:24				0:06:44				0:06:54		0:06:44		0:06:37								0:06:45				0:06:49		0:07:18		0:06:31								0:06:52

		Call Handle Time (Avg)		0:11:02						0:11:12		0:12:10		0:10:35		0:10:45				0:11:10				0:11:02		0:11:05		0:12:14		0:10:55		0:10:45				0:11:12				0:11:37		0:10:47		0:09:33		0:10:31		0:10:26				0:10:34				0:10:40		0:11:11		0:11:04								0:10:58				0:11:01		0:11:34		0:11:11								0:11:15

		Max Agents		8.17						6.07		6.28		5.24		5.35				6.28				6.50		5.17		5.50		5.61		4.48				6.50				5.90		5.57		5.81		6.28		5.19				6.28				6.72		7.11		5.90								7.11				7.71		8		7.48								8.17





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		Calls Received (MNsure)		3787						187		213		213		161				774				224		180		161		194		151				910				197		206		204		176		188				971				209		187		180								576				184		179		193								556

		Calls Handled		3624						185		207		208		157				757				215		175		155		188		140				873				185		190		190		166		178				909				195		178		168								541				179		175		190								544

		Calls Abandoned		151						0		5		5		3				13				9		5		4		6		10				34				9		15		14		10		9				57				14		9		12								35				5		4		3								12

		Abandon % (>5%)(Less Short Aban)		3.90%						0.00%		2.35%		2.35%		1.86%				1.64%				4.02%		2.78%		2.48%		3.09%		6.62%				3.80%				4.57%		7.28%		6.86%		5.68%		4.79%				5.84%				6.70%		4.81%		6.67%								6.06%				2.72%		2.23%		1.55%								2.17%

		Avg Time to Abandon		0:02:49						0:00:00		0:01:52		0:02:39		0:02:43				0:01:48				0:03:55		0:03:07		0:04:36		0:02:15		0:02:56				0:03:21				0:06:27		0:03:37		0:02:49		0:02:44		0:02:45				0:03:40				0:02:54		0:02:50		0:02:59								0:02:54				0:01:58		0:02:13		0:02:56								0:02:22

		Average Wait Time (>5 min)		0:01:16						0:00:27		0:00:24		0:01:22		0:00:42				0:00:43				0:01:29		0:00:56		0:00:49		0:01:03		0:01:19				0:01:07				0:02:27		0:01:08		0:01:26		0:02:03		0:01:36				0:01:44				0:02:26		0:00:54		0:01:59								0:01:46				0:00:27		0:01:22		0:01:21								0:01:03

		Max Wait Time		0:20:32						0:05:02		0:08:37		0:07:21		0:07:22				0:08:37				0:12:39		0:07:41		0:07:39		0:07:30		0:07:12				0:12:39				0:20:32		0:14:08		0:10:52		0:13:00		0:09:05				0:20:32				0:12:53		0:09:54		0:09:24								0:12:53				0:05:59		0:12:00		0:09:41								0:12:00

		Service Level (<95% calls under 5 min)		82.30%						82.80%		95.17%		80.29%		92.99%				87.81%				79.07%		88.00%		88.39%		83.51%		80.00%				83.79%				74.59%		86.32%		80.53%		72.89%		75.28%				77.92%				66.15%		88.76%		73.21%								76.04%				94.97%		81.71%		81.05%								85.91%

		Talk Time (Avg)		0:05:52						0:05:58		0:05:39		0:05:42		0:05:23				0:05:40				0:05:56		0:05:55		0:06:24		0:05:50		0:06:33				0:06:07				0:05:53		0:05:58		0:05:31		0:07:10		0:05:58				0:06:06				0:05:33		0:05:30		0:05:26								0:05:29				0:05:28		0:05:56		0:06:25								0:05:56

		Call Handle Time (Avg)		0:08:00						0:08:07		0:07:41		0:08:08		0:07:27				0:07:50				0:08:09		0:08:11		0:08:44		0:07:43		0:08:24				0:08:14				0:07:48		0:08:07		0:07:23		0:09:20		0:08:25				0:08:12				0:07:32		0:07:40		0:07:34								0:07:35				0:07:46		0:07:55		0:08:42								0:08:07

		Max Agents		3.98						3.61		3.73		3.84		3.00				3.84				3.98		3.48		3.08		3.20		2.55				3.98				3.29		3.65		3.10		3.49		3.39				3.65				3.27		3.20		2.67								3.27				3.13		3		3.80								3.80





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		Calls Received		1970						110		105		85		85				385				95		88		92		75		68				418				146		110		70		81		92				499				100		95		77								272				143		131		122								396

		Calls Handled		1943						107		103		85		83				378				94		85		90		75		67				412				145		110		69		80		92				496				98		94		73								265				141		130		121								393

		Calls Abandoned		19						3		2		0		1				5				1		2		1		0		1				5				1		0		0		1		0				2				2		0		4								6				1		0		0								1

		Abandon %		1.11%						2.35%		1.62%		0.00%		1.29%				1.32%				0.56%		2.38%		1.16%		0.00%		1.50%				1.12%				0.39%		0.00%		0.54%		1.25%		0.00%				0.44%				1.63%		0.25%		5.26%								2.38%				0.49%		0.18%		0.21%								0.29%

		Avg Time to Abandon		0:05:53						0:08:07		0:06:11		0:00:00		0:07:45				0:05:30				0:08:48		0:06:22		0:09:27		0:00:00		0:07:02				0:06:19				0:04:52		0:00:00		0:04:41		0:05:12		0:00:00				0:02:57				0:06:05		0:11:02		0:09:11								0:08:46				0:07:27		0:05:12		0:05:02								0:05:53

		Average Wait Time (>5 min)		0:01:16						0:02:03		0:01:17		0:00:05		0:01:42				0:01:16				0:01:04		0:01:47		0:01:30		0:00:07		0:01:41				0:01:13				0:00:22		0:00:04		0:00:33		0:01:02		0:00:07				0:00:25				0:02:10		0:00:09		0:06:34								0:02:57				0:00:54		0:00:29		0:00:07								0:00:30

		Max Wait Time		0:22:31						0:15:35		0:19:32		0:03:12		0:14:17				0:19:32				0:22:31		0:16:03		0:20:13		0:06:32		0:18:46				0:22:31				0:09:36		0:02:54		0:12:25		0:11:22		0:04:27				0:12:25				0:19:09		0:06:27		0:21:01								0:21:01				0:11:49		0:14:11		0:03:53								0:14:11

		Service Level (<95% calls under 5 min)		80.13%						61.05%		98.72%		99.29%		70.47%				82.38%				87.92%		68.10%		78.04%		96.81%		72.93%				80.76%				86.91%		97.88%		85.98%		73.18%		96.16%				88.02%				64.96%		94.70%		33.23%								64.30%				77.32%		83.52%		94.80%								85.21%

		Talk Time (Avg)		0:11:12						0:11:38		0:11:45		0:10:45		0:11:24				0:11:23				0:11:13		0:11:10		0:10:42		0:11:22		0:11:47				0:11:14				0:11:30		0:10:39		0:10:43		0:10:39		0:11:35				0:11:01				0:10:37		0:11:24		0:11:17								0:11:06				0:11:05		0:11:58		0:10:45								0:11:16

		Call Handle Time (Avg)		0:17:57						0:18:45		0:18:32		0:17:35		0:18:25				0:18:19				0:18:38		0:17:57		0:17:13		0:18:33		0:19:01				0:18:16				0:18:26		0:17:11		0:17:05		0:16:54		0:18:28				0:17:36				0:17:03		0:18:07		0:17:43								0:17:37				0:17:38		0:18:35		0:17:36								0:17:56

		Percent. calls transferred by front line/General Queue		10.30%						2:03:16		2:29:24		2:22:09		2:28:21				9.78%				2:09:25		2:24:49		2:22:08		2:14:49		2:43:12				2:22:53				3:11:18		2:41:57		1:53:46		2:15:56		2:37:31				2:32:06				2:08:48		2:32:20		2:37:03								2:26:03				2:36:28		2:38:55		2:43:43								11.09%

		Max Agents		29.76						28.83		25.41		18.64		19.83				28.83				27.46		20.97		20.60		17.81		14.04				27.46				26.25		22.51		17.64		18.81		20.09				26.25				23.19		19.96		15.88								23.19				29.76		6:22:06		23.55								29.76





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		Busy		2						0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		0				0				1		0		0								1				0		0		0								0

		Caller canceled		1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1								1				0		0		0								0

		Connected		256						49		14		0		0				63				13		20		23		1		21				78				4		0		4		10		0				18				33		1		41								75				15		7		0								22

		Error		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		No Answer		18						5		0		0		0				5				0		0		5		0		0				5				0		0		0		0		0				0				1		0		3								4				2		2		0								4

		No Response		35						4		4		0		0				8				0		2		4		0		1				7				1		0		1		3		0				5				4		0		3								7				5		3		0								8

		Total Requests		312						58		18		0		0				76				13		23		32		1		22				91				5		0		5		13		0				23				39		1		48								88				22		12		0								34

		% Connected 		79.86%						84%		78%		na		na				81.13%				100%		87%		72%		100%		95%				91%				80%		na		80%		77%		na				79%				85%		100%		85%								90%				68%		58%		na								58.33%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		Caller canceled		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		Connected		89						34		0		0		0				34				1		0		0		0		1				2				8		0		0		0		0				8				27		0		0								27				0		18		0								18

		Error		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0		0								0

		No Answer		9						4		0		0		0				4				0		0		0		0		0				0				0		0		0		0		0				0				2		0		0								2				0		3		0								3

		No Response		14						9		0		0		0				9				0		0		0		0		0				0				0		0		0		0		0				0				3		0		0								3				0		2		0								2

		Total Requests		112						47		0		0		0				47				1		0		0		0		1				2				8		0		0		0		0				8				32		0		0								32				0		23		0								23

		% Connected 		87.00%				na		72%		na		na		na				72.34%				100%		na		na		na		100%				100%				100%		na		na		na		na				100%				84%		na		na								84%				na		78%		na								78.26%





		Top Call Drivers		Nov		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week Nov 6		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week Nov 13		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week Nov 20		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week Nov 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		232								44		28						72								39		30						69				36		30										66								25								25																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		557												25				25				42		34		38				37				151				53		37		35				27				152				40		35										75				51		55		48								154

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1051						68		49		58		43				218				43		54		42		49						188				56		63		63		37		48				267				41		61		49								151				71		88		68								227

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		27																0																0										27						27																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1699						121		88		82		86				377				92		78		90		62		61				383				109		87		81		89		70				436				102		73		57								232				96		90		85								271

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1321						86		65		58		55				264				75		56		65		60		40				296				68		72		56		76		64				336				83		58		49								190				85		73		77								235

		How To Enroll In a Plan?		1502						86		86		63		67				302				94		83		83		67		57				384				55		75		72		65		64				331				74		67		54								195				87		93		110								290

		Income Change		0																0																0																0																0																0

		Income Decrease		715						56		41		36		40				173				58				47		36		26				167				45		41		39		45		35				205				38		46		24								108				62												62

		Income Increase		897						50		48		46		41				185				65		46		44		34		32				221				61		52		39		32		44				228				57		34										91				57		69		46								172

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2424						134		106		103		96				439				127		106		104		106		68				511				154		123		125		107		104				613				148		113		95								356				198		144		163								505

		MNTR		0																0																0																0																0																0

		Multiple changes		301						42		40		30		27				139						34										34												27				27						26		25								51						50										50

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		180																0												26				26										27						27				41												41				41		45										86

		Password Reset/Account Unlock		336						49										49				40		33				37		23				133				41				38								79								24								24				51												51

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																																0																0																0

		Public Program Status		0																																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		693						72		51		44		34				201				39		40		35		32		25				171						31		39		37		35				142				42		34		27								103						45		31								76

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		393						21		12		25		27				85				22		15		12		12		20				81				17		33		33		21		17				121				16		20		13								49				30		27										57

		CSR-Status of Enrollment		189						22		16												14		8		10		9						41				15		10				12		14				51				15		14		15								44								15

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		12																0																0						12										12																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		258								9		15		10				34				14		16		14		21		9				74				14		24		17		15						70				18												18				19		22		21								62

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		432						18		29		26		17				90				23		17		19		29		17				105				17		20		19		26		14				96				21		27		22								70				21		31		19								71

		How To Enroll In a Plan?		253						17		15		15		11				58				14		13				9		9				45				12								16				28				21		17		17								55				19		20		28								67

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		55																0												8				8																0						12										12						17		18								35

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		82										8						8																0								13		16		13				42								13								13				19												19

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		28												9				9								8								8								11								11																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		19						19										19																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		420						26		20		22		21				89				37		16		9		27		23				112				11		19		22		25		18				95				17		15		20								52				24		22		26								72

		CSR-Determination Result		501						25		25		17		13				80				26		17		29		24		9				105				31		28		37		13		29				138				31		33		29								93				37		21		27								85

		CSR-Newborn Status		396						18		29		21		12				80				16		22		14		19		17				88				20		28		19		8		21				96				15		23		24								62				17		37		16								70

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		13												13				13																0																0																0																0

		CSR-Public Program Status		854						53		48		57		44				202				45		42		40		48		27				202				61		25		36		34		38				194				40		49		42								131				45		40		40								125

		CSR-Status Before Appointment		14										14						14																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		301						21		22								43				17		19		11		22		12				81				19		19		16		18		15				87				14		18		15								47				14		12		17								43

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		885		 				43		30		38		28		 				 		38		43		34		34		27				176		 		67		50		40		41		30		 		228		 		55		40		55						 		150		 		74		55		63						 

		Counties		1598		 				91		76		65		68		 		300		 		89		63		70		72		41				335		 		87		73		85		66		74		 		385		 		93		73		89						 		255		 		124		89		110						 		323











		Top Call Drivers		Nov

		CC				19208

		MCRE/Counties		2424		12.62%

		How Do I Apply?		1699		8.85%

		How To Enroll In a Plan?		1502		7.82%

		How Do I Update My Application?		1321		6.88%

		Enrollment Status Check		1051		5.47%

		Income Increase		897		4.67%

		Income Decrease		715		3.72%

		Request to Close Application^		693		3.61%

		Directed to Submit Verifications		557		2.90%

		Password Reset/Account Unlock		336		1.75%

		Multiple changes		301		1.57%

		A Referral		232		1.21%

		Passive Enrollment Question		180		0.94%

		Gain of ESI/MEC		27		0.14%

		Broker		 		4222

		How Do I Update My Application?		432		10.23%

		CSR-Determination Result		393		9.31%

		How Do I Apply?		258		6.11%

		How To Enroll In a Plan?		253		5.99%

		CSR-Status of Enrollment		189		4.48%

		Password Reset/Account Unlock		82		1.94%

		Lost or will lose employer health care coverage		55		1.30%

		Request to Close Application^		28		0.66%

		Status of My SEP Request		19		0.45%

		CSR-Status Before Appt		12		0.28%

		ARC				3787

		CSR-Public Program Status		854		22.55%

		CSR-Determination Result		501		13.23%

		CSR- QHP Status		420		11.09%

		CSR-Newborn Status		396		10.46%

		Password Reset/Account Unlock		301		7.95%

		CSR-Status Before Appointment		14		0.37%

		CSR-Pending Case		13		0.34%





Oct 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		Calls Received (MNsure)		14070				582		467		411		504		610				2574				824		694		855		817		686				3876				907		776		672		576		560				3491				745		685		622		568		590				3210				919												919

		Calls Handled		13550				581		460		404		484		565				2494				780		684		817		755		676				3711				857		684		663		547		558				3310				712		683		595		561		582				3133				903												903

		Calls Abandoned		443				0		5		6		18		41				70				43		6		33		52		5				139				43		93		6		22		1				165				27		2		23		5		6				64				4												4

		Abandon % (>5%)(Less Short Aban)		2.54%				0.00%		1.13%		1.51%		3.48%		6.70%				2.56%				5.27%		0.91%		3.81%		6.36%		0.68%				3.41%				4.76%		11.98%		0.96%		3.82%		0.16%				4.34%				3.69%		0.27%		3.68%		0.95%		1.07%				1.93%				0.48%												0.48%

		Avg Time to Abandon		0:10:11				0:00:00		0:05:05		0:03:59		0:07:07		0:09:15				0:05:05				0:08:58		0:04:44		0:07:55		0:09:19		0:06:14				0:07:26				0:10:23		0:14:52		0:06:56		0:07:45		0:07:16				0:09:26				0:11:25		0:07:07		0:14:08		0:10:23		0:08:29				0:10:18				0:18:41												0:18:41

		Average Wait Time (>5 min)		0:02:42				0:00:22		0:00:10		0:01:20		0:02:43		0:07:14				0:02:21				0:04:34		0:00:56		0:02:49		0:06:18		0:01:11				0:03:09				0:05:51		0:09:44		0:00:46		0:03:07		0:00:28				0:03:59				0:05:11		0:00:07		0:01:57		0:01:27		0:00:33				0:01:51				0:02:09												0:02:09

		Max Wait Time		1:05:47				0:27:23		0:09:55		0:21:45		0:25:23		0:50:11				0:50:11				0:38:50		0:12:34		0:25:46		0:37:33		0:20:08				0:38:50				0:36:42		1:05:47		0:14:16		0:24:57		0:13:24				1:05:47				0:39:40		0:05:43		0:31:39		0:29:38		0:16:34				0:39:40				0:19:33												0:19:33

		Service Level (<95% calls under 5 min)		70.11%				93.23%		95.64%		84.48%		76.71%		61.48%				82.31%				64.31%		77.79%		61.88%		55.70%		82.29%				68.39%				60.94%		60.00%		88.15%		65.43%		92.14%				73.33%				65.67%		96.32%		81.78%		86.51%		85.71%				83.20%				43.31%												43.31%

		Talk Time (Avg)		0:09:19				0:08:35		0:09:03		0:08:26		0:08:36		0:09:15				0:08:47				0:09:09		0:08:52		0:09:19		0:09:33		0:10:06				0:09:23				0:09:50		0:09:32		0:09:02		0:09:10		0:09:35				0:09:25				0:09:12		0:09:21		0:09:54		0:10:11		0:09:09				0:09:33				0:09:29												0:09:29

		Call Handle Time (Avg)		0:16:24				0:15:27		0:15:59		0:15:29		0:15:49		0:16:48				0:15:54				0:16:14		0:15:44		0:16:13		0:16:42		0:16:56				0:16:21				0:16:45		0:16:14		0:15:48		0:16:16		0:16:33				0:16:19				0:16:21		0:16:14		0:16:41		0:17:18		0:16:33				0:16:37				0:16:50												0:16:50

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												na

		First Call Resolution %		79.00%				79.64%		81.29%		84.21%		81.71%		77.52%				80.87%				77.38%		80.11%		75.43%		74.60%		76.69%				76.84%				75.14%		76.98%		76.99%		77.93%		77.70%				76.95%				77.72%		80.66%		80.70%		83.94%		79.13%				80.43%				79.91%												79.91%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Helpline (Transfers from Vendor)		1279				69		62		54		42		62				289				87		72		63		48		52				322				59		59		55		52		51				276				68		49		57		64		64				302				90												90

		Short Abandon (under 60 seconds)		100				0		1		1		2		4				8				5		1		3		1		2				12				6		8		2		1		1				18				2		0		0		0		1				3				59												59

		% of calls answered in under 10 minutes		90.85%				98.92%		100.00%		93.85%		87.36%		71.92%				90.41%				79.79%		99.34%		86.74%		66.79%		95.87%				85.71%				72.61%		75.03%		97.35%		84.68%		99.84%				85.90%				80.88%		100.00%		92.75%		92.62%		99.38%				93.12%				99.09%												99.09%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												ERROR:#DIV/0!

		Max Agents		47.16				27.92		23.51		20.05		24.05		31.64				31.64				41.29		33.49		41.41		40.38		34.72				41.41				45.15		38.08		31.92		28.49		28.08				45.15				37.09		33.07		31.55		30.39		30.06				37.09				47.16												47.16





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		Calls Received (MNsure)		1968				59		72		65		57		76				329				88		98		95		101		119				501				91		91		53		96		84				415				103		118		103		113		109				546				177												177

		Calls Handled		1903				58		70		63		52		71				314				85		90		92		100		117				484				91		88		53		92		84				408				101		114		98		112		106				531				166												166

		Calls Abandoned		48				1		0		1		4		5				11				3		5		2		1		2				13				0		2		0		2		0				4				2		4		1		0		2				9				11												11

		Abandon % (>5%)(Less Short Aban)		2.94%				1.69%		0.00%		1.54%		7.02%		6.58%				3.37%				3.41%		5.10%		2.11%		0.99%		1.68%				2.66%				0.00%		2.20%		0.00%		2.08%		0.00%				0.86%				1.94%		3.39%		0.97%		0.00%		1.83%				1.63%				6.21%												6.21%

		Avg Time to Abandon		0:02:13				0:00:43		0:00:00		0:03:22		0:03:53		0:01:53				0:01:58				0:02:52		0:02:46		0:05:24		0:01:28		0:05:08				0:03:31				0:00:00		0:02:39		0:00:00		0:01:47		0:00:00				0:00:53				0:02:46		0:03:16		0:01:52		0:00:00		0:00:40				0:01:42				0:03:01												0:03:01

		Average Wait Time (>5 min)		0:01:12				0:00:10		0:00:46		0:01:29		0:01:07		0:01:54				0:01:05				0:00:27		0:02:37		0:00:59		0:00:23		0:00:45				0:01:02				0:00:30		0:00:15		0:00:04		0:00:18		0:00:40				0:00:21				0:01:15		0:01:28		0:00:37		0:00:16		0:00:21				0:00:47				0:02:46												0:02:46

		Max Wait Time		0:15:34				0:02:26		0:07:33		0:11:11		0:14:51		0:15:34				0:15:34				0:05:38		0:12:49		0:13:32		0:06:54		0:07:39				0:13:32				0:07:41		0:10:08		0:00:27		0:07:09		0:12:36				0:12:36				0:09:00		0:09:57		0:08:52		0:04:10		0:07:45				0:09:57				0:11:07												0:11:07

		Service Level (<95% calls under 5 min)		72.39%				93.10%		80.28%		64.62%		77.19%		56.76%				74.39%				83.91%		52.58%		80.85%		91.09%		76.47%				76.98%				87.91%		90.00%		100.00%		92.63%		83.33%				90.77%				72.55%		59.83%		84.31%		91.07%		90.57%				79.67%				40.12%												40.12%

		Talk Time (Avg)		0:06:56				0:06:28		0:07:54		0:06:57		0:07:03		0:07:36				0:07:11				0:06:54		0:06:53		0:08:09		0:06:57		0:06:10				0:07:00				0:06:34		0:06:34		0:07:08		0:07:05		0:06:59				0:06:52				0:06:21		0:06:32		0:06:52		0:07:01		0:05:41				0:06:29				0:07:11												0:07:11

		Call Handle Time (Avg)		0:12:01				0:11:16		0:14:08		0:11:58		0:11:50		0:12:51				0:12:24				0:11:03		0:11:29		0:13:36		0:11:52		0:11:50				0:11:58				0:11:53		0:11:35		0:12:21		0:11:48		0:11:21				0:11:47				0:12:04		0:12:04		0:12:12		0:11:33		0:11:04				0:11:47				0:12:10												0:12:10

		Max Agents		5.61				1.81		2.79		1.93		1.42		1.99				2.79				2.38		2.59		3.32		2.91		3.23				3.32				2.63		2.43		1.65		3.08		2.65				3.08				2.91		3.03		3.46		3.63		3.29				3.63				5.61												5.61





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		Calls Received (MNsure)		3090				176		160		161		119		106		 		722				146		163		147		106		143				705				160		159		179		133		120				751				150		170		161		153		116				750				162												162

		Calls Handled		2990				166		155		158		117		106				702				136		157		139		103		140				675				157		156		171		131		115				730				148		164		154		146		115				727				156												156

		Calls Abandoned		89				8		5		1		1		0				15				9		6		8		3		3				29				3		2		8		2		5				20				2		6		7		6		1				22				3												3

		Abandon % (>5%)(Less Short Aban)		2.63%				4.55%		3.12%		0.62%		0.84%		0.00%				1.83%				6.16%		3.68%		5.44%		2.83%		2.10%				4.04%				1.88%		1.26%		4.47%		1.50%		4.17%				2.66%				1.33%		3.53%		4.35%		3.92%		0.86%				2.80%				1.85%												1.85%

		Avg Time to Abandon		0:03:18				0:02:48		0:03:22		0:02:48		0:01:38		0:00:00				0:02:07				0:04:17		0:05:57		0:04:32		0:05:29		0:01:47				0:04:24				0:06:34		0:04:37		0:01:49		0:03:45		0:03:21				0:04:01				0:01:48		0:07:16		0:03:22		0:04:09		0:02:18				0:03:46				0:02:14												0:02:14

		Average Wait Time (>5 min)		0:01:16				0:02:27		0:01:34		0:00:18		0:00:26		0:00:18				0:01:00				0:02:53		0:03:37		0:01:48		0:01:02		0:00:58				0:02:03				0:01:34		0:01:41		0:00:51		0:01:00		0:01:18				0:01:16				0:00:52		0:01:55		0:01:43		0:01:05		0:00:23				0:01:11				0:00:48												0:00:48

		Max Wait Time		0:17:45				0:13:41		0:10:00		0:04:57		0:06:29		0:03:41				0:13:41				0:13:54		0:17:45		0:15:17		0:13:22		0:07:39				0:17:45				0:10:13		0:10:08		0:11:18		0:06:42		0:11:42				0:11:42				0:09:16		0:12:50		0:11:21		0:10:31		0:04:56				0:12:50				0:08:57												0:08:57

		Service Level (<95% calls under 5 min)		66.64%				45.45%		59.38%		87.58%		83.05%		84.91%				72.07%				47.95%		35.58%		61.90%		72.64%		61.54%				55.92%				58.75%		58.23%		73.18%		68.42%		65.83%				64.88%				80.00%		52.35%		57.76%		71.24%		86.21%				69.51%				70.81%												70.81%

		Talk Time (Avg)		0:05:43				0:05:53		0:05:46		0:05:13		0:05:32		0:05:36				0:05:36				0:06:15		0:05:48		0:05:46		0:07:05		0:05:31				0:06:05				0:05:31		0:05:47		0:05:52		0:05:21		0:06:26				0:05:47				0:06:27		0:06:36		0:06:08		0:05:18		0:04:47				0:05:51				0:05:19												0:05:19

		Call Handle Time (Avg)		0:08:01				0:08:27		0:08:07		0:07:30		0:08:18		0:08:38				0:08:12				0:09:13		0:08:11		0:08:00		0:09:27		0:08:00				0:08:34				0:08:00		0:07:42		0:08:14		0:07:34		0:08:59				0:08:05				0:08:16		0:08:52		0:07:56		0:07:15		0:06:55				0:07:50				0:07:26												0:07:26

		Max Agents		3.90				3.90		3.38		3.21		2.72		1.99				3.90				2.66		2.99		2.85		2.26		2.28				2.99				2.84		2.66		3.15		2.21		2.18				3.15				2.62		3.27		2.52		2.34		1.93				3.27				2.46												2.46





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		Calls Received		1279				69		62		54		42		62				289				87		72		63		48		52				322				59		59		55		52		51				276				68		49		57		64		64				302				90												90

		Calls Handled		1187				69		60		51		38		51				269				76		70		58		40		50				295				52		45		54		47		51				248				62		49		52		62		62				287				87												87

		Calls Abandoned		68				0		2		2		3		7				14				8		1		4		5		1				20				5		10		1		4		0				20				5		0		4		1		1				12				3												3

		Abandon %		5.62%				0.00%		2.74%		3.55%		8.26%		13.98%				5.71%				11.01%		1.86%		7.38%		12.47%		1.38%				6.82%				9.64%		22.99%		2.03%		7.62%		0.36%				8.53%				7.71%		0.66%		7.32%		2.28%		2.36%				4.07%				2.97%												2.97%

		Avg Time to Abandon		0:07:37				0:00:00		0:05:05		0:03:59		0:07:07		0:09:15				0:05:05				0:08:58		0:04:44		0:07:49		0:09:19		0:06:14				0:07:24				0:10:29		0:14:52		0:06:27		0:07:45		0:03:01				0:08:30				0:11:25		0:07:07		0:15:02		0:10:23		0:08:29				0:10:29				0:06:39												0:06:39

		Average Wait Time (>5 min)		0:05:26				0:00:51		0:00:22		0:03:11		0:06:45		0:16:42				0:05:34				0:10:10		0:01:50		0:05:38		0:13:25		0:02:25				0:06:41				0:12:49		0:21:28		0:01:35		0:06:26		0:00:59				0:08:39				0:11:21		0:00:15		0:04:17		0:03:29		0:01:10				0:04:06				0:02:09												0:02:09

		Max Wait Time		1:05:47				0:27:23		0:09:55		0:21:45		0:25:23		0:50:11				0:50:11				0:38:50		0:12:34		0:25:46		0:37:33		0:20:08				0:38:50				0:36:42		1:05:47		0:14:16		0:24:57		0:13:24				1:05:47				0:39:40		0:05:43		0:31:39		0:29:38		0:16:34				0:39:40				0:19:33												0:19:33

		Service Level (<95% calls under 5 min)		98.72%				100.00%		99.68%		100.00%		100.00%		100.00%				99.94%				99.79%		96.39%		99.32%		100.00%		100.00%				99.10%				96.99%		100.00%		100.00%		99.68%		100.00%				99.33%				100.00%		100.00%		98.07%		99.73%		100.00%				99.56%				95.69%												95.69%

		Talk Time (Avg)		0:10:22				0:09:44		0:10:41		0:09:12		0:09:15		0:10:57				0:09:57				0:10:02		0:09:57		0:09:56		0:10:33		0:10:28				0:10:11				0:10:23		0:10:31		0:09:46		0:10:06		0:10:44				0:10:18				0:09:46		0:10:02		0:11:49		0:12:34		0:10:42				0:10:58				0:10:27												0:10:27

		Call Handle Time (Avg)		0:17:53				0:17:31		0:18:40		0:17:29		0:17:15		0:18:46				0:17:56				0:18:02		0:17:32		0:17:03		0:18:08		0:17:26				0:17:38				0:18:25		0:17:53		0:16:57		0:17:52		0:18:09				0:17:51				0:18:12		0:17:45		0:18:52		0:19:52		0:18:15				0:18:35				0:17:25												0:17:25

		Percent. calls transferred by front line/General Queue		9.42%				2:50:43		3:11:10		3:09:11		2:00:00		2:26:21				11.35%				2:32:02		2:29:23		1:46:06		1:24:36		1:49:09				2:00:15				1:33:40		1:49:29		1:57:51		2:10:00		2:11:08				1:56:25				2:11:26		1:43:00		2:11:57		2:42:15		2:36:12				2:16:58				2:21:01												9.79%

		Max Agents		23.87				13.18		11.35		9.56		11.01		16.77				16.77				21.82		18.30		22.43		22.20		17.56				22.43				23.87		21.59		16.18		15.62		14.06				23.87				19.65		14.93		16.44		14.50		14.99				19.65				22.82												22.82





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Caller canceled		8				0		0		0		2		1				3				1		0		0		1		0				2				1		0		0		1		0				2				0		0		1		0		0				1				0												0

		Connected		1353				6		0		20		35		121				182				127		17		97		165		34				440				167		144		21		58		11				401				97		0		190		18		8				313				17												17

		Error		17				0		0		1		8		3				12				3		0		1		0		0				4				1		0		0		0		0				1				0		0		0		0		0				0				0												0

		Invalid Number		2				0		0		0		0		0				0				0		0		0		0		2				2				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		No Answer		119				0		0		2		6		21				29				9		3		6		16		1				35				15		17		0		1		0				33				13		0		6		3		0				22				0												0

		No Response		255				5		0		2		1		22				30				23		7		19		52		7				108				35		17		0		15		2				69				18		0		20		4		5				47				1												1

		Total Requests		1754				11		0		25		52		168				256				163		27		123		234		44				591				219		178		21		75		13				506				128		0		217		25		13				383				18												18

		% Connected 		ERROR:#DIV/0!				55%		na		80%		67%		72%				68.47%				78%		63%		79%		71%		77%				74%				76%		81%		100%		77%		85%				84%				76%		na		88%		72%		62%				74%				94%												ERROR:#DIV/0!





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		Busy		0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Caller canceled		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Connected		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		No Answer		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		No Response		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Total Requests		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		% Connected 		ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												na





		Top Call Drivers		Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week Oct 2		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week Oct 9		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		Week Oct 16		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week Oct 23		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week Oct 30

		CC

		1095A Questions		0																0																0																																0																0

		14 Day		0																0																0																																0																0

		A Referral		12										12						12																0																																0																0

		Address Change/Correction		0																0																0																																0																0

		APTC		0																0																0																																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																																0																0

		Caller Hung Up without Speaking		0																0																0																																0																0

		Carrier Error Report		0																0																0																																0																0

		Checking on Status of Reported Change		0																0																0																																0																0

		Close in lieu of Processing Change		0																0																0																																0																0

		COVID-19 SEP		0																0																0																																0																0

		Determination Result		0																0																0																																0																0

		Directed to GI-Term		0																0																0																																0																0

		Directed to Submit Verifications		562				21				14		25						60				33		28				32		35				128				46		28		29		26		21		33						37		39				27		32				135				56												56

		Disable Account Request		0																0																0																																0																0

		Duplicate 1095-A Request^		0																0																0																																0																0

		Enrollment Notice		0																0																0																																0																0

		Eligibility Verification Notice		0																0																0																																0																0

		Enrollment Status Check		453				21		14		19				18				72				23		27		24		18		26				118				34						26		23		41						34		21						27				82				57												57

		Full Term		0																0																0																																0																0

		Gain of ESI/MEC		298				22		21		12		19						74								33								33						31		25				20		36												18		27				45				34												34

		Good Faith		0																0																0																																0																0

		How Do I Apply?		1025				37		48		46		50		54				235				49		26		51		40		46				212				56		46		48		50		51		61						48		51				56		45				200				66												66

		How Do I Create an Account?		12								12								12																0																																0																0

		How Do I Update My Application?		941				45		22		25		28		23				143				53		46		58		57		43				257				58		59		47		43		44		50						48		49				33		33				163				77												77

		How To Enroll In a Plan?		735				41		29		32		40		43				185				31		35		51		41		36				194				52		37		42		21				31						36		26				29		34				125				48												48

		Income Change		0																0																0																																0																0

		Income Decrease		551						12				15		28				55				40		34		49		54		30				207				53		32		43		33		23										27						25				52				53												53

		Income Increase		663										19		18				37				45		36		49		48		45				223				63		47		46		33		29		37						33		26				20		25				104				44												44

		Loss of ESI		0																0																0																																0																0

		Loss of ESI/MEC		0																0																0																																0																0

		Loss of Public Program		0																0																0																																0																0

		Lost or will lose employer health care coverage		0																0																0																																0																0

		MCRE/Counties		1699				101		79		82		85		75				422				101		120		94		92		73				480				84		57		69		65		68		62						80		71				68		75				294				98												98

		MNTR		0																0																0																																0																0

		Multiple changes		386						18						29				47						23		29		43		23				118				32		33		25		26		29		30						3		20				23						46																0

		Multiple Household IDs		0																0																0																																0																0

		No IC		0																0																0																																0																0

		No Questionnaire		0																0																0																																0																0

		Notice V19		0																0																0																																0																0

		Paper form via FileNet		0																0																0																																0																0

		PARN Notice		0																0																0																																0																0

		Passive Enrollment Question		21																0																0																										21						21																0

		Password Reset/Account Unlock		23																0																0																				23												23																0

		Payment/Billing Questions		42				15		16		11								42																0																																0																0

		PO box initiave Ph 1		0																0																0																																0																0

		PO box initiave Ph 2		0																0																0																																0																0

		Prospect/Pending Case		0																0																0																																0

		Public Program Status		0																																0																																0

		Recon		25																																0														25																		0																0

		Request to Close Application^		472												23				23				38		27		44		59		27				195				36		29		21				19								33		25				22		19				99				50												50

		Residential Address Change/Correction		15				15												15																0																																0																0

		Returned Mail-Mailing Address Update		0																0																0																																0																0

		Same Day Term		122				32		14		14		16		23				99				23												23																																0																0

		Status of My SEP Request		0																0																0																																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																																0																0

		Transfer to Specialist		0																0																0																																0																0

																				0																0																																0																0

		Broker		 																0																0																																0																0

		APTC/CSR Questions		0																0																0																																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																																0																0

		Caller Hung up without speaking		0																0																0																																0																0

		COVID-19 SEP		0																0																0																																0																0

		CSR Consumer not present		0																0																0																																0																0

		CSR Public Program renewal		0																0																0																																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		6																0																0										6																						0																0

		CSR-Determination Result		46																0								7								7				5								8		5														8				8				13												13

		CSR-Status of Enrollment		83						11		4		3		6										5		7				7				19				8		6		3						8						7						8						15

		CSR-Status of Reported Change		6																0						6										6																																0																0

		CSR-Status Before Appt		0																0																0																																0																0

		CSR-Status of Verifications		0																0																0																																0																0

		Directed to Complete Caspio Form		0																0																0																																0																0

		Directed to GI Status		0																0																0																																0																0

		Eligibility Verification Notice		0																0																0																																0																0

		Enrollment Status Check		0																0																0																																0																0

		Error by MNsure		0																0																0																																0																0

		Full Term		0																0																0																																0																0

		Gain of ESI/MEC		36				7		6		5		2						20										6		6				12																												4				4																0

		General Certification Questions		0																0																0																																0																0

		Good Faith		0																0																0																																0																0

		How Do I Apply?		77										4		4				8				5		5				8		5				23						7		4		6		9										6										6				14												14

		How Do I Create an Account?		0																0																0																																0																0

		How Do I Update My Application?		182				6		7				3		5				21				6				7		12		19				44				13		11		8		7		12		8						14		11				9		10				44				14												14

		How To Enroll In a Plan?		99				4		12		3		3		5				27				9						7						16				6										7						5		7				9		11				32				11												11

		Loss of COBRA		0																0																0																																0																0

		Loss of ESI		0																0																0																																0																0

		Loss of Public Program		0																																0																																0

		Loss/Gain of MEC^		0																																0																																0

		Lost or will lose employer health care coverage		164				3		5		8				6				22				4		7						5				16				7		6		5		16		5		15						6		16				17		14				53				19												19

		Lost or will lose other health care coverage		0																0																0																																0																0

		No Changes		0																0																0																																0																0

		No Questionnaire^		0																0																0																																0																0

		Online Application Issues		0																0																0																																0																0

		Over 30 days		0																0																0																																0																0

		Paper Application		0																0																0																																0																0

		Paper form via FileNet		0																0																0																																0																0

		Password Reset/Account Unlock		10								6								6						4										4																																0																0

		PO box initiave Ph 1		0																0																0																																0																0

		PO box initiave Ph 2		0																0																0																																0																0

		Questions about COVID-19		0																																0																																0

		Request to Close Application^		13																0								8								8						5																										0																0

		Residential Address Change/Correction		0																																0																																0																0

		Returned Mail-Mailing Address Update		0																0																0																																0																0

		Status of My SEP Request		62				6												6								7		5						12								4		8		7								7		7				11						25																0

		Status of Submitted AOR Form		0																0																0																																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																																0																0

				 																0																0																																0																0

		ARC																		0																0																																0																0

		Assister Manual Account Request																		0																0																																0																0

		Assister Policy Question		0																0																0																																0																0

		Caller Hung up Without Speaking		0																0																0																																0																0

		Close in lieu of Processing Change		0																0																0																																0																0

		CSR- QHP Status		310				23		23				17		8				71						12		13		15		21				61				27		22		15				10		13						14		20				22		14				70				21												21

		CSR-Determination Result		498				32		20		24		23		31				130				27		29		24		31		12				123				27		22		23		21		9		33						19		28				31		11				89				21												21

		CSR-Newborn Status		417				21		25		25		21		9				101				21		43		18		13		23				118				16		23		28		11		21		11						38		10				13		9				70				18												18

		CSR-Paper Application		60								14		17						31						9				7						16																				13												13																0

		CSR-Pending Case		41												9				9																0								15		8																		9				9																0

		CSR-Public Program Status		883				66		46		59		34		22				227				32		51		48		38		39				208				37		36		46		37		26		44						53		39				41		43				176				46												46

		CSR-Status of Enrollment		0																0																0																																0																0

		CSR-Status of reported Change		0																0																0																																0																0

		CSR-Status Before Appointment		26																0				9								8														9																																						0

		CSR-Status of Verifications		0																0																0																																0																0

		Directed to Complete Caspio Form		0																0																0																																0																0

		General Questions		0																0																0																																0																0

		How Do I Apply?		0																0																0																																0																0

		How to Enroll in a Plan		0																0																0																																0																0

		Loss of ESI		0																0																0																																0																0

		Online Application Issues		0																0																0																																0																0

		Password Reset/Account Unlock		126						11		15								26				9				13								22				14		13						7		11								14				10						24				9												9

		Potential New Issue		0																0																0																																0																0

		Prospect/Pending case		0																0																0																																0																0

		Request to Close Application^		0																0																0																																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																																0																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																																0																																0																0

				0																0																0																																0																0

		PP																		0																0																																0

		MCRE		363		 		13		12		23		10		16		 		74		 		24		25		11		14		16				90		 		22		17		8		13		14		9				 		17		22		17		22		16		 		94		 		22										 		22

		Counties		1419		 		88		67		59		75		59		 		348		 		77		95		83		78		57				390		 		62		40		61		52		54		53				 		63		49		63		49		59		 		283		 		76										 		76

																																																																																				0

																																																																																				0





		Top Call Drivers		Oct

		CC				13550.2281112897

		MCRE/Counties		1458		0.1075996646

		How Do I Apply?		858		0.0633199672

		How Do I Update My Application?		798		0.0588919975

		How To Enroll In a Plan?		624		0.0460508853

		Income Increase		574		0.0423609105

		Income Decrease		473		0.0349071614

		Directed to Submit Verifications		447		0.0329883745

		Request to Close Application^		381		0.0281176078

		Enrollment Status Check		369		0.0272320139

		Multiple changes		363		0.0267892169

		Gain of ESI/MEC		219		8174.9310092905

		Same Day Term		122		0.0149236733

		Payment/Billing Questions		42		2814.3205113951

		Recon		25		0.0088831389

		Password Reset/Account Unlock		23		2589.1748704835

		Residential Address Change/Correction		15		0.0057933515

		A Referral		12		2071.3398963868

		How Do I Create an Account?		12		0.0057933515



		Broker		 		1903

		How Do I Update My Application?		149		0.0782974251

		Lost or will lose employer health care coverage		114		0.0599054125

		CSR-Status of Enrollment		75		0.0394114556

		How To Enroll In a Plan?		68		0.0357330531

		How Do I Apply?		63		0.0331056227

		Status of My SEP Request		51

		Gain of ESI/MEC		32

		CSR-Determination Result		25

		Request to Close Application^		13

		Password Reset/Account Unlock		10

		CSR QHP  Status		6

		CSR-Status of Reported Change		6



		ARC				2990

		CSR-Public Program Status		753		0.2518394649

		CSR-Determination Result		435		0.1454849498		11%

		CSR-Newborn Status		377		0.1260869565

		CSR- QHP Status		253		0.0846153846

		Password Reset/Account Unlock		107		0.0357859532

		CSR-Paper Application		60

		CSR-Pending Case		32

		CSR-Status Before Appointment		26





Sep 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		Calls Received (MNsure)		10611										525		401				926						641		542		491		436				2110				572		560		483		396		424				2435				567		498		487		406		425				2383				562		577		522		541		555				2757

		Calls Handled		10488										517		387				904						618		533		488		432				2072				559		546		481		393		420				2400				564		495		484		404		425				2372				559		574		519		536		552				2740

		Calls Abandoned		78										6		15				21						20		5		2		1				27				12		10		1		0		1				23				0		0		1		0		0				1				1		0		1		4		0				6

		Abandon % (>5%)(Less Short Aban)		0.94%										1.22%		3.69%				2.46%						3.11%		0.84%		0.37%		0.20%				1.13%				2.05%		1.72%		0.18%		0.00%		0.21%				0.83%				0.00%		0.00%		0.18%		0.00%		0.00%				0.04%				0.16%		0.00%		0.17%		0.79%		0.00%				0.22%

		Avg Time to Abandon		0:05:16										0:06:59		0:09:33				0:08:16						0:14:49		0:06:33		0:03:59		0:05:40				0:07:45				0:05:14		0:07:41		0:04:24		0:00:00		0:08:06				0:05:05				0:00:00		0:00:00		0:07:38		0:00:00		0:00:00				0:01:31				0:06:04		0:00:00		0:05:39		0:07:00		0:00:00				0:03:44

		Average Wait Time (>5 min)		0:00:42										0:00:17		0:03:13				0:01:45						0:03:07		0:00:24		0:00:29		0:00:08				0:01:02				0:01:14		0:01:11		0:00:07		0:00:01		0:00:16				0:00:33				0:00:02		0:00:02		0:00:05		0:00:02		0:00:06				0:00:03				0:00:04		0:00:15		0:00:04		0:00:20		0:00:03				0:00:09

		Max Wait Time		0:38:07										0:00:58		0:38:07				0:38:07						0:35:23		0:13:50		0:17:09		0:04:15				0:35:23				0:15:51		0:21:37		0:05:50		0:00:12		0:15:36				0:21:37				0:00:14		0:00:16		0:05:00		0:00:15		0:04:08				0:05:00				0:03:40		0:08:35		0:03:13		0:17:45		0:02:29				0:17:45

		Service Level (<95% calls under 5 min)		90.72%										92.68%		72.77%				82.73%						73.36%		88.05%		88.77%		94.96%				86.29%				76.50%		80.79%		95.82%		100.00%		94.55%				89.53%				99.84%		99.64%		97.05%		100.00%		97.08%				98.72%				97.58%		93.35%		97.65%		94.58%		98.59%				96.35%

		Talk Time (Avg)		0:08:52										0:08:07		0:09:04				0:08:35						0:08:37		0:09:00		0:09:23		0:09:27				0:09:06				0:08:52		0:09:02		0:09:04		0:08:47		0:08:36				0:08:52				0:08:54		0:08:58		0:09:47		0:08:38		0:09:27				0:09:08				0:08:38		0:08:46		0:08:50		0:08:58		0:08:03				0:08:39

		Call Handle Time (Avg)		0:16:31										0:15:25		0:17:53				0:16:39						0:16:45		0:16:45		0:17:04		0:17:09				0:16:55				0:16:23		0:17:25		0:16:50		0:16:44		0:16:29				0:16:46				0:15:56		0:16:00		0:17:27		0:15:47		0:16:35				0:16:21				0:15:54		0:16:22		0:16:12		0:16:11		0:14:57				0:15:55

		Transfer Out		na										na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		80.50%										77.12%		79.10%				78.11%						78.04%		83.26%		82.44%		80.89%				81.16%				82.86%		83.94%		82.30%		81.22%		84.77%				83.02%				79.22%		80.30%		79.90%		79.59%		82.15%				80.23%				78.79%		77.11%		83.13%		80.17%		80.74%				79.99%

		Complaints Received		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		1328										50		60				110						67		54		53		63				237				63		78		68		60		56				325				61		53		56		48		55				273				61		74		76		88		84				383

		Short Abandon (under 60 seconds)		10										0		1				1						3		1		1		0				5				1		1		0		0		0				2				0		0		1		0		0				1				0		0		1		0		0				1

		% of calls answered in under 10 minutes		97.96%										100.00%		89.14%				94.57%						87.19%		99.49%		99.63%		100.00%				96.58%				98.23%		96.78%		100.00%		100.00%		99.79%				98.96%				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%				100.00%		100.00%		100.00%		98.39%		100.00%				99.68%

		Occupany		na										na		na				ERROR:#DIV/0!						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		32.93										25.67		22.90				25.67						32.93		27.71		25.77		23.75				32.93				28.88		30.84		25.74		21.17		21.96				30.84				27.76		24.47		26.28		19.88		22.10				27.76				27.51		29.59		26.89		28.30		26.49				29.59





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		Calls Received (MNsure)		1837										89		58				147						82		83		70		57				292				88		77		57		72		80				374				94		79		94		76		79				422				99		137		112		126		128				602

		Calls Handled		1778										85		55				140						79		79		69		54				281				86		74		57		70		73				360				89		79		92		76		79				415				98		132		109		123		120				582

		Calls Abandoned		32										3		1				4						3		1		0		0				4				0		2		0		1		6				9				4		0		1		0		0				5				0		3		2		1		4				10

		Abandon % (>5%)(Less Short Aban)		1.74%										3.37%		1.72%				2.55%						3.66%		1.20%		0.00%		0.00%				1.22%				0.00%		2.60%		0.00%		1.39%		7.50%				2.30%				4.26%		0.00%		1.06%		0.00%		0.00%				1.06%				0.00%		2.19%		1.79%		0.79%		3.12%				1.58%

		Avg Time to Abandon		0:01:35										0:01:34		0:01:33				0:01:33						0:01:22		0:01:12		0:00:00		0:00:00				0:00:38				0:00:00		0:01:51		0:00:00		0:01:20		0:04:40				0:01:34				0:01:28		0:00:00		0:02:45		0:00:00		0:00:00				0:00:50				0:00:00		0:01:50		0:00:52		0:08:07		0:05:42				0:03:18

		Average Wait Time (>5 min)		0:00:49										0:01:38		0:00:51				0:01:14						0:01:31		0:00:13		0:00:16		0:00:51				0:00:42				0:00:27		0:01:18		0:00:22		0:00:11		0:02:29				0:00:57				0:00:53		0:00:07		0:00:12		0:00:09		0:00:04				0:00:17				0:00:02		0:00:24		0:00:39		0:01:14		0:02:13				0:00:54

		Max Wait Time		0:21:36										0:09:43		0:07:48				0:09:43						0:09:42		0:03:42		0:06:26		0:11:47				0:11:47				0:09:06		0:10:03		0:04:50		0:00:00		0:14:15				0:14:15				0:07:51		0:03:08		0:04:39		0:05:45		0:01:14				0:07:51				0:00:11		0:11:40		0:10:36		0:11:21		0:21:36				0:21:36

		Service Level (<95% calls under 5 min)		80.30%										67.05%		73.68%				70.37%						64.20%		93.75%		92.86%		75.00%				81.45%				87.21%		71.05%		87.72%		94.44%		46.05%				77.29%				73.91%		96.20%		90.32%		96.05%		97.47%				90.79%				100.00%		86.13%		86.24%		73.81%		61.90%				81.62%

		Talk Time (Avg)		0:06:41										0:07:11		0:07:53				0:07:32						0:06:52		0:05:28		0:05:22		0:06:01				0:05:55				0:06:20		0:07:06		0:06:35		0:06:29		0:06:47				0:06:39				0:07:38		0:07:17		0:05:46		0:07:00		0:05:32				0:06:38				0:06:45		0:06:17		0:06:46		0:07:12		0:06:34				0:06:42

		Call Handle Time (Avg)		0:11:32										0:12:18		0:12:34				0:12:26						0:12:10		0:10:00		0:10:10		0:10:44				0:10:46				0:11:33		0:12:52		0:11:22		0:11:59		0:11:58				0:11:56				0:12:08		0:11:57		0:09:48		0:11:30		0:09:51				0:11:02				0:10:51		0:11:21		0:12:06		0:11:37		0:11:34				0:11:29

		Max Agents		4.23										2.90		1.95				2.90						2.73		2.28		1.98		1.67				2.73				2.76		2.64		1.80		2.36		2.46				2.76				3.03		2.62		2.51		2.43		2.16				3.03				2.95		4		3.70		4.04		3.98				4.23





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		Calls Received (MNsure)		3022										144		122				266						143		157		157		126				583				141		177		159		139		125				741				168		131		150		145		119				713				139		150		153		149		128				719

		Calls Handled		2917										135		113				248						137		157		154		125				573				137		165		152		134		125				713				164		124		145		133		118				684				134		148		149		149		119				699

		Calls Abandoned		97										9		9				18						6		0		3		1				10				2		11		6		5		0				24				4		7		3		12		1				27				5		1		3		0		9				18

		Abandon % (>5%)(Less Short Aban)		3.59%										6.25%		7.38%				6.82%						4.20%		0.00%		1.91%		0.79%				1.73%				1.42%		6.21%		3.77%		3.60%		0.00%				3.00%				2.38%		5.34%		2.00%		8.28%		0.84%				3.77%				3.60%		0.67%		1.96%		0.00%		7.03%				2.65%

		Avg Time to Abandon		0:03:23										0:05:47		0:05:39				0:05:43						0:03:35		0:00:00		0:03:30		0:00:51				0:01:59				0:02:44		0:02:25		0:05:26		0:03:17		0:00:00				0:02:46				0:01:46		0:05:16		0:04:09		0:03:59		0:01:50				0:03:24				0:04:19		0:02:40		0:02:34		0:00:00		0:06:04				0:03:07

		Average Wait Time (>5 min)		0:01:14										0:03:25		0:02:02				0:02:43						0:01:07		0:00:11		0:00:34		0:00:07				0:00:29				0:00:36		0:01:24		0:01:11		0:00:28		0:00:21				0:00:48				0:00:37		0:00:33		0:00:44		0:01:24		0:01:01				0:00:51				0:01:22		0:00:49		0:00:14		0:00:42		0:03:40				0:01:21

		Max Wait Time		0:18:43										0:18:43		0:16:11				0:18:43						0:09:58		0:03:47		0:07:28		0:03:06				0:09:58				0:10:10		0:09:24		0:13:21		0:07:28		0:07:14				0:13:21				0:05:38		0:10:28		0:11:28		0:09:22		0:16:20				0:16:20				0:11:45		0:10:14		0:05:08		0:07:35		0:16:03				0:16:03

		Service Level (<95% calls under 5 min)		70.49%										40.28%		53.28%				46.78%						67.83%		91.08%		81.53%		95.24%				83.92%				83.57%		57.06%		65.82%		79.14%		88.00%				74.72%				77.38%		82.44%		83.89%		57.24%		77.31%				75.65%				68.35%		70.67%		90.79%		77.18%		50.00%				71.40%

		Talk Time (Avg)		0:05:25										0:06:25		0:05:08				0:05:46						0:05:23		0:04:07		0:05:20		0:04:50				0:04:55				0:05:27		0:05:41		0:05:35		0:05:14		0:05:08				0:05:25				0:04:58		0:05:27		0:05:32		0:06:05		0:04:21				0:05:16				0:05:15		0:05:23		0:05:23		0:05:38		0:06:55				0:05:42

		Call Handle Time (Avg)		0:07:29										0:08:43		0:06:50				0:07:46						0:07:11		0:05:57		0:07:21		0:07:10				0:06:54				0:07:22		0:07:36		0:07:34		0:07:06		0:07:33				0:07:26				0:06:46		0:07:32		0:07:30		0:08:13		0:06:24				0:07:17				0:07:19		0:07:35		0:07:47		0:07:41		0:09:47				0:08:01

		Max Agents		3.49										3.27		2.15				3.27						2.67		2.59		3.14		2.49				3.14				2.82		3.49		3.22		2.64		2.62				3.49				3.08		2.60		3.04		3.04		2.10				3.08				2.73		3		3.25		2.91		3.08				3.25





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		Calls Received		1328										50		60				110						67		54		53		63				237				63		78		68		60		56				325				61		53		56		48		55				273				61		74		76		88		84				383

		Calls Handled		1305										48		55				103						61		54		53		63				230				62		76		68		60		55				320				61		53		56		48		55				273				60		73		76		86		84				379

		Calls Abandoned		17										1		5				6						4		0		0		0				5				1		2		0		0		0				4				0		0		0		0		0				0				0		0		0		2		0				2

		Abandon %		1.85%										2.98%		8.25%				5.62%						7.05%		0.40%		0.44%		0.00%				1.97%				1.91%		3.00%		0.00%		0.00%		0.51%				1.08%				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%				0.36%		0.00%		0.42%		2.02%		0.00%				0.56%

		Avg Time to Abandon		0:04:26										0:06:59		0:09:33				0:08:16						0:14:49		0:08:55		0:03:21		0:00:00				0:06:46				0:03:16		0:08:58		0:00:00		0:00:00		0:08:06				0:04:04				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00				0:06:04		0:00:00		0:02:34		0:07:00		0:00:00				0:03:07

		Average Wait Time (>5 min)		0:01:28										0:00:39		0:07:31				0:04:05						0:07:24		0:00:17		0:00:45		0:00:05				0:02:07				0:01:04		0:02:16		0:00:06		0:00:02		0:00:36				0:00:48				0:00:02		0:00:02		0:00:09		0:00:02		0:00:11				0:00:05				0:00:08		0:00:10		0:00:08		0:00:50		0:00:04				0:00:16

		Max Wait Time		0:38:07										0:08:24		0:38:07				0:38:07						0:35:23		0:12:57		0:17:09		0:04:15				0:35:23				0:15:51		0:21:37		0:05:50		0:00:11		0:15:36				0:21:37				0:00:14		0:00:16		0:05:00		0:00:15		0:04:08				0:05:00				0:03:40		0:08:35		0:03:13		0:17:45		0:02:29				0:17:45

		Service Level (<95% calls under 5 min)		96.34%										99.71%		99.61%				99.66%						98.48%		85.84%		91.08%		92.06%				91.87%				79.03%		89.95%		95.03%		100.00%		100.00%				92.80%				99.74%		99.39%		98.74%		100.00%		100.00%				99.57%				100.00%		90.71%		100.00%		99.74%		98.49%				97.79%

		Talk Time (Avg)		0:09:50										0:09:29		0:10:05				0:09:47						0:09:40		0:09:15		0:09:45		0:09:58				0:09:39				0:10:04		0:09:59		0:09:44		0:08:35		0:09:18				0:09:32				0:09:44		0:10:18		0:11:35		0:09:23		0:10:32				0:10:18				0:09:26		0:09:57		0:09:59		0:10:42		0:09:29				0:09:54

		Call Handle Time (Avg)		0:17:26										0:16:27		0:18:25				0:17:26						0:16:42		0:16:35		0:16:34		0:17:13				0:16:46				0:17:33		0:18:22		0:17:33		0:16:33		0:17:03				0:17:24				0:16:58		0:17:17		0:19:33		0:16:48		0:18:12				0:17:45				0:16:44		0:17:40		0:18:27		0:18:42		0:17:43				0:17:51

		Percent. calls transferred by front line/General Queue		12.52%										2:17:08		3:35:27				12.24%						2:30:30		2:23:28		2:35:26		3:28:04				2:44:22				2:38:36		3:20:34		3:22:43		3:38:10		3:10:11				3:14:03				2:34:55		2:33:15		2:45:35		2:50:14		3:06:21				2:46:04				2:36:17		3:04:40		3:29:39		3:54:13		0.15				13.93%

		Max Agents		14.46										10.73		10.53				10.73						14.46		11.41		10.53		10.51				14.46				12.76		13.61		11.15		9.28		9.37				13.61				11.68		10.75		12.15		9.00		9.75				12.15				13.00		21:02:40		12.09		12.82		11.85				13.88

										0		0		0		0		0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		Busy		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		2										0		0				0						1		0		0		1				2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		133										2		33				35						65		2		2		0				69				6		16		0		0		4				26				0		0		0		0		0				0				0		2		0		1		0				3

		Error		2										0		0				0						2		0		0		0				2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		12										0		3				3						5		0		0		0				5				2		2		0		0		0				4				0		0		0		0		0				0				0		0		0		0		0				0

		No Response		32										0		6				6						17		0		0		2				19				1		1		0		0		2				4				0		0		0		0		0				0				0		3		0		0		0				3

		Total Requests		181										2		42				44						90		2		2		3				97				9		19		0		0		6				34				0		0		0		0		0				0				0		5		0		1		0				6

		% Connected 		69.13%										100%		79%				89.29%						72%		100%		100%		0%				68%				67%		84%		na		na		67%				73%				na		na		na		na		na				na				na		40%		0%		100%		na				46.67%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		Busy		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		9										0		0				0						0		0		0		0				0				0		5		0		0		0				5				0		0		0		0		0				0				0		4		0		0		0				4

		Error		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Response		9										0		0				0						0		3		3		0				6				0		3		0		0		0				3				0		0		0		0		0				0				0		0		0		0		0				0

		Total Requests		18										0		0				0						0		3		3		0				6				0		8		0		0		0				8				0		0		0		0		0				0				0		4		0		0		0				4

		% Connected 		31.94%										na		na				na						na		0%		0%		0%				0%				na		63%		na		na		na				63%				na		na		na		na		na				na				na		100%		0%		0%		na				33.33%





		Top Call Drivers		Sep		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week Sep 4		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week Sep 11		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week Sep 18		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week Sep 25

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		438												13				13								22		31		18				71				30		32		25		18		18				123				25		24		11		15		31				106				30		31		24		12		28				125

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		249										22		15				37						30		22		22		21				95				18		14				13		20				65				11		12		14								37						15										15

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		461										23		21				44						25		19		15						59				16		16		21		21						74				21		37		20		21		22				121				36		35		18		37		37				163

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		982										48		31				79						55		58		51		46				210				62		65		45		40		47				259				58		49		45		37		36				225				56		56				50		47				209

		How Do I Create an Account?		36																0						21		15								36																0																0																0

		How Do I Update My Application?		644										32		23				55						35		33		36		20				124				36		34		21		29		37				157				30		24		28		31		29				142				40		39		28		30		29				166

		How To Enroll In a Plan?		762										35		15				50						32		41		30		19				122				29		35		28		33		20				145				39		38		29		29		36				171				23		65		58		69		59				274

		Income Change		0																0																0																0																0																0

		Income Decrease		124																0						23						15				38								17								17				18								13				31				22		16										38

		Income Increase		32												18				18										14						14																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		58																0																0																0																0								19		17		22				58

		MCRE/Counties		1680										72		62				134						109		85		67		70				331				95		93		78		71		66				403				105		80		75		67		78				405				106		75		80		70		76				407

		MNTR		0																0																0																0																0																0

		Multiple changes		317																0						28				18		17				63				16		26		15		13		14				84				19		17		18		12		19				85				17		24		20		24						85

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		100										17						17								17								17								19		9		13				41						11		14								25																0

		Payment/Billing Questions		80																0																0																0										19		12				31								12		18		19				49

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																																0																0																0																0

		Request to Close Application^		42										16		13				29																0								13								13																0																0

		Residential Address Change/Correction		77										17						17																0				15												15										10						10				21				14								35

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		378										55		28				83						26		21		19		17				83				18		19				18		14				69				27		21		19		18						85						15				16		27				58

		Status of My SEP Request		63																0												14				14						14										14																0				13								22				35

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		5										5						5																0																0																0																0

		Checking on Status of FTI Form		8																0										4		4				8																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		14																0																0								3								3				11												11																0

		CSR-Status of Enrollment		76										5												6		6		6		5				23				11		7										18				8		8										16				8				6								14

		CSR-Status of Reported Change		4																0																0												4				4																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		10												5				5						5										5																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		68										5		9				14						8		6								14				6								8				14								8								8						8		10

		General Certification Questions		10												5				5																0				5												5																0																0

		Good Faith		6																0																0																0																0										6						6

		How Do I Apply?		129																0						8				7		10				25				6		5		3		6		9				29				9		10		5		6		10				40						15				12		8				35

		How Do I Update My Application?		114																0						19		14		4		5				42						8		7		8		7				30						7		10		4						21						7				6		8				21

		How To Enroll In a Plan?		130																0								6								6								6		4						10				8						9		11				28				19		13		13		20		21				86

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		236										14		5														7		6				13				6		8		10		15		9				48				14		4		12		10		13				53				12		21		25		23		22				103

		Lost or will lose other health care coverage		4												4				4																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		13																0																0																0						5						4				9				4

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																																0																0																0

		Residential Address Change/Correction		4																0																0																0																0								4								4

		Returned Mail-Mailing Address Update		0																0																0																0																0

		Status of My SEP Request		45										7						7								5								5						3										3								5		4		9				18				4								8

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		3																0																0										3						3																0

				0																0																0																0																0

		ARC																		0																0																0																0

		Assister Manual Account Request																		0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		288										11						11						12		14		19		12				57				11		22		16		16		17				82				17		11		16		15		10				69				21		19		7		14		8

		CSR-Determination Result		481										20		25				45						22		32		17		17				88				26		32		20		20		16				114				25		13		20		22		29				109				34		24		34		21		12

		CSR-Newborn Status		467										19		18				37						33		19		25		18				95				15		34		35		17		15				116				16		25		29		14		22				106				17		24		15		24		33

		CSR-Paper Application		24																0																0																0										15						15								9

		CSR-Pending Case		17																0																0																0																0						10						7

		CSR-Public Program Status		1025										44		25				69						44		38		57		35				174				60		58		42		48		48				256				73		48		52		56		47				276				49		54		64		47		36

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		216										15		12				27						12		14		15		13				54				10		15		15		14		11				65				14		10		13				7				44				13						13

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		Status before appt		10												10				10																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0

		Unable to Verify Consumer PII		0																0																0																0																0

				0																0																0																0																0

		PP																																		0																0																0

		MCRE		274		 								12		10		 		22		 				17		20				16		 		53		 		8		12		10		10		14		 		54		 		18		13		8		16		11		 		66		 		19		13		16		11		20		 

		Counties		1339		 								60		52		 		112		 				92		65				54		 		211		 		87		81		68		61		52		 		349		 		87		67		67		51		67		 		339		 		87		62		64		59		56		 

																				0

																				0







		Top Call Drivers		Sep

		CC				10488

		MCRE/Counties		1680		0.160180026

		How Do I Apply?		982		0.093629039

		How To Enroll In a Plan?		762		0.0726530832

		How Do I Update My Application?		644		0.0614023433

		Gain of ESI/MEC		461		0.0439541619

		Directed to Submit Verifications		438		0.0417612211

		Same Day Term		378		0.0360405058

		Multiple changes		317		0.0302244454

		Enrollment Status Check		249		0.0237409681

		Income Decrease		124		0.0118228114

		Password Reset/Account Unlock		100		0.0095345254

		Payment/Billing Questions		80		0.0076276203

		Residential Address Change/Correction		77		0.0073415845

		Status of My SEP Request		63		0.006006751

		Lost or will lose employer health care coverage		58		0.0055300247

		Request to Close Application^		42		0.0040045006

		How Do I Create an Account?		36		0.0034324291

		Income Increase		32		0.0030510481



		Broker		 		1778

		Lost or will lose employer health care coverage		236		0.1327334083

		How To Enroll In a Plan?		130		0.0731158605

		How Do I Apply?		129		0.0725534308

		How Do I Update My Application?		114		0.0641169854

		CSR-Status of Enrollment		76		0.0427446569

		Gain of ESI/MEC		68		0.0382452193

		Status of My SEP Request		45		0.0253093363

		CSR-Determination Result		14		0.0078740157

		Password Reset/Account Unlock		13		0.0073115861

		Directed to Complete Caspio Form		10		0.005624297

		General Certification Questions		10		0.005624297

		Checking on Status of FTI Form		8		0.0044994376

		Good Faith		6		0.0033745782

		Caller Hung up without speaking		5		0.0028121485

		CSR-Status of Reported Change		4		0.0022497188

		Lost or will lose other health care coverage		4		0.0022497188

		Residential Address Change/Correction		4		0.0022497188

		Unable to Verify Consumer PII		3		0.0016872891

				 

		ARC				2917

		CSR-Public Program Status		1025		0.3513884128

		CSR-Determination Result		481		0.1648954405

		CSR-Newborn Status		467		0.160095989

		CSR- QHP Status		288		0.0987315735

		Password Reset/Account Unlock		216		0.0740486802

		CSR-Paper Application		24		0.0082276311

		CSR-Pending Case		17		0.0058279054

		Status before appt		10		0.0034281796





Aug 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28

		Calls Received (MNsure)		11393				598		474		376		366		351				2165				499		428		396		346		401				2070				588		571		460		405		435				2459				537		652		577		481		416				2663				680		670		686								2036

		Calls Handled		10900				564		453		366		359		342				2083				491		425		394		340		399				2049				586		551		434		389		424				2384				527		625		527		473		409				2562				672		569		582								1823

		Calls Abandoned		479				32		17		7		5		10				71				7		3		2		4		1				17				1		18		25		15		10				70				8		21		47		6		6				89				8		114		111								233

		Abandon % (>5%)(Less Short Aban)		4.28%				5.29%		3.64%		1.84%		1.45%		2.83%				3.01%				1.44%		0.63%		0.45%		1.28%		0.22%				0.80%				0.16%		3.16%		5.49%		3.82%		2.28%				2.98%				1.44%		3.24%		8.20%		1.33%		1.49%				3.14%				1.18%		17.04%		16.11%								11.44%

		Avg Time to Abandon		0:08:46				0:07:10		0:06:10		0:04:41		0:04:55		0:04:50				0:05:33				0:05:46		0:07:26		0:09:52		0:05:19		0:12:29				0:08:10				0:05:55		0:08:52		0:09:06		0:05:47		0:07:56				0:07:31				0:05:17		0:05:13		0:11:07		0:04:58		0:10:10				0:07:21				0:06:40		0:20:43		0:18:30								0:15:17

		Average Wait Time (>5 min)		0:02:59				0:04:12		0:01:41		0:00:57		0:01:34		0:00:44				0:01:49				0:00:42		0:00:55		0:00:23		0:01:26		0:00:55				0:00:52				0:00:22		0:02:54		0:04:32		0:01:38		0:01:29				0:02:11				0:00:57		0:02:41		0:05:26		0:01:19		0:01:26				0:02:21				0:01:25		0:09:58		0:11:47								0:07:43

		Max Wait Time		1:25:03				0:29:27		0:16:19		0:16:38		0:20:47		0:12:05				0:29:27				0:09:24		0:18:25		0:12:11		0:28:33		0:16:42				0:28:33				0:08:46		0:27:39		0:28:24		0:24:29		0:18:59				0:28:24				0:23:42		0:25:35		0:40:39		0:18:08		0:18:07				0:40:39				0:18:41		1:25:03		1:03:01								1:25:03

		Service Level (<95% calls under 5 min)		71.02%				39.38%		67.09%		76.39%		73.30%		80.98%				67.43%				80.54%		76.32%		88.94%		82.22%		81.96%				82.00%				90.57%		68.68%		57.40%		71.56%		74.43%				72.53%				88.79%		59.38%		55.57%		77.57%		77.02%				71.67%				72.89%		55.94%		55.56%								61.46%

		Talk Time (Avg)		0:08:27				0:07:27		0:07:59		0:07:57		0:08:03		0:08:47				0:08:02				0:08:21		0:08:40		0:08:02		0:09:08		0:08:42				0:08:34				0:08:52		0:08:05		0:09:00		0:08:27		0:08:58				0:08:40				0:05:38		0:08:04		0:09:11		0:09:07		0:08:54				0:08:10				0:08:43		0:08:49		0:08:49								0:08:47

		Call Handle Time (Avg)		0:15:27				0:13:39		0:15:06		0:15:12		0:15:08		0:16:42				0:15:09				0:15:05		0:15:11		0:14:34		0:16:10		0:15:38				0:15:19				0:15:23		0:15:02		0:16:13		0:15:32		0:15:37				0:15:33				0:10:41		0:14:43		0:15:40		0:15:55		0:16:20				0:14:39				0:15:32		0:16:48		0:17:30								0:16:36

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		80.56%				80.24%		79.12%		83.31%		82.72%		79.85%				81.05%				81.66%		81.10%		80.68%		77.31%		75.58%				79.27%				75.94%		76.88%		79.64%		78.71%		79.73%				78.18%				94.01%		79.87%		79.04%		81.56%		80.18%				82.93%				79.91%		82.75%		81.52%								81.39%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Helpline (Transfers from Vendor)		1322				82		76		59		48		38				303				56		45		47		44		49				241				49		62		50		40		48				249				18		88		57		47		55				265				81		93		90								264

		Short Abandon (under 60 seconds)		19				1		0		1		1		1				4				0		0		0		0		1				1				0		1		1		2		0				4				1		2		0		1		0				4				0		4		2								6

		% of calls answered in under 10 minutes		90.70%				86.92%		95.64%		97.88%		95.81%		99.20%				95.09%				100.00%		98.30%		99.77%		93.98%		98.43%				98.10%				100.00%		84.73%		81.42%		95.07%		94.89%				91.22%				95.96%		90.83%		79.97%		96.53%		95.25%				91.71%				96.14%		69.27%		66.77%								77.39%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								ERROR:#DIV/0!

		Max Agents		38.19				25.75		23.01		18.32		17.39		18.06				25.75				23.25		19.94		17.91		17.55		19.53				23.25				27.19		26.47		23.03		19.28		20.97				27.19				16.43		30.21		27.75		23.35		21.37				30.21				32.86		35.85		38.19								38.19





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28

		Calls Received (MNsure)		1928				88		70		66		60		38				322				100		66		72		50		62				350				60		73		73		96		59				361				95		110		87		115		90				497				111		150		137								398

		Calls Handled		1861				88		70		66		59		36				319				95		66		71		48		62				342				59		73		71		91		56				350				95		107		81		106		86				475				103		144		128								375

		Calls Abandoned		44				0		0		0		0		2				2				4		0		1		0		0				5				1		0		1		4		0				6				0		3		6		9		4				22				3		2		4								9

		Abandon % (>5%)(Less Short Aban)		2.05%				0.00%		0.00%		0.00%		0.00%		5.26%				1.05%				4.00%		0.00%		1.39%		0.00%		0.00%				1.08%				1.67%		0.00%		1.37%		4.17%		0.00%				1.44%				0.00%		2.73%		6.90%		7.83%		4.44%				4.38%				2.70%		1.33%		2.92%								2.32%

		Avg Time to Abandon		0:01:44				0:00:00		0:00:00		0:00:00		0:00:00		0:03:04				0:00:36				0:01:38		0:00:00		0:01:07		0:00:00		0:00:00				0:00:33				0:00:46		0:00:00		0:01:23		0:01:15		0:00:00				0:00:40				0:00:00		0:05:47		0:06:34		0:03:08		0:05:30				0:04:11				0:03:38		0:02:59		0:01:30								0:02:42

		Average Wait Time (>5 min)		0:00:58				0:00:31		0:00:06		0:00:20		0:01:28		0:00:58				0:00:40				0:00:56		0:00:27		0:01:41		0:00:02		0:00:52				0:00:47				0:00:14		0:00:39		0:01:04		0:00:45		0:00:34				0:00:39				0:00:04		0:01:31		0:01:57		0:03:02		0:00:53				0:01:29				0:01:27		0:01:10		0:01:07								0:01:14

		Max Wait Time		0:17:03				0:05:06		0:02:15		0:05:30		0:07:55		0:07:22				0:07:55				0:09:19		0:05:53		0:11:58		0:00:10		0:06:39				0:11:58				0:04:14		0:06:08		0:07:34		0:07:15		0:11:58				0:11:58				0:01:08		0:13:58		0:15:06		0:12:04		0:09:46				0:15:06				0:17:03		0:09:55		0:09:01								0:17:03

		Service Level (<95% calls under 5 min)		74.95%				80.68%		95.71%		90.91%		61.67%		75.68%				80.93%				76.04%		83.33%		61.11%		100.00%		75.81%				79.26%				89.83%		79.45%		71.83%		74.47%		85.96%				80.31%				97.89%		62.39%		57.47%		33.93%		68.54%				64.04%				75.23%		68.67%		66.67%								70.19%

		Talk Time (Avg)		0:06:45				0:08:10		0:06:51		0:06:35		0:08:06		0:06:28				0:07:14				0:06:44		0:06:19		0:07:01		0:06:38		0:07:07				0:06:45				0:06:57		0:07:00		0:06:58		0:06:37		0:07:37				0:07:01				0:02:22		0:05:58		0:08:16		0:06:43		0:06:56				0:06:03				0:07:21		0:06:04		0:06:48								0:06:44

		Call Handle Time (Avg)		0:11:13				0:12:18		0:12:07		0:11:59		0:12:51		0:10:34				0:11:57				0:10:43		0:11:26		0:11:36		0:10:26		0:11:04				0:11:03				0:11:25		0:10:41		0:10:47		0:10:13		0:11:25				0:10:54				0:05:37		0:10:50		0:13:13		0:11:04		0:11:26				0:10:26				0:12:10		0:11:13		0:11:51								0:11:44

		Max Agents		4.61				3.01		2.35		2.20		2.14		1.06				3.01				2.83		2.09		2.29		1.45		1.91				2.83				1.87		2.17		2.13		2.61		1.84				2.61				1.48		3.22		2.97		3.26		2.73				3.26				3.62		5		4.38								4.61





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28

		Calls Received (MNsure)		3183				142		130		137		140		114				663				165		142		151		129		113				700				145		149		140		134		110				678				110		172		170		150		91				693				169		138		142								449

		Calls Handled		3075				138		127		135		133		113				646				158		134		144		129		111				676				142		134		140		132		110				658				108		164		158		144		90				664				156		138		137								431

		Calls Abandoned		99				3		2		2		6		1				14				7		8		7		0		2				24				2		15		0		2		0				19				1		8		12		5		1				27				12		0		3								15

		Abandon % (>5%)(Less Short Aban)		2.88%				2.11%		1.54%		1.46%		4.29%		0.88%				2.06%				4.24%		5.63%		4.64%		0.00%		1.77%				3.26%				1.38%		10.07%		0.00%		1.49%		0.00%				2.59%				0.91%		4.65%		7.06%		3.33%		1.10%				3.41%				7.10%		0.00%		2.11%								3.07%

		Avg Time to Abandon		0:02:58				0:01:15		0:05:51		0:00:50		0:01:44		0:00:46				0:02:05				0:02:03		0:01:44		0:02:13		0:00:00		0:01:01				0:01:24				0:01:43		0:04:46		0:00:00		0:06:50		0:00:00				0:02:39				0:00:32		0:06:42		0:02:41		0:04:25		0:08:02				0:04:28				0:05:18		0:00:00		0:07:21								0:04:13

		Average Wait Time (>5 min)		0:00:55				0:00:46		0:00:39		0:00:42		0:00:42		0:00:14				0:00:36				0:00:30		0:00:19		0:00:48		0:00:14		0:00:48				0:00:31				0:00:43		0:02:58		0:00:35		0:00:42		0:00:16				0:01:02				0:00:08		0:01:56		0:00:41		0:01:26		0:01:21				0:01:06				0:01:46		0:00:36		0:01:37								0:01:19

		Max Wait Time		0:21:23				0:08:20		0:08:45		0:06:04		0:08:40		0:03:05				0:08:45				0:07:54		0:03:07		0:06:49		0:04:15		0:10:18				0:10:18				0:07:11		0:21:23		0:06:56		0:14:09		0:05:22				0:21:23				0:02:17		0:14:39		0:06:32		0:09:35		0:09:15				0:14:39				0:15:08		0:06:06		0:13:29								0:15:08

		Service Level (<95% calls under 5 min)		73.76%				71.63%		76.92%		78.10%		79.29%		88.60%				78.91%				82.42%		82.39%		68.87%		89.92%		80.53%				80.83%				79.17%		41.61%		78.57%		84.33%		88.18%				74.37%				93.58%		52.91%		68.82%		62.00%		71.43%				69.75%				55.62%		77.54%		61.70%								64.95%

		Talk Time (Avg)		0:04:52				0:04:39		0:04:24		0:04:52		0:05:07		0:04:26				0:04:41				0:04:31		0:05:47		0:04:56		0:05:21		0:05:35				0:05:14				0:04:28		0:05:54		0:04:24		0:04:47		0:04:13				0:04:45				0:02:05		0:05:11		0:04:38		0:05:35		0:05:15				0:04:32				0:05:05		0:05:14		0:05:03								0:05:07

		Call Handle Time (Avg)		0:06:47				0:06:39		0:06:45		0:06:47		0:06:45		0:06:23				0:06:39				0:06:26		0:08:04		0:06:35		0:07:18		0:07:32				0:07:11				0:06:19		0:08:11		0:06:03		0:06:41		0:05:54				0:06:37				0:03:08		0:07:01		0:06:40		0:07:28		0:06:55				0:06:14				0:07:04		0:07:20		0:07:19								0:07:14

		Max Agents		3.19				2.57		2.38		2.54		2.50		2.00				2.57				2.83		3.00		2.63		2.62		2.32				3.00				2.51		3.05		2.35		2.45		1.80				3.05				0.95		3.19		2.93		2.99		1.73				3.19				3.06		3		2.81								3.06





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28

		Calls Received		1322				82		76		59		48		38				303				56		45		47		44		49				241				49		62		50		40		48				249				18		88		57		47		55				265				81		93		90								264

		Calls Handled		1207				78		74		58		47		35				293				55		45		47		42		48				237				49		58		45		37		46				235				17		84		47		46		54				247				79		59		56								194

		Calls Abandoned		78				4		1		1		0		2				8				1		0		0		1		0				3				0		3		4		2		2				11				1		3		7		1		1				13				2		21		19								42

		Abandon %		7.71%				5.08%		1.72%		1.09%		0.56%		5.99%				2.89%				1.68%		0.50%		0.53%		3.01%		0.44%				1.23%				0.33%		6.01%		8.19%		6.34%		3.47%				4.87%				3.77%		3.32%		15.71%		2.22%		2.43%				5.49%				2.35%		35.81%		34.06%								24.07%

		Avg Time to Abandon		0:08:47				0:06:39		0:02:54		0:04:57		0:04:08		0:04:56				0:04:42				0:06:00		0:10:37		0:07:36		0:04:43		0:12:29				0:08:17				0:05:55		0:09:07		0:09:14		0:05:18		0:09:27				0:07:48				0:05:17		0:04:27		0:12:05		0:05:11		0:11:58				0:07:47				0:06:55		0:20:43		0:18:30								0:15:22

		Average Wait Time (>5 min)		0:06:31				0:04:29		0:00:27		0:00:45		0:02:05		0:01:35				0:01:52				0:00:58		0:01:44		0:00:15		0:03:20		0:01:38				0:01:35				0:00:43		0:05:50		0:06:20		0:02:46		0:02:50				0:03:41				0:02:30		0:03:51		0:12:03		0:02:16		0:02:13				0:04:34				0:02:52		0:27:16		0:32:40								0:20:56

		Max Wait Time		1:25:03				0:20:46		0:12:17		0:16:38		0:16:37		0:12:05				0:20:46				0:09:24		0:18:25		0:06:08		0:28:33		0:16:42				0:28:33				0:08:46		0:27:39		0:26:52		0:24:29		0:18:59				0:27:39				0:23:42		0:20:53		0:40:39		0:18:08		0:16:43				0:40:39				0:18:41		1:25:03		1:03:01								1:25:03

		Service Level (<95% calls under 5 min)		83.67%				35.31%		52.70%		72.80%		78.39%		93.24%				66.49%				83.91%		85.71%		85.83%		94.20%		92.44%				88.42%				100.00%		93.35%		67.87%		82.92%		87.50%				86.33%				98.25%		71.99%		72.24%		84.44%		82.95%				81.97%				87.41%		98.25%		99.75%								95.14%

		Talk Time (Avg)		0:09:43				0:09:30		0:09:53		0:09:47		0:08:32		0:09:54				0:09:31				0:09:48		0:10:04		0:09:16		0:11:14		0:09:31				0:09:58				0:09:36		0:09:07		0:10:28		0:10:35		0:10:20				0:10:01				0:05:15		0:08:43		0:10:22		0:09:56		0:10:38				0:08:58				0:09:47		0:10:18		0:10:24								0:10:09

		Call Handle Time (Avg)		0:17:09				0:17:53		0:17:17		0:18:07		0:15:47		0:18:03				0:17:25				0:16:38		0:17:06		0:15:24		0:19:22		0:16:36				0:17:01				0:16:32		0:15:46		0:18:14		0:18:41		0:17:50				0:17:24				0:10:04		0:16:23		0:17:11		0:17:46		0:18:06				0:15:54				0:17:48		0:17:33		0:18:47								0:18:02

		Percent. calls transferred by front line/General Queue		11.74%				3:17:27		3:50:53		3:45:57		3:08:51		2:35:53				13.88%				2:41:36		2:31:24		2:50:54		3:03:07		2:55:57				2:48:35				2:00:00		2:36:21		2:36:31		2:22:13		2:38:53				2:26:47				0:48:16		3:14:21		2:22:15		2:20:42		3:10:23				2:23:11				2:51:31		3:19:52		3:08:55								12.97%

		Max Agents		19.13				12.71		11.18		9.20		7.75		8.37				12.71				10.99		9.49		8.08		8.92		10.37				10.99				14.04		13.83		11.74		10.63		10.00				14.04				5.92		15.05		13.35		11.10		10.35				15.05				16.80		16:22:13		19.13								19.13





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		4				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1		0		0				1				0		0		0		0		0				0				2		0		1								3

		Connected		722				51		7		7		12		3				80				4		11		0		12		13				40				6		55		44		14		14				133				18		44		82		18		11				173				24		139		133								296

		Error		16				1		0		0		0		0				1				0		2		0		0		0				2				0		1		0		0		0				1				0		2		0		0		0				2				0		4		6								10

		Invalid Number		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1								1

		No Answer		64				3		0		0		1		0				4				0		0		0		3		1				4				0		0		4		2		2				8				5		3		10		1		0				19				3		7		19								29

		No Response		104				3		0		1		4		0				8				0		0		0		3		0				3				0		19		6		4		3				32				1		2		10		3		0				16				0		13		32								45

		Total Requests		911				58		7		8		17		3				93				4		13		0		18		14				49				6		75		55		20		19				175				24		51		102		22		11				210				29		163		192								384

		% Connected 		81.72%				88%		100%		88%		71%		100%				89.20%				100%		85%		na		67%		93%				86%				100%		73%		80%		70%		74%				79%				75%		86%		80%		82%		100%				85%				83%		85%		69%								69.27%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28

		Busy		1				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		1				0		1		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Connected		147				34		18		6		5		0				63				3		0		3		1		0				7				0		0		28		2		2				32				0		22		11		5		7				45				0		0		0								0

		Error		2				0		0		1		1		0				2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		19				0		1		3		0		0				4				0		0		1		0		0				1				0		0		2		0		0				2				0		8		0		2		2				12				0		0		0								0

		No Response		21				9		2		3		2		0				16				0		0		0		0		0				0				0		0		0		1		0				1				0		1		0		2		1				4				0		0		0								0

		Total Requests		191				44		22		13		8		0				87				3		0		4		1		0				8				0		0		30		3		2				35				0		31		11		9		10				61				0		0		0								0

		% Connected 		79.85%				77%		82%		46%		63%		na				66.94%				100%		na		75%		100%		na				92%				na		na		93%		67%		100%				87%				na		71%		100%		56%		70%				74%				na		na		na								na





		Top Call Drivers		Aug		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week Jul 31		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week Aug 7		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week Aug 14		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week Aug 21		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week Aug 28												81-8/12		8/15-8/30

		CC																																																																																														0		0

		1095A Questions		0																0																0																0																0																0												0		0

		14 Day		0																0																0																0																0																0												0		30

		A Referral		30																0																0								15								15										15						15																0												0		0

		Address Change/Correction		0																0																0																0																0																0												0		0

		APTC		0																0																0																0																0																0												0		0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0												0		6

		Caller Hung Up without Speaking		6																0																0																0				6												6																0												0		0

		Carrier Error Report		0																0																0																0																0																0												0		0

		Checking on Status of Reported Change		0																0																0																0																0																0												0		0

		Close in lieu of Processing Change		0																0																0																0																0																0												0		0

		COVID-19 SEP		0																0																0																0																0																0												0		0

		Determination Result		0																0																0																0																0																0												0		0

		Directed to GI-Term		0																0																0																0																0																0												104		294

		Directed to Submit Verifications		467				30		17		21		20		16				104				17		21		18				13				69				23		23				18		20				84				18		24		22		28		21				113				40		36		21								97												0		0

		Disable Account Request		0																0																0																0																0																0												0		0

		Duplicate 1095-A Request^		0																0																0																0																0																0												0		25

		Enrollment Notice		25																0																0																0																0						25										25												0		0

		Eligibility Verification Notice		0																0																0																0																0																0												43		97

		Enrollment Status Check		186								14		11		18				43				19		14						13				46										9		15				24				9								16				25				24				24								48												0		0

		Full Term		0																0																0																0																0																0												40		361

		Gain of ESI/MEC		496				28						12						40				24		20		14		13		24				95				34		29		19		20		20				122				7		27		38		28		21				121				44		32		42								118												0		0

		Good Faith		0																0																0																0																0																0												189		603

		How Do I Apply?		1026				37		39		35		45		33				189				46		47		51		53		37				234				60		55		38		44		41				238				37		55		45		31		39				207				57		50		51								158												0		32

		How Do I Create an Account?		46																0								14								14																0																0						15		17								32												135		554

		How Do I Update My Application?		857				37		41		18		20		19				135				36		37		39		21		35				168				42		62		37		25		33				199				33		50		42		44		37				206				62		48		39								149												120		357

		How To Enroll In a Plan?		590				30		24		29		15		22				120				37		21		26		11		18				113				33		27		20		29		25				134				21		21		26		23		25				116				41		35		31								107												0		0

		Income Change		0																0																0																0																0																0												42		206

		Income Decrease		322								13		17		12				42				15		15		16		15		13				74				24		23		19		15		19				100						21		16		22						59				23		24										47												0		93

		Income Increase		103																0										10		 				10				23												23						22				16						38				32												32												0		0

		Loss of ESI		0																0																0																0																0																0												0		0

		Loss of ESI/MEC		0																0																0																0																0																0												0		0

		Loss of Public Program		0																0																0																0																0																0												0		48

		Lost or will lose employer health care coverage		48																0																0																0						26										26				22												22												364		914

		MCRE/Counties		1643				91		80		69		66		58				364				101		69		69		59		67				365				91		90		59		67		65				372				44		87		67		67		51				316				84		63		79								226												0		0

		MNTR		0																0																0																0																0																0												87		196

		Multiple changes		380				21		23		13		15		15				87				28		18		15		20		16				97				27		21		20		24		17				109						27		25								52						18		17								35												0		0

		Multiple Household IDs		0																0																0																0																0																0												0		0

		No IC		0																0																0																0																0																0												0		0

		No Questionnaire		0																0																0																0																0																0												0		0

		Notice V19		0																0																0																0																0																0												0		0

		Paper form via FileNet		0																0																0																0																0																0												0		0

		PARN Notice		0																0																0																0																0																0												0		16

		Passive Enrollment Question		16																0																0																0										16						16																0												53		35

		Password Reset/Account Unlock		137				20				17				16				53				15		20				14						49												14				14								21								21																0												35		8

		Payment/Billing Questions		43				21		14										35																0																0				8												8																0												0		0

		PO box initiave Ph 1		0																0																0																0																0																0												0		0

		PO box initiave Ph 2		0																0																0																0																0																0												0		0

		Prospect/Pending Case		14																0								14								14																0																0																												0		0

		Public Program Status		0																																0																0																0																												0		0

		Recon		0																																0																0																0																0												15		31

		Request to Close Application^		46						15										15																0								15								15								16								16																0												0		54

		Residential Address Change/Correction		88																0										11		23				34						27		15		12						54																0																0												0		0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0												121		38

		Same Day Term		159				46		21		17		15		22				121																0				21		17										38																0																0												0		26

		Status of My SEP Request		26																0																0																0				6												6								20								20												0		0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0												0		0

		Transfer to Specialist		0																0																0																0																0																0												0		0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		8																0																0										6						6				2												2																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		6																0																0																0																0				6												6

		CSR-Determination Result		18																0																0						9		3								12						6										6

		CSR-Status of Enrollment		64						7		9		5		3								5		9				3						17				5												5																0				7		11										18

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		75				16		7		5		11						39				10		4				3						17				4				4								8						6		5								11																0

		General Certification Questions		19												2				2												4				4																0								4				9				13																0

		Good Faith		7																0																0																0																0								7								7

		How Do I Apply?		109				7		7		4								18				6		9		12		3		4				34												6				6				9		9		7		7						32				8		11										19

		How Do I Create an Account?		5																0																0												5				5																0																0

		How Do I Update My Application?		92				5		5				5		3				18				10				4				5				19										8						8				11		10		8		12						41								6								6

		How To Enroll In a Plan?		107				9								5				14												7				7						7				8		4				19				8						8		14				30				12		13		12								37

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		306				12		7		13		10		6				48				11		11		9		7		7				45				5		18		13		12		7				55						19		12		19		17				67				23		30		38								91

		Lost or will lose other health care coverage		8																0								3								3								5								5																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		6																0																0																0										6						6																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		4																																0						4										4																0																0

		Returned Mail-Mailing Address Update		10																0																0				4		6										10																0																0

		Status of My SEP Request		71								5		3						8						6		5		4						15				4				4		8		4				20																0						11		17								28

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		56																0																0																0				56												56																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		320				11				13				14				38				10		26		15		19		16				86				15		18		17				7				57				8		25		17		24		14				88				25		13		13								51

		CSR-Determination Result		554				35		21		24		31		12				123				21		22		26		22		18				109				34		26		23		24		18				125				30		35		26		11		17				119				37		26		15								78

		CSR-Newborn Status		372				12		20		30		17		12				91				23		8		11		15		16				73				16		19		23		13		14				85				8		20		17		23						68				14		28		13								55

		CSR-Paper Application		30																0								17								17										13						13																0																0

		CSR-Pending Case		55						12				10						22																0										10						10										16		7				23																0

		CSR-Public Program Status		999				46		31		37		42		39				195				69		42		50		48		34				243				48		30		49		46		36				209				11		68		57		49		31				216				49		44		43								136

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		240				14		15		15		12		9				65				20		10				18		12				60				12		14		9				10				45						14		13				7				34				12		10		14								36

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		66																0																0																0				66												66

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																																0																0																0																0

				0																0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		242		 		16		6		14		12		10		 		58		 		14		7		10		8		9		 		48		 				8		7		8		7		 		30		 		5		19		13		21		8		 		66		 		16		13		11						 

		Counties		1310		 		75		74		55		54		48		 		306		 		87		62		59		51		58		 		317		 				82		52		59		58		 		251		 		39		68		54		46		43		 		250		 		68		50		68						 









		Top Call Drivers		Aug

		CC				10900.40967954

		MCRE/Counties		1643		15.07%

		How Do I Apply?		1026		9.41%

		How Do I Update My Application?		857		7.86%

		How To Enroll In a Plan?		590		5.41%

		Gain of ESI/MEC		496		4.55%

		Directed to Submit Verifications		467		4.28%

		Multiple changes		380		3.49%

		Enrollment Status Check		186		1.71%

		Same Day Term		159		1.46%

		Password Reset/Account Unlock		137		1.26%

		Residential Address Change/Correction		88		0.81%

		How Do I Create an Account?		46		0.42%

		Request to Close Application^		46		0.42%

		Payment/Billing Questions		43		0.39%

		A Referral		30		0.28%

		Status of My SEP Request		26		0.24%

		Enrollment Notice		25		0.23%

		Passive Enrollment Question		16		0.15%

		Prospect/Pending Case		14		0.13%

		Caller Hung Up without Speaking		6		0.06%



		Broker		 		1861

		Lost or will lose employer health care coverage		306		16.44%

		How Do I Apply?		109		5.86%

		How To Enroll In a Plan?		107		5.75%

		How Do I Update My Application?		92		4.94%

		Gain of ESI/MEC		75		4.03%

		Status of My SEP Request		71		3.82%

		CSR-Status of Enrollment		64		3.44%

		System Issues-Advised Consumer to Call Back Later		56		3.01%

		General Certification Questions		19		1.02%

		CSR-Determination Result		18		0.97%

		Returned Mail-Mailing Address Update		10		0.54%

		Caller Hung up without speaking		8		0.43%

		Lost or will lose other health care coverage		8		0.43%

		Good Faith		7		0.38%

		CSR QHP  Status		6		0.32%

		Password Reset/Account Unlock		6		0.32%

		How Do I Create an Account?		5		0.27%

		Residential Address Change/Correction		4		0.21%



		ARC				3075

		CSR-Public Program Status		999		32.49%

		CSR-Determination Result		554		18.02%

		CSR-Newborn Status		372		12.10%

		CSR- QHP Status		320		10.41%

		Password Reset/Account Unlock		240		7.80%

		System Issues-Advised Consumer to Call Back Later		66		2.15%

		CSR-Pending Case		55		1.79%

		CSR-Paper Application		30		0.98%







Jul 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		Calls Received (MNsure)		8873												409				409						498		447		379		366				1690				523		410		429		376		346				2084				526		473		440		372		379				2190				529		443		455		484		589				2500

		Calls Handled		8620												405				405						487		444		373		362				1667				518		398		419		365		342				2042				516		426		435		368		377				2121				517		432		450		443		544				2385

		Calls Abandoned		206												4				4						7		2		0		3				12				3		8		9		9		3				31				7		31		2		3		3				47				10		10		3		36		54				112

		Abandon % (>5%)(Less Short Aban)		1.96%												1.09%				1.09%						1.45%		0.39%		0.95%		0.75%				0.89%				0.51%		1.94%		2.08%		0		0.77%				1.54%				1.39%		6.64%		0.39%		0.93%		0.69%				2.01%				1.81%		2.24%		0.58%		7.50%		9.17%				4.26%

		Avg Time to Abandon		0:07:54												0:14:54				0:14:54						0:06:11		0:04:25		0:00:33		0:08:24				0:04:53				0:04:16		0:08:12		0:04:58		0		0:05:44				0:05:53				0:08:26		0:04:02		0:05:27		0:05:35		0:03:40				0:05:26				0:05:54		0:05:51		0:08:38		0:08:05		0:13:52				0:08:28

		Average Wait Time (>5 min)		0:01:16												0:01:11				0:01:11						0:00:38		0:00:09		0:00:33		0:00:25				0:00:26				0:00:34		0:01:14		0:00:36		0		0:01:20				0:01:02				0:00:33		0:00:43		0:00:30		0:00:32		0:00:19				0:00:31				0:01:36		0:01:06		0:01:30		0:04:35		0:07:11				0:03:11

		Max Wait Time		0:42:22												0:24:06				0:24:06						0:12:26		0:05:01		0:09:20		0:20:23				0:20:23				0:08:55		0:17:28		0:12:48		0		0:27:07				0:27:07				0:16:59		0:13:06		0:22:46		0:10:55		0:13:34				0:22:46				0:28:46		0:11:02		0:17:00		0:29:26		0:42:22				0:42:22

		Service Level (<95% calls under 5 min)		79.34%												86.49%				86.49%						82.33%		94.27%		84.41%		91.50%				88.13%				82.31%		72.11%		78.96%		1		80.77%				77.03%				86.74%		73.66%		83.04%		83.53%		92.63%				83.92%				77.65%		73.58%		66.73%		47.58%		40.14%				61.14%

		Talk Time (Avg)		0:08:00												0:07:52				0:07:52						0:07:26		0:08:10		0:08:01		0:08:00				0:07:54				0:08:12		0:08:19		0:08:30		0:08:24		0:07:35				0:08:12				0:08:02		0:08:18		0:07:26		0:08:17		0:08:07				0:08:02				0:08:11		0:07:50		0:08:13		0:08:02		0:07:57				0:08:02

		Call Handle Time (Avg)		0:14:05												0:14:15				0:14:15						0:13:12		0:13:49		0:13:48		0:13:32				0:13:35				0:14:15		0:14:04		0:14:30		0:14:53		0:14:12				0:14:22				0:14:11		0:14:12		0:12:49		0:14:16		0:14:19				0:13:57				0:14:06		0:13:56		0:14:26		0:14:15		0:14:33				0:14:15

		Transfer Out		na												na				na						na		na		0		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		81.94%												80.44%				80.44%						77.91%		82.50%		80.93%		80.32%				80.42%				81.46%		81.64%		86.82%		84.05%		82.87%				83.37%				82.70%		79.58%		83.01%		83.10%		84.23%				82.52%				80.40%		82.15%		83.35%		85.83%		82.99%				82.95%

		Complaints Received		40												0				0						0		0		40		0				40				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		1126												51				51						55		60		0		36				151				67		53		52		42		46				260				50		54		69		60		55				288				78		49		64		76		109				376

		Short Abandon (under 60 seconds)		9												0				0						0		0		0		0				0				0		0		0		1		0				1				1		0		0		1		0				2				1		1		0		1		3				6

		% of calls answered in under 10 minutes		95.96%												94.49%				94.49%						99.82%		100.00%		100.00%		98.74%				99.64%				100.00%		98.44%		99.79%		96.31%		94.83%				97.87%				99.12%		99.37%		99.80%		99.77%		99.07%				99.42%				93.25%		98.54%		97.08%		80.54%		72.54%				88.39%

		Occupany		na												na				ERROR:#DIV/0!						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		28.94												18.25				18.25						20.24		19.42		16.00		15.15				20.24				23.31		18.05		19.34		17.22		15.49				23.31				22.66		20.65		18.08		17.12		17.25				22.66				23.77		19.01		20.82		22.06		28.94				28.94





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		Calls Received (MNsure)		1529												63				63						47		75		74		52				248				69		86		73		58		65				351				88		94		75		69		64				390				75		93		78		112		119				477

		Calls Handled		1479												63				63						47		72		74		52				245				69		83		71		58		64				345				82		84		70		68		64				368				72		88		74		107		117				458

		Calls Abandoned		35												0				0						0		3		0		0				3				0		3		2		0		1				6				5		10		4		1		0				20				0		1		1		2		2				6

		Abandon % (>5%)(Less Short Aban)		1.67%												0.00%				0.00%						0.00%		4.00%		0.00%		0.00%				1.00%				0.00%		3.49%		2.74%		0.00%		1.54%				1.55%				5.68%		10.64%		5.33%		1.45%		0.00%				4.62%				0.00%		1.08%		1.28%		1.79%		1.68%				1.17%

		Avg Time to Abandon		0:01:29												0:00:00				0:00:00						0:00:00		0:02:38		0:00:00		0:00:00				0:00:52				0:00:00		0:02:38		0:04:19		0:00:00		0:00:47				0:01:32				0:02:41		0:07:54		0:01:59		0:04:42		0:00:00				0:03:27				0:00:00		0:03:31		0:01:31		0:01:07		0:01:40				0:01:33

		Average Wait Time (>5 min)		0:00:49												0:00:31				0:00:31						0:00:56		0:01:16		0:00:09		0:00:34				0:00:43				0:00:17		0:01:15		0:01:10		0:00:57		0:00:21				0:00:48				0:01:41		0:01:21		0:00:36		0:00:31		0:00:25				0:00:54				0:01:04		0:00:47		0:01:02		0:01:29		0:01:16				0:01:07

		Max Wait Time		0:30:17												0:04:43				0:04:43						0:05:56		0:07:46		0:06:42		0:05:38				0:07:46				0:06:38		0:08:42		0:09:29		0:08:30		0:04:56				0:09:29				0:08:15		0:30:17		0:07:32		0:04:53		0:06:04				0:30:17				0:08:34		0:10:43		0:09:29		0:10:13		0:10:01				0:10:43

		Service Level (<95% calls under 5 min)		78.09%												82.54%				82.54%						78.72%		65.33%		95.95%		82.69%				80.67%				94.20%		61.63%		75.00%		75.86%		87.50%				78.84%				54.02%		73.12%		78.87%		82.61%		89.06%				75.54%				78.38%		78.49%		76.92%		67.57%		63.03%				72.88%

		Talk Time (Avg)		0:07:05												0:07:38				0:07:38						0:06:08		0:07:52		0:07:21		0:08:09				0:07:22				0:06:24		0:06:24		0:05:56		0:07:00		0:07:28				0:06:38				0:05:40		0:06:02		0:06:39		0:06:47		0:06:02				0:06:14				0:07:15		0:07:24		0:08:12		0:06:54		0:08:14				0:07:35

		Call Handle Time (Avg)		0:11:28												0:12:13				0:12:13						0:11:02		0:11:59		0:11:43		0:12:02				0:11:41				0:09:57		0:11:38		0:10:26		0:10:45		0:12:24				0:11:02				0:09:53		0:10:34		0:10:56		0:10:47		0:10:02				0:10:26				0:11:46		0:11:24		0:12:59		0:11:17		0:12:32				0:11:59

		Max Agents		4.07												2.14				2.14						1.44		2.40		2.00		1.74				2.40				1.91		2.68		2.06		1.73		2.21				2.68				2.28		2.47		2.16		2.04		1.78				2.47				2.45		3		2.78		3.45		4.07				4.07





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		Calls Received (MNsure)		2918												113				113						132		155		163		132				582				171		146		154		157		127				755				137		158		131		157		135				718				137		153		165		168		127				750

		Calls Handled		2814												113				113						128		154		153		125				560				161		140		146		155		125				727				133		137		129		153		134				686				136		148		161		158		125				728

		Calls Abandoned		80												0				0						3		1		0		7				11				10		5		8		2		1				26				3		19		1		4		1				28				1		5		3		5		1				15

		Abandon % (>5%)(Less Short Aban)		2.49%												0.00%				0.00%						2.27%		0.65%		6.13%		5.30%				3.59%				5.85%		3.42%		5.19%		1.27%		0.79%				3.30%				2.19%		12.03%		0.76%		2.55%		0.74%				3.65%				0.73%		3.27%		1.82%		2.98%		0.79%				1.92%

		Avg Time to Abandon		0:02:48												0:00:00				0:00:00						0:02:00		0:05:36		0:00:00		0:03:06				0:03:34				0:04:31		0:03:52		0:03:58		0:02:00		0:00:37				0:02:59				0:03:10		0:11:19		0:01:57		0:04:02		0:00:48				0:04:15				0:02:23		0:02:16		0:02:59		0:04:57		0:03:21				0:03:11

		Average Wait Time (>5 min)		0:01:08												0:00:40				0:00:40						0:00:48		0:00:36		0:03:15		0:02:23				0:01:45				0:01:57		0:01:17		0:01:19		0:01:13		0:00:39				0:01:17				0:00:43		0:01:58		0:01:12		0:01:08		0:00:31				0:01:06				0:00:58		0:00:27		0:00:45		0:01:22		0:00:47				0:00:51

		Max Wait Time		0:46:48												0:09:46				0:09:46						0:07:27		0:05:28		0:15:52		0:15:15				0:15:52				0:15:12		0:08:41		0:11:31		0:07:03		0:07:41				0:15:12				0:09:43		0:46:48		0:12:27		0:10:53		0:11:29				0:46:48				0:08:31		0:06:42		0:06:57		0:09:22		0:07:54				0:09:22

		Service Level (<95% calls under 5 min)		68.42%												77.88%				77.88%						71.21%		75.48%		31.29%		50.00%				57.00%				54.39%		56.55%		64.94%		61.15%		82.54%				63.91%				75.00%		64.74%		76.92%		70.70%		85.93%				74.66%				63.50%		80.39%		71.52%		59.28%		68.50%				68.64%

		Talk Time (Avg)		0:04:58												0:04:46				0:04:46						0:04:34		0:04:40		0:05:17		0:05:04				0:04:53				0:05:33		0:04:54		0:05:33		0:05:43		0:04:41				0:05:16				0:05:06		0:05:35		0:04:14		0:05:00		0:04:35				0:04:54				0:04:56		0:05:00		0:04:53		0:05:28		0:04:56				0:05:02

		Call Handle Time (Avg)		0:06:50												0:06:27				0:06:27						0:06:23		0:06:35		0:07:03		0:06:59				0:06:45				0:07:32		0:06:45		0:07:18		0:07:54		0:06:39				0:07:13				0:06:52		0:07:39		0:06:12		0:06:45		0:06:28				0:06:47				0:06:51		0:06:56		0:06:44		0:07:45		0:06:45				0:07:00

		Max Agents		3.43												2.02				2.02						2.27		2.82		3.00		2.42				3.00				3.37		2.64		2.96		3.40		2.33				3.40				2.56		2.96		2.24		2.87		2.41				2.96				2.59		3		3.01		3.43		2.35				3.43





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		Calls Received		1166												51				51						55		60		40		36				191				67		53		52		42		46				260				50		54		69		60		55				288				78		49		64		76		109				376

		Calls Handled		1078												49				49						54		60		0		35				148				66		51		51		41		45				254				49		50		69		59		54				282				76		48		63		71		86				345

		Calls Abandoned		33												1				1						0		0		0		1				1				0		0		1		0		1				2				1		2		0		1		1				5				2		1		1		4		17				24

		Abandon %		2.41%												2.62%				2.62%						0.83%		0.00%		0.00%		1.80%				0.66%				0.00%		0.54%		1.51%		1.09%		1.78%				0.98%				1.57%		4.85%		0.00%		1.16%		1.18%				1.75%				1.99%		1.49%		1.43%		5.45%		19.93%				6.06%

		Avg Time to Abandon		0:07:58												0:14:54				0:14:54						0:08:29		0:00:00		0:00:00		0:08:24				0:04:13				0:00:00		0:17:42		0:04:38		0:06:49		0:05:44				0:06:58				0:10:03		0:04:03		0:00:00		0:06:03		0:03:18				0:04:41				0:06:20		0:04:33		0:08:38		0:10:45		0:15:18				0:09:06

		Average Wait Time (>5 min)		0:02:04												0:02:43				0:02:43						0:00:36		0:00:05		0:00:28		0:00:52				0:00:30				0:00:58		0:00:50		0:00:25		0:01:15		0:02:41				0:01:13				0:00:39		0:00:07		0:00:16		0:00:30		0:00:24				0:00:23				0:02:15		0:00:59		0:01:57		0:04:22		0:18:02				0:05:31

		Max Wait Time		0:42:22												0:24:06				0:24:06						0:08:29		0:02:57		0:09:20		0:20:23				0:20:23				0:08:55		0:17:28		0:09:06		0:14:26		0:27:07				0:27:07				0:14:08		0:03:09		0:22:46		0:10:55		0:10:52				0:22:46				0:28:46		0:09:15		0:17:00		0:25:02		0:42:22				0:42:22

		Service Level (<95% calls under 5 min)		81.05%												94.05%				94.05%						81.09%		91.72%		0.00%		95.32%				89.38%				86.01%		63.80%		73.40%		69.79%		87.89%				76.18%				88.75%		61.07%		74.76%		81.47%		92.05%				79.62%				75.71%		73.10%		72.08%		50.74%		58.45%				66.02%

		Talk Time (Avg)		0:10:01												0:09:42				0:09:42						0:09:09		0:10:58		0:09:22		0:09:58				0:09:51				0:09:51		0:09:40		0:10:38		0:10:30		0:09:31				0:10:02				0:09:37		0:10:35		0:09:53		0:10:31		0:10:27				0:10:12				0:10:47		0:09:35		0:10:42		0:10:04		0:10:38				0:10:21

		Call Handle Time (Avg)		0:17:50												0:18:19				0:18:19						0:16:24		0:18:00		0:16:21		0:17:10				0:16:58				0:17:40		0:16:51		0:17:27		0:18:30		0:17:53				0:17:40				0:17:06		0:17:21		0:17:03		0:18:12		0:17:48				0:17:30				0:18:35		0:17:30		0:19:04		0:18:40		0:19:59				0:18:45

		Percent. calls transferred by front line/General Queue		12.93%												2:59:33				12.47%						2:39:02		3:13:17		na		2:21:38				2:44:39				3:04:28		3:06:08		2:54:32		2:40:51		3:11:26				2:59:29				2:16:52		2:44:23		3:45:49		3:52:15		3:28:58				3:13:39				3:32:19		2:39:16		3:22:32		3:46:06		0.19				14.82%

		Max Agents		15.03												9.71				9.71						10.97		10.24		8.00		7.96				10.97				12.11		8.61		9.64		9.40		8.39				12.11				12.06		10.93		9.42		8.69		8.40				12.06				12.95		19:28:41		11.11		11.40		15.03				15.03





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		Busy		0												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		2												0				0						0		0		0		0				0				0		2		0		0		0				2				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		266												23				23						5		0		2		3				10				4		5		2		5		19				35				8		4		2		4		0				18				25		0		12		42		101				180

		Error		3												1				1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1		1		0				2

		Invalid Number		0												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		25												1				1						0		0		0		2				2				0		2		0		0		2				4				0		6		0		0		0				6				0		0		1		3		8				12

		No Response		49												3				3						0		0		0		4				4				0		4		0		1		4				9				1		0		2		0		0				3				6		0		3		6		15				30

		Total Requests		345												28				28						5		0		2		9				16				4		13		2		6		25				50				9		10		4		4		0				27				31		0		17		52		124				224

		% Connected 		74.38%												82%				82.14%						100%		na		100%		33%				78%				100%		38%		100%		83%		76%				80%				89%		40%		50%		100%		na				70%				81%		0%		71%		81%		81%				62.69%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		Busy		0												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		0												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		123												0				0						0		0		7		0				7				0		7		3		16		0				26				3		0		2		2		3				10				13		0		10		46		11				80

		Error		2												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		2		0				2

		Invalid Number		0												0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		12												0				0						0		0		3		0				3				0		0		0		1		0				1				0		0		0		0		0				0				4		0		1		3		0				8

		No Response		28												0				0						0		0		4		0				4				0		0		0		0		0				0				3		0		0		0		1				4				3		0		2		8		7				20

		Total Requests		165												0				0						0		0		14		0				14				0		7		3		17		0				27				6		0		2		2		4				14				20		0		13		59		18				110

		% Connected 		74.88%												na				na						na		na		50%		na				50%				na		100%		100%		94%		na				98%				50%		na		100%		100%		75%				81%				65%		na		77%		78%		61%				70.25%





		Top Call Drivers		Jul		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week Jul 3		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week Jul 10		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week Jul 17		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week Jul 24

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		10																0																0																0										10						10																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		424																0						25		28		23		21				97				32		24		19		16		18				109				23		32		19		18		22				114				22				25		27		30				104

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		15																0																0																0				15												15																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		252												149				149								15								15																0						13										13				19				16		14		26				75

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		313																0						17				1						18				22		18				13		19				72				27		29		19		18						93				24		24		20		21		41				130

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		917												98				98						55		59		43		33				190				49		44		39		34		31				197				58		32		49		32		27				198				52		49		49		39		45				234

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		562												57				57						33		26		26		20				105				31		29		23		27		18				128				47		30		32		18		21				148				26		28		30		27		13				124

		How To Enroll In a Plan?		536												77				77						27		24				25				76				24		21		27		27		13				112				32		29		12		32		26				131				26		25		26		28		35				140

		Income Change		0																0																0																0																0																0

		Income Decrease		237												54				54												14				14				17		13		20				13				63						16		15		15						46				20		11		14				15				60

		Income Increase		43												43				43																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		64																0																0																0												10				10										19		35				54

		MCRE/Counties		1548												202				202						92		76		59		76				303				87		68		65		75		43				338				79		56		73		62		72				342				87		75		72		64		65				363

		MNTR		0																0																0																0																0																0

		Multiple changes		306																0						19		19		11		15				64				18		16		14		1		16				65				26		27		20		10		15				98				21		17		17		24						79

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		134												42				42										11		12				23				16				17		11						44								14				11				25																0

		Payment/Billing Questions		106												44				44												17				17																0												15				15				16		14										30

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																																0																0																0																0

		Request to Close Application^		139																0						13		13								26				20				15		13		13				61				14						11						25						13						14				27

		Residential Address Change/Correction		118																0						21		17		14						52						15				12						27				13												13						10		16								26

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		261												87				87						38		22		18		12				90						11		16				13				40						29		15								44																0

		Status of My SEP Request		16																0																0																0																0										16						16

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		19												16				16																0								3								3																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		8																0																0																0																0												8				8

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		39												14				14																0				4						6						10						5										5				5				5								10

		CSR-Status of Enrollment		105												27										4		13								17				6				8								14				8				8				6				22				5		9		6		5						25

		CSR-Status of Reported Change		21												21				21																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		3																0						3										3																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0

		Future Date Term		5																0																0																0																0						5

		Gain of ESI/MEC		38																0						4		9				2				15						5										5				5						4						9												9

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		102																0												12				12						6		5		9		9				29				4		7		5		5		7				28						5		8		11		9				33

		How Do I Update My Application?		71												17				17						8				6						14						7		5		8		5				25								7				4				11				4												4

		How To Enroll In a Plan?		77																0								5				2				7				7		7				4		5				23						8		11		4						23								6		7		11				24

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		233																0						4		6		11		7				28				6		12		13		3		7				41				9		15		10		16		14				64				12		13		17		29		29				100

		Lost or will lose other health care coverage		7																0										7						7																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		10																0																0																0				5		5										10

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		3																0												3				3																0																0

		Returned Mail-Mailing Address Update		6																0								6								6																0																0

		Status of My SEP Request		48																0																0				3								8				11										7		6				13				5		8				11

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0

		ARC																		0																0																0																0

		Assister Manual Account Request																		0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		353												28				28						17		16		23		15				71				15		14		24		13		10				76				20		15		11		14		11				71				16		29		21		23		18

		CSR-Determination Result		432												13				13						19		22		22		29				92				23		31		24		20		17				115				17		24		25		19		29				114				19		29		20		17		13

		CSR-Newborn Status		373												17				17						17		25		18		18				78				19		25		17		16		12				89				15		17		16		32		16				96				20		19		38				16

		CSR-Paper Application		14																0																0																0								14								14																0

		CSR-Pending Case		42																0										14						14																0																0						11				17

		CSR-Public Program Status		937												68				68						42		40		46		40				168				46		43		39		57		44				229				52		39		37		58		47				233				47		49		47		51		45

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		18												18				18																0																0																0

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		232																0						11		14				9				34				23		15		10		18		15				81				15		13				12		8				48				20				17		20		12

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0

		Unable to Verify Consumer PII		0																																0																0																0

				0																0																0																0																0

		PP																		0																0																0																0

		MCRE		248		 										33		 		33		 				13		14		10		10		 		47		 		16		7		12		13		11		 		59		 		12		11				12		13		 		48		 		18		12		12		6		13		 

		Counties		1227		 										169		 		169		 				79		62		49		66		 		256		 		71		61		53		62		32		 		279		 		67		45				50		59		 		221		 		69		63		60		58		52		 





		Top Call Drivers		Jul

		CC				8620

		MCRE/Counties		1548		0.1795908018

		How Do I Apply?		917		0.1063855072

		How Do I Update My Application?		562		0.0652002782

		How To Enroll In a Plan?		536		0.0621838952

		Directed to Submit Verifications		424		0.0491902454

		Gain of ESI/MEC		313		0.0363126104

		Multiple changes		306		0.0355005073

		Same Day Term		261		0.0302798445

		Enrollment Status Check		252		0.0292357119

		Income Decrease		237		0.027495491

		Request to Close Application^		139		0.0161260474

		Password Reset/Account Unlock		134		0.0155459738

		Residential Address Change/Correction		118		0.0136897381

		Payment/Billing Questions		106		0.0122975614

		Lost or will lose employer health care coverage		64		0.0074249427

		Income Increase		43		0.0049886334

		Status of My SEP Request		16		0.0018562357

		Enrollment Notice		15		0.0017402209

		A Referral		10		0.0011601473



		Broker		 		1479

		Lost or will lose employer health care coverage		233		0.1575388776

		CSR-Status of Enrollment		105		0.0709939148

		How Do I Apply?		102		0.0689655172

		How To Enroll In a Plan?		77		0.0520622042

		How Do I Update My Application?		71		0.0480054091

		Status of My SEP Request		48		0.0324543611

		CSR-Determination Result		39		0.0263691684

		Gain of ESI/MEC		38		0.0256930358

		CSR-Status of Reported Change		21		0.014198783

		APTC/CSR Questions		19		0.0128465179

		Password Reset/Account Unlock		10		0.0067613252

		Caller Hung up without speaking		8		0.0054090602

		Lost or will lose other health care coverage		7		0.0047329277

		Returned Mail-Mailing Address Update		6		0.0040567951

		Future Date Term		5		0.0033806626

		Directed to GI Status		3		0.0020283976

		Request to Close Application^		3		0.0020283976





		ARC				2814

		CSR-Public Program Status		937		0.3329779673

		CSR-Determination Result		432		0.1535181237

		CSR-Newborn Status		373		0.1325515281

		CSR- QHP Status		353		0.1254442075

		Password Reset/Account Unlock		232		0.0824449183

		CSR-Pending Case		42		0.0149253731

		How Do I Apply?		18		0.0063965885

		CSR-Paper Application		14		0.0049751244









































Jun 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		Calls Received (MNsure)		9312								462		391		302				1155				496		419		426		351		367				2059				483		397		366		323		353				1922				333		451		449		410		449				2092				579		546		489		470						2084

		Calls Handled		9125								462		382		299				1143				493		417		420		340		362				2032				476		394		360		318		336				1885				323		445		438		399		425				2029				559		525		486		467						2037

		Calls Abandoned		160								0		9		2				11				3		2		6		9		4				23				4		3		5		3		14				28				9		6		9		9		24				57				16		19		3		3						41

		Abandon % (>5%)(Less Short Aban)		1.65%								0.00%		2.26%		0.57%				0.94%				0.54%		0.42%		1.48%		2.54%		0.99%				1.19%				0.74%		0.69%		1.44%		0.81%		4.00%				1.54%				2.73%		1.35%		1.97%		2.15%		5.45%				2.73%				2.81%		3.52%		0.52%		0.55%						1.85%

		Avg Time to Abandon		0:06:18								0:00:00		0:10:19		0:07:18				0:05:52				0:06:09		0:03:55		0:04:38		0:08:55		0:05:39				0:05:51				0:04:48		0:04:13		0:04:43		0:10:09		0:05:46				0:05:55				0:05:12		0:06:52		0:06:46		0:06:44		0:10:21				0:07:11				0:08:33		0:08:47		0:05:30		0:03:52						0:06:40

		Average Wait Time (>5 min)		0:01:09								0:00:12		0:01:02		0:00:10				0:00:28				0:00:33		0:00:47		0:00:50		0:01:43		0:00:41				0:00:54				0:00:52		0:00:45		0:00:25		0:00:24		0:03:07				0:01:06				0:00:54		0:00:34		0:00:55		0:02:14		0:04:33				0:01:50				0:02:38		0:02:30		0:00:27		0:00:15						0:01:27

		Max Wait Time		0:40:20								0:07:54		0:23:17		0:10:20				0:23:17				0:13:45		0:23:22		0:18:30		0:20:32		0:21:49				0:23:22				0:20:35		0:13:38		0:14:05		0:16:43		0:35:08				0:35:08				0:15:12		0:12:07		0:28:34		0:19:36		0:40:20				0:40:20				0:26:44		0:33:29		0:09:48		0:17:14						0:33:29

		Service Level (<95% calls under 5 min)		80.87%								93.96%		78.73%		94.87%				89.19%				86.13%		79.66%		80.13%		74.62%		84.58%				81.02%				79.21%		81.92%		89.88%		92.12%		62.88%				81.20%				84.97%		88.01%		78.97%		73.22%		50.20%				75.07%				64.03%		64.15%		89.91%		93.37%						77.87%

		Talk Time (Avg)		0:08:06								0:07:36		0:08:06		0:08:26				0:08:02				0:07:46		0:08:19		0:07:48		0:08:14		0:07:40				0:07:57				0:08:20		0:08:33		0:07:52		0:08:26		0:08:32				0:08:20				0:08:07		0:08:25		0:07:55		0:07:59		0:08:01				0:08:05				0:08:08		0:07:47		0:08:00		0:08:27						0:08:05

		Call Handle Time (Avg)		0:14:15								0:13:41		0:14:03		0:14:38				0:14:07				0:13:38		0:14:33		0:13:51		0:14:15		0:14:07				0:14:04				0:14:07		0:14:44		0:13:22		0:14:52		0:14:21				0:14:17				0:14:27		0:14:57		0:14:20		0:14:12		0:14:59				0:14:35				0:14:06		0:14:05		0:13:51		0:14:46						0:14:12

		Transfer Out		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		82.39%								81.19%		83.68%		81.41%				82.09%				79.60%		81.07%		82.70%		80.97%		84.27%				81.72%				83.70%		82.46%		82.31%		84.23%		81.93%				82.93%				84.50%		80.05%		83.53%		82.46%		82.37%				82.58%				82.30%		80.04%		82.04%		86.22%						82.65%

		Complaints Received		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Complaints Resolved		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Helpline (Transfers from Vendor)		1246								51		52		50				153				59		53		47		43		37				239				54		40		50		47		47				238				33		66		58		55		65				277				98		79		87		75						339

		Short Abandon (under 60 seconds)		11								0		0		1				1				0		1		0		0		0				1				0		0		0		1		3				4				0		0		1		2		0				3				1		1		0		0						2

		% of calls answered in under 10 minutes		96.38%								100.00%		97.22%		99.71%				98.98%				99.46%		98.30%		98.50%		92.89%		98.24%				97.48%				98.68%		99.54%		99.51%		99.45%		89.74%				97.38%				96.91%		99.61%		97.98%		89.16%		81.74%				93.08%				88.60%		91.79%		100.00%		99.63%						95.00%

		Occupany		na								na		na		na				ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						ERROR:#DIV/0!

		Max Agents		26.77								19.48		17.33		14.29				19.48				21.01		19.07		18.21		15.69		15.86				21.01				20.99		17.87		15.46		15.27		15.98				20.99				14.63		21.46		20.20		18.32		21.58				21.58				26.77		24.61		22.17		22.38						26.77





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		Calls Received (MNsure)		1783								51		53		58				162				88		84		90		58		43				363				97		86		92		68		47				390				64		89		81		78		72				384				102		142		100		140						484

		Calls Handled		1735								49		52		56				157				83		83		89		56		43				354				93		86		88		65		47				379				57		89		79		77		72				374				102		135		98		136						471

		Calls Abandoned		33								1		1		2				4				5		0		1		1		0				7				3		0		3		1		0				7				3		0		2		0		0				5				0		6		1		3						10

		Abandon % (>5%)(Less Short Aban)		1.79%								1.96%		1.89%		3.45%				2.43%				5.68%		0.00%		1.11%		1.72%		0.00%				1.70%				3.09%		0.00%		3.26%		1.47%		0.00%				1.56%				4.69%		0.00%		2.47%		0.00%		0.00%				1.43%				0.00%		4.23%		1.00%		2.14%						1.84%

		Avg Time to Abandon		0:01:20								0:00:50		0:00:51		0:02:00				0:01:13				0:02:49		0:00:00		0:01:52		0:00:35		0:00:00				0:01:03				0:04:33		0:00:00		0:05:55		0:01:41		0:00:00				0:02:25				0:01:29		0:00:00		0:01:13		0:00:00		0:00:00				0:00:32				0:00:00		0:02:07		0:02:33		0:01:13						0:01:28

		Average Wait Time (>5 min)		0:00:44								0:00:55		0:00:36		0:00:16				0:00:35				0:01:05		0:00:18		0:01:15		0:00:32		0:00:15				0:00:41				0:01:24		0:00:07		0:01:12		0:00:38		0:00:04				0:00:41				0:00:54		0:00:26		0:00:47		0:00:34		0:00:06				0:00:33				0:00:33		0:02:00		0:00:51		0:01:18						0:01:10

		Max Wait Time		0:12:06								0:10:03		0:07:07		0:03:32				0:10:03				0:09:36		0:06:50		0:09:01		0:08:57		0:06:09				0:09:36				0:09:16		0:01:32		0:12:06		0:07:54		0:01:11				0:12:06				0:06:44		0:07:24		0:07:21		0:07:06		0:03:46				0:07:24				0:07:51		0:08:25		0:10:41		0:09:24						0:10:41

		Service Level (<95% calls under 5 min)		79.17%								78.00%		86.54%		87.93%				84.16%				67.82%		91.67%		66.67%		85.96%		93.02%				81.03%				62.89%		93.02%		72.83%		82.35%		97.87%				81.79%				67.74%		85.39%		73.75%		84.42%		97.22%				81.70%				83.33%		43.88%		78.00%		63.50%						67.18%

		Talk Time (Avg)		0:06:54								0:09:41		0:07:14		0:08:49				0:08:34				0:05:53		0:06:53		0:06:50		0:08:17		0:07:52				0:07:09				0:05:03		0:05:37		0:06:24		0:05:56		0:08:18				0:06:15				0:05:55		0:07:19		0:07:39		0:05:40		0:05:34				0:06:25				0:06:12		0:06:00		0:06:13		0:06:11						0:06:09

		Call Handle Time (Avg)		0:11:23								0:14:52		0:11:17		0:12:43				0:12:57				0:10:26		0:10:50		0:10:43		0:11:58		0:12:11				0:11:13				0:09:33		0:10:10		0:12:12		0:10:26		0:12:00				0:10:52				0:09:14		0:11:58		0:12:09		0:10:38		0:08:44				0:10:32				0:11:42		0:11:06		0:11:31		0:10:59						0:11:19

		Max Agents		4.20								2.06		1.63		1.98				2.06				2.41		2.53		2.65		1.89		1.46				2.65				2.47		2.43		3.02		1.94		1.57				3				1.54		2.96		2.67		2.30		1.75				2.96				3.31		4		3.17		4.18						4.20





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		Calls Received (MNsure)		3055								162		144		122				428				146		138		155		125		104				668				156		145		130		154		111				696				112		144		145		169		122				692				122		158		161		130						571

		Calls Handled		2989								158		142		122				422				141		138		154		122		103				658				148		140		129		153		110				680				111		143		142		157		118				671				122		149		159		128						558

		Calls Abandoned		59								3		2		0				5				3		0		1		3		0				7				8		5		1		1		1				16				1		1		3		12		4				21				0		8		1		1						10

		Abandon % (>5%)(Less Short Aban)		1.74%								1.85%		1.39%		0.00%				1.08%				2.05%		0.00%		0.65%		2.40%		0.00%				1.02%				5.13%		3.45%		0.77%		0.65%		0.90%				2.18%				0.89%		0.69%		2.07%		7.10%		3.28%				2.81%				0.00%		5.06%		0.62%		0.77%						1.61%

		Avg Time to Abandon		0:02:22								0:03:45		0:01:27		0:00:00				0:01:44				0:04:49		0:00:00		0:08:34		0:01:58		0:00:00				0:03:04				0:02:38		0:04:16		0:01:22		0:03:36		0:01:19				0:02:38				0:00:50		0:02:16		0:02:40		0:04:16		0:01:37				0:02:19				0:00:00		0:03:38		0:02:21		0:02:30						0:02:07

		Average Wait Time (>5 min)		0:00:39								0:00:50		0:00:26		0:00:20				0:00:32				0:00:26		0:00:23		0:00:39		0:00:23		0:00:10				0:00:24				0:01:32		0:01:05		0:00:17		0:00:37		0:00:23				0:00:46				0:00:25		0:00:47		0:00:57		0:01:29		0:00:29				0:00:49				0:00:21		0:01:18		0:00:48		0:00:28						0:00:43

		Max Wait Time		0:11:48								0:08:36		0:04:27		0:03:57				0:08:36				0:06:19		0:05:26		0:08:01		0:06:14		0:03:49				0:08:01				0:11:48		0:08:17		0:04:10		0:07:51		0:04:12				0:11:48				0:05:14		0:05:54		0:10:06		0:09:33		0:04:12				0:10:06				0:07:09		0:11:40		0:09:55		0:06:16						0:11:40

		Service Level (<95% calls under 5 min)		78.34%								78.88%		79.17%		86.07%				81.37%				83.45%		88.41%		76.13%		84.00%		94.23%				85.24%				61.54%		62.07%		86.15%		78.57%		86.49%				74.96%				86.61%		65.97%		75.86%		52.07%		78.69%				71.84%				89.34%		61.39%		77.02%		85.38%						78.28%

		Talk Time (Avg)		0:05:03								0:05:17		0:04:54		0:05:12				0:05:07				0:05:09		0:05:23		0:05:10		0:04:36		0:05:06				0:05:04				0:05:01		0:06:01		0:04:57		0:05:04		0:05:11				0:05:14				0:04:20		0:05:01		0:04:42		0:05:25		0:04:03				0:04:42				0:04:46		0:05:12		0:05:01		0:05:31						0:05:07

		Call Handle Time (Avg)		0:07:03								0:07:14		0:06:42		0:07:06				0:07:00				0:07:22		0:07:19		0:07:06		0:06:53		0:06:56				0:07:07				0:07:08		0:08:05		0:06:48		0:07:12		0:06:57				0:07:14				0:06:41		0:07:20		0:06:41		0:07:24		0:05:59				0:06:49				0:06:32		0:07:28		0:06:57		0:07:28						0:07:06

		Max Agents		3.23								3.20		2.64		2.41				3.20				2.91		2.81		3.04		2.33		1.99				3.04				2.93		3.14		2.44		3.06		2.13				3.14				2.06		2.92		2.64		3.23		1.96				3.23				2.22		3		3.07		2.66						3.09





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		Calls Received		1246								51		52		50				153				59		53		47		43		37				239				54		40		50		47		47				238				33		66		58		55		65				277				98		79		87		75						339

		Calls Handled		1202								51		50		49				150				58		53		46		40		36				233				54		40		49		46		44				232				33		65		56		53		57				265				90		72		86		73						321

		Calls Abandoned		31								0		2		0				2				1		0		1		2		1				5				0		0		1		0		2				4				0		1		1		1		6				9				5		4		1		1						11

		Abandon %		2.41%								0.00%		3.91%		0.00%				1.30%				0.87%		0.52%		2.38%		5.71%		1.66%				2.23%				0.00%		0.58%		2.35%		0.63%		5.33%				1.78%				0.00%		1.29%		2.45%		2.21%		10.18%				3.23%				5.45%		6.13%		1.14%		1.30%						3.51%

		Avg Time to Abandon		0:05:24								0:00:00		0:12:18		0:00:00				0:04:06				0:04:45		0:03:25		0:04:11		0:08:55		0:05:28				0:05:20				0:00:00		0:02:19		0:04:15		0:07:21		0:07:20				0:04:15				0:00:00		0:06:45		0:07:12		0:05:38		0:11:21				0:06:11				0:09:37		0:09:47		0:05:30		0:03:52						0:07:11

		Average Wait Time (>5 min)		0:02:02								0:00:23		0:01:47		0:00:13				0:00:47				0:00:53		0:01:24		0:01:21		0:03:51		0:01:19				0:01:45				0:00:08		0:00:39		0:00:22		0:00:15		0:06:16				0:01:32				0:00:13		0:00:24		0:01:36		0:03:40		0:09:07				0:03:00				0:06:06		0:05:02		0:00:44		0:00:27						0:03:04

		Max Wait Time		0:40:20								0:07:54		0:23:17		0:10:20				0:23:17				0:13:45		0:23:22		0:16:47		0:20:32		0:21:49				0:23:22				0:04:16		0:08:38		0:14:05		0:16:43		0:35:08				0:35:08				0:07:51		0:09:32		0:28:34		0:18:55		0:40:20				0:40:20				0:26:44		0:33:29		0:09:48		0:17:14						0:33:29

		Service Level (<95% calls under 5 min)		84.99%								96.70%		82.89%		94.39%				91.33%				88.31%		81.29%		87.07%		96.77%		92.83%				89.25%				66.67%		79.25%		86.99%		89.10%		75.22%				79.45%				78.02%		85.56%		83.44%		83.39%		66.32%				79.35%				80.10%		74.73%		92.95%		94.60%						85.60%

		Talk Time (Avg)		0:09:50								0:09:37		0:10:15		0:10:10				0:10:00				0:09:48		0:10:55		0:08:13		0:10:01		0:08:53				0:09:34				0:10:29		0:09:49		0:09:24		0:09:25		0:10:38				0:09:57				0:09:08		0:09:29		0:09:38		0:10:00		0:09:32				0:09:33				0:11:03		0:09:31		0:09:36		0:10:11						0:10:05

		Call Handle Time (Avg)		0:17:39								0:17:27		0:18:09		0:18:20				0:17:58				0:16:52		0:18:53		0:15:34		0:17:45		0:17:18				0:17:16				0:17:16		0:16:41		0:16:12		0:16:50		0:17:46				0:16:57				0:17:15		0:17:43		0:17:36		0:18:02		0:18:08				0:17:44				0:19:23		0:18:17		0:16:59		0:18:44						0:18:20

		Percent. calls transferred by front line/General Queue		13.43%								2:38:57		3:11:30		3:58:24				13.63%				2:51:17		3:02:08		2:38:52		2:56:24		2:25:10				2:46:46				2:40:59		2:25:05		3:16:43		3:29:32		3:11:43				3:00:48				2:22:42		3:30:43		3:06:00		3:13:10		3:28:27				3:08:12				4:03:43		3:28:21		4:16:11		3:49:47						16.29%

		Max Agents		14.79								10.17		9.02		7.02				10.17				10.77		10.17		9.07		8.62		8.69				10.77				11.36		7.96		7.64		7.38		8.33				11.36				6.42		11.46		9.97		9.06		11.37				11.46				14.79		5:52:32		12.44		11.96						14.79





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		Busy		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0						0

		Caller canceled		7								0		1		0				1				0		0		0		2		1				3				0		0		0		0		0				0				0		0		0		0		0		0		0				1		2		0		0						3

		Connected		271								2		5		0				7				8		6		11		27		5				57				1		2		2		1		25				31				4		2		10		23		59		0		98				34		37		4		3						78

		Error		2								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		1		0		0		1				0		1		0		0						1

		Invalid Number		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0						0

		No Answer		36								0		1		0				1				0		0		0		5		3				8				0		0		1		0		4				5				0		0		6		2		9		0		17				5		0		0		0						5

		No Response		46								0		0		0				0				0		0		3		6		3				12				0		0		0		0		6				6				0		0		2		3		8		0		13				12		3		0		0						15

		Total Requests		362								2		7		0				9				8		6		14		40		12				80				1		2		3		1		35				42				4		2		18		29		76		0		129				52		43		4		3						102

		% Connected 		86.68%								100%		71%		na				85.71%				100%		100%		79%		68%		42%				78%				100%		100%		67%		100%		71%				88%				100%		100%		56%		79%		78%		0%		82%				65%		86%		100%		100%						100.00%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		Busy		0								0		0		na				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0						0

		Caller canceled		3								0		0		0				0				0		0		0		0		0				0				2		0		0		1		0				3				0		0		0		0		0		0		0				0		0		0		0						0

		Connected		80								0		2		0				2				1		1		3		2		1				8				17		7		1		4		7				36				4		4		3		12		5		0		28				1		4		1		0						6

		Error		1								0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0		0		0		0		0				0		0		0		0						0

		Invalid Number		0								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0						0

		No Answer		12								0		0		0				0				0		0		0		1		0				1				4		0		0		1		3				8				0		1		2		0		0		0		3				0		0		0		0						0

		No Response		20								0		0		0				0				0		0		2		2		0				4				2		2		0		3		1				8				0		1		1		6		0		0		8				0		0		0		0						0

		Total Requests		116								0		2		0				2				1		1		5		5		1				13				26		9		1		9		11				56				4		6		6		18		5		0		39				1		4		1		0						6

		% Connected 		75.38%								na		100%		0%				50.00%				100%		100%		60%		40%		100%				80%				65%		78%		100%		44%		64%				70%				100%		67%		50%		67%		100%		0%		77%				100%		100%		100%		na						100.00%





		Top Call Drivers		Jun		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week Jun 5		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week Jun 12		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week Jun 19		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week Jun 26

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		515								21		21		14				56				17		23		30		22		26				118				30		25		21		21		24				121				21		19		16		26		23				105				35		23		26		31						115

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		101																0						18		11								29												10				10										16						16				26		20										46

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		374								22		14		12				48				29		17				11						57				17		17		18				19				71				14		22				16		21				73				30		33		31		31						125

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		966								41		52		37				130				46		41		51		48		40				226				57		56		45		37		27				222				42		44		42		44		41				213				50		43		40		42						175

		How Do I Create an Account?		47																0																0										12						12								16				19				35																0

		How Do I Update My Application?		529								28		17		14				59				24		28		25		17		21				115				35		25		34		21		24				139				17		24		26		15		14				96				25		30		33		32						120

		How To Enroll In a Plan?		517								28		19		28				75				27		18		21		22		18				106				30		26		18		20		13				107				21		28		28		21		25				123				34		19		27		26						106

		Income Change		0																0																0																0																0																0

		Income Decrease		213										12		9				21				19						14		11				44				24		18				17						59				12				14		12		17				55								20		14						34

		Income Increase		18																0																0																0																0						18										18

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		42																0																0																0												13				13								12		17						29

		MCRE/Counties		1482								79		74		43				196				104		68		66		52		54				344				70		50		49		43		57				269				59		63		83		68		65				338				79		95		78		83						335

		MNTR		0																0																0																0																0																0

		Multiple changes		232										11		16				27				21						12						33				13		14		16		15		12				70						21		16		13						50				20		17		15								52

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		123																0						15		16		15		11				57				16		12		11		10						49																0				17												17

		Payment/Billing Questions		24								15				9				24																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0

		Recon		0																																0																0																0

		Request to Close Application^		102								18		16						34								20				15				35																0				12												12								21								21

		Residential Address Change/Correction		169																0				17		20		19		14		12				82						12				10		14				36				10		12						13				35						16										16

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		234								36		28		17				81				23				15				14				52								11				18				29				11		18		13		15						57										15						15

		Status of My SEP Request		42																0																0								10								10								14								14										18						18

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		5																0						5										5																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		7								2								2																0						5										5																0																0

		CSR Status  SEP 		64																0										5		3				8								5								5				3		5		11		14		10				43								8								8

		CSR-Determination Result		5																0																0										5						5																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Enrollment		54								3		5		5								7				6								13										5		5				10												3				3				8						7

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		8																0																0												3				3																0								5								5

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		31								10		5		5				20				6								5				11																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		126										6		5				11				6		9		9		5		5				34				10				6		6		6				28				3								4				7				8		14		15		9						46

		How Do I Update My Application?		89								4		6		4				14						7										7				7		10		6								23				3		10		7		11						31				6		8										14

		How To Enroll In a Plan?		160																0				12		7		10		5		4				38				13		7		11		11		6				48				5		12		12		6		3				38				7		12		9		8						36

		How Do I Create an Account?																																						4												4

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		38																																0																0																0										38

		Lost or will lose employer health care coverage		272								9		7		8				24				9		15		11		7		6				48				13		10		22		16		7				68				10		13		5		12		25				65				19		26		22								67

		Lost or will lose other health care coverage		19																0																0																0																0						11				8						19

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		14																0								8		6						14																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		12																0																0						6										6						6										6																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		12																0																0																0								7		5						12																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		336								18		20		7				45				14		20		16		14		9				73				27		30				19		11				87						10		14		19		24				67				19		17		15		13						64

		CSR - Status Before Appointment																		0																0																0				8												8								9								9

		CSR-Determination Result		482								21		20		16				57				27		25		25		24		13				114				37		16		31		27		12				123				26		18		19		35		19				117				21		17		17		16						71

		CSR-Newborn Status		380								21		26		20				67				24		21		18		9		17				89				19		11		14		21						65				12		23		36		10						81				19		12		24		23						78

		CSR-Pending Case		76										15						15								13		12						25												14				14												11				11										11						11

		CSR-Public Program Status		1024								61		45		53				159				47		52		54		48		30				231				41		41		43		51		40				216				36		47		51		56		38				228				36		42		54		58						190

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		42								12				15				27				15												15																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		166																0						13						8				21				12		16		12				14				54				10		20		9		20		10				69				8		14										22

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Returned Mail - Mailing Address Update		24																																0								13		11						24																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																																0																0																0

				0																0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		264		 						17		9		5		 		31		 		20		12		16		9		12		 		69		 		15		8		8		6		8		 		45		 		12		13		17		7		8		 		57		 		14		16		17		15				 		62

		Counties		1218		 						62		65		38		 		165		 		84		56		50		43		42		 		275		 		55		42		41		37		49		 		224		 		47		50		66		61		57		 		281		 		65		79		61		68				 		273

















		Top Call Drivers		Jun

		CC				9125

		MCRE/Counties		1482		0.1624021361

		How Do I Apply?		966		0.1058572628

		How Do I Update My Application?		529		0.0579694534

		How To Enroll In a Plan?		517		0.0566544564

		Directed to Submit Verifications		515		0.0564352902

		Gain of ESI/MEC		374		0.0409840748

		Same Day Term		234		0.0256424425

		Multiple changes		232		0.0254232764

		Income Decrease		213		0.0233411977

		Residential Address Change/Correction		169		0.0185195418

		Password Reset/Account Unlock		123		0.0134787198

		Request to Close Application^		102		0.011177475

		Enrollment Status Check		101		0.0110678919

		How Do I Create an Account?		47		0.0051504051

		Lost or will lose employer health care coverage		42		0.0046024897

		Status of My SEP Request		42		0.0046024897

		Payment/Billing Questions		24		0.0026299941

		Income Increase		18		0.0019724956



		Broker		 		1735

		Lost or will lose employer health care coverage		272		0.1567723343

		How To Enroll In a Plan?		160		0.0922190202

		How Do I Apply?		126		0.0726224784

		How Do I Update My Application?		89		0.05129683

		CSR Status  SEP 		64		0.0368876081

		CSR-Status of Enrollment		54		0.0311239193

		Loss/Gain of MEC^		38		0.0219020173

		Gain of ESI/MEC		31		0.0178674352

		Lost or will lose other health care coverage		19		0.0109510086

		Password Reset/Account Unlock		14		0.0080691643

		Returned Mail-Mailing Address Update		12		0.0069164265

		System Issues-Advised Consumer to Call Back Later		12		0.0069164265

		CSR-Status of Verifications		8		0.004610951

		CSR QHP  Status		7		0.0040345821

		Caller Hung up without speaking		5		0.0028818444

		CSR-Determination Result		5		0.0028818444



		ARC				2989

		CSR-Public Program Status		1024		0.3425894948

		CSR-Determination Result		482		0.1612579458

		CSR-Newborn Status		380		0.1271328203

		CSR- QHP Status		336		0.112412178

		Password Reset/Account Unlock		166		0.0555369689

		CSR-Pending Case		76		0.0254265641

		How Do I Apply?		42		0.0140515222

		Returned Mail - Mailing Address Update		24		0.0080294413





May 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		Calls Received (MNsure)		9253				588		483		431		372		353				2227				493		382		379		327		343				1924				479		444		362		373		392				2050				500		475		456		447		469				2347						705										705

		Calls Handled		9085				572		464		429		363		349				2176				489		377		375		326		341				1909				479		439		360		371		389				2038				495		453		447		435		456				2287						675										675

		Calls Abandoned		106				16		15		3		7		3				43				4		4		4		2		0				12				0		4		1		0		2				7				3		0		6		12		0				21						23										23

		Abandon % (>5%)(Less Short Aban)		1.66%				2.72%		3.12%		0.59%		1.87%		0.74%				1.81%				0.72%		0.94%		0.93%		0.53%		0.00%				0.62%				0.00%		1.01%		0.25%		0.00%		0.44%				0.34%				0.53%		4.36%		1.37%		2.75%		2.74%				2.35%						3.20%										3.20%

		Avg Time to Abandon		0:05:26				0:05:40		0:07:50		0:04:19		0:08:47		0:05:34				0:06:26				0:05:30		0:07:00		0:05:56		0:07:43		0:00:00				0:05:13				0:00:00		0:05:44		0:00:59		0:00:00		0:07:02				0:02:45				0:05:44		0:07:49		0:05:03		0:08:37		0:00:00				0:06:48						0:06:00										0:06:00

		Average Wait Time (>5 min)		0:01:28				0:01:46		0:01:48		0:01:08		0:01:23		0:00:22				0:01:17				0:00:22		0:00:23		0:00:27		0:00:33		0:00:08				0:00:22				0:00:03		0:01:32		0:00:23		0:00:04		0:00:24				0:00:29				0:00:31		0:02:14		0:00:32		0:02:13		0:01:56				0:01:29						0:03:44										0:03:44

		Max Wait Time		0:38:22				0:19:41		0:14:12		0:16:24		0:29:26		0:10:32				0:29:26				0:09:27		0:14:18		0:15:23		0:38:22		0:07:23				0:38:22				0:03:10		0:22:17		0:23:52		0:02:29		0:09:07				0:23:52				0:12:33		0:26:35%		0:08:51		0:25:48		0:21:17				0:25:48						0:30:08										0:30:08

		Service Level (<95% calls under 5 min)		71.58%				65.71%		59.59%		80.43%		81.56%		90.62%				75.58%				89.37%		90.82%		91.10%		0.00%		95.99%				73.46%				97.99%		77.03%		93.45%		97.56%		84.00%				90.01%				86.80%		69.73%		82.75%		70.87%		69.72%				75.97%						42.86%										42.86%

		Talk Time (Avg)		0:08:10				0:08:16		0:08:06		0:08:13		0:08:20		0:08:11				0:08:13				0:08:13		0:08:01		0:08:20		0:07:55		0:08:34				0:08:12				0:07:49		0:08:07		0:08:22		0:08:09		0:08:56				0:08:16				0:08:24		0:08:07		0:08:17		0:08:27		0:08:19				0:08:18						0:07:50										0:07:50

		Call Handle Time (Avg)		0:14:30				0:14:32		0:14:47		0:14:19		0:14:49		0:14:43				0:14:38				0:14:29		0:14:24		0:14:42		0:14:18		0:14:54				0:14:33				0:13:41		0:14:27		0:13:50		0:14:26		0:15:16				0:14:20				0:14:42		0:14:21%		0:14:14		0:15:12		0:14:41				0:14:42						0:14:18										0:14:18

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		0				na						na										na

		First Call Resolution %		82.36%				79.39%		82.78%		81.05%		83.93%		85.62%				82.55%				83.42%		81.80%		84.50%		86.53%		85.87%				84.42%				83.06%		81.07%		85.12%		84.27%		80.83%				82.87%				81.24%		83.02%		79.93%		79.79%		77.45%				80.29%						81.67%										81.67%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0										0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0										0

		Helpline (Transfers from Vendor)		1258				74		61		75		55		54				319				62		44		49		47		57				259				68		50		36		38		59				251				70		53		56		63		79				321						108										108

		Short Abandon (under 60 seconds)		11				1		1		0		0		0				2				0		0		0		0		1				1				0		0		0		0		0				0				0		2		2		2		1				7						1										1

		% of calls answered in under 10 minutes		96.32%				95.80%		98.85%		96.02%		94.22%		99.75%				96.93%				100.00%		99.52%		99.29%		98.66%		100.00%				99.49%				100.00%		94.25%		99.24%		100.00%		100.00%				98.70%				99.65%		91.38%		100.00%		92.91%		92.83%				95.35%						91.14%										91.14%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		n		na		na		na				na						na										ERROR:#DIV/0!

		Max Agents		32.25				26.77		22.21		20.13		17.61		16.62				26.77				22.29		16.99		17.50		14.86		16.52				22.29				20.77		19.86		15.28		16.46		19.10				20.77				23.22		21.00		20.23		21.68		22.00				23.22						32.25										32.25





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		Calls Received (MNsure)		1696				78		84		71		75		51				359				73		61		63		62		68				327				78		82		76		75		92				403				71		75		111		97		113				467						140										140

		Calls Handled		1647				76		80		67		73		51				347				71		61		63		60		67				322				76		79		75		73		90				393				68		74		103		93		110				448						137										137

		Calls Abandoned		29				1		3		3		2		0				9				1		0		0		1		1				3				1		1		1		2		2				7				3		0		7		0		0				10						0										0

		Abandon % (>5%)(Less Short Aban)		1.52%				1.28%		3.57%		4.23%		2.67%		0.00%				2.35%				1.37%		0.00%		0.00%		1.61%		1.47%				0.89%				1.28%		1.22%		1.32%		2.67%		2.17%				1.73%				4.23%		0.00%		6.31%		0.00%		2.65%				2.64%						0.00%										0.00%

		Avg Time to Abandon		0:01:55				0:01:48		0:02:47		0:03:21		0:02:16		0:00:00				0:02:02				0:00:53		0:00:00		0:00:00		0:03:00		0:01:12				0:01:01				0:07:12		0:02:50		0:03:06		0:06:06		0:02:46				0:04:24				0:03:52		0:00:00		0:04:50		0:00:00		0:00:00				0:02:10						0:00:00										0:00:00

		Average Wait Time (>5 min)		0:00:59				0:00:26		0:01:25		0:00:37		0:00:15		0:02:05				0:00:57				0:00:38		0:00:10		0:01:01		0:00:07		0:00:39				0:00:31				0:01:12		0:00:34		0:00:45		0:00:29		0:00:21				0:00:40				0:00:52		0:00:09		0:03:34		0:01:27		0:00:43				0:01:21						0:01:28										0:01:28

		Max Wait Time		0:14:28				0:05:03		0:14:28		0:08:13		0:07:39		0:10:09				0:14:28				0:06:29		0:02:32		0:08:13		0:02:44		0:05:29				0:08:13				0:09:17		0:08:12		0:08:27		0:08:04		0:05:42				0:09:17				0:09:30		0:04:05		0:10:47		0:07:58		0:09:26				0:10:47						0:08:34										0:08:34

		Service Level (<95% calls under 5 min)		74.64%				82.89%		65.06%		80.00%		92.00%		62.75%				76.54%				81.94%		93.44%		77.78%		93.55%		75.00%				84.34%				68.83%		84.15%		81.58%		85.33%		84.78%				80.93%				78.87%		95.95%		36.36%		64.95%		78.57%				70.94%						60.43%										60.43%

		Talk Time (Avg)		0:06:41				0:06:27		0:07:37		0:07:29		0:07:39		0:06:29				0:07:08				0:06:51		0:06:54		0:06:33		0:06:21		0:07:14				0:06:46				0:06:37		0:06:19		0:06:32		0:06:08		0:06:52				0:06:29				0:10:21		0:05:18		0:07:14		0:06:41		0:07:51				0:07:29						0:05:34										0:05:34

		Call Handle Time (Avg)		0:11:28				0:10:44		0:12:42		0:11:34		0:12:05		0:10:47				0:11:34				0:12:24		0:11:31		0:10:49		0:10:43		0:10:51				0:11:15				0:12:02		0:10:59		0:11:30		0:11:15		0:10:45				0:11:18				0:14:55		0:11:35		0:12:32		0:11:27		0:12:05				0:12:30						0:10:41										0:10:41

		Max Agents		4.13				2.26		2.86		2.18		2.45		1.53				2.86				2.48		1.95		1.89		1.81		2.02				2.48				2.54		2.47		2.40		2.28		2.69				2.69				2.82		2.00		3.59		3.08		4.00				4.00						4										4.13





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		Calls Received (MNsure)		2836				145		138		154		128		115				680				142		130		134		140		113				659				146		148		140		133		102				669				134		150		146		139		110				679						149										149

		Calls Handled		2744				145		136		148		128		113				670				138		123		128		138		112				639				138		144		134		130		100				646				131		143		142		130		107				653						136										136

		Calls Abandoned		70				0		2		5		0		2				9				2		7		6		1		1				17				8		3		3		3		2				19				3		0		3		6		0				12						13										13

		Abandon % (>5%)(Less Short Aban)		3.71%				0.00%		1.45%		3.25%		0.00%		1.74%				1.29%				1.41%		5.38%		4.48%		0.71%		0.88%				2.57%				5.48%		2.03%		2.14%		2.26%		1.96%				2.77%				2.24%		4.67%		2.05%		4.32%		2.73%				3.20%						8.72%										8.72%

		Avg Time to Abandon		0:03:01				0:00:00		0:04:23		0:02:02		0:00:00		0:03:42				0:02:01				0:06:04		0:04:05		0:03:18		0:00:49		0:00:55				0:03:02				0:03:15		0:01:48		0:03:48		0:02:48		0:04:11				0:03:10				0:01:40		0:00:00		0:03:17		0:02:29		0:00:00				0:02:28						0:04:25										0:04:25

		Average Wait Time (>5 min)		0:01:02				0:00:27		0:01:10		0:00:45		0:00:03		0:00:16				0:00:32				0:00:34		0:01:07		0:00:53		0:00:15		0:00:14				0:00:36				0:01:07		0:01:35		0:00:20		0:00:25		0:00:22				0:00:45				0:00:46		0:01:02		0:00:57		0:01:29		0:00:46				0:01:00						0:02:16										0:02:16

		Max Wait Time		0:14:23				0:06:14		0:07:25		0:12:06		0:00:35		0:09:58				0:12:06				0:08:28		0:14:23		0:06:53		0:05:28		0:05:47				0:14:23				0:10:13		0:08:42		0:06:07		0:10:02		0:04:24				0:10:13				0:07:20		0:11:11		0:10:53		0:12:46		0:06:26				0:12:46						0:11:25										0:11:25

		Service Level (<95% calls under 5 min)		70.70%				80.00%		63.77%		71.43%		98.44%		90.43%				80.81%				80.99%		73.08%		75.37%		93.53%		92.92%				83.18%				65.07%		52.03%		87.68%		87.22%		82.35%				74.87%				74.63%		64.67%		74.48%		64.49%		70.00%				69.65%						44.97%										44.97%

		Talk Time (Avg)		0:05:04				0:04:31		0:04:42		0:05:11		0:04:27		0:04:12				0:04:36				0:04:43		0:04:49		0:05:03		0:05:00		0:03:56				0:04:42				0:05:06		0:05:42		0:03:58		0:04:24		0:04:51				0:04:48				0:04:21		0:05:52		0:05:57		0:05:20		0:05:17				0:05:21						0:05:54										0:05:54

		Call Handle Time (Avg)		0:07:03				0:06:19		0:07:04		0:07:16		0:06:20		0:05:46				0:06:33				0:06:46		0:06:52		0:06:52		0:07:06		0:05:57				0:06:42				0:06:57		0:07:43		0:05:55		0:06:30		0:07:02				0:06:49				0:06:33		0:07:38		0:07:43		0:07:40		0:07:00				0:07:18						0:07:54										0:07:54

		Max Agents		11.00				2.54		2.67		2.99		2.25		1.81				2.99				2.60		2.35		2.44		2.74		1.85				2.74				2.66		3.09		2.24		2.35		1.95				3.09				2.38		11.00		3.07		2.77		2.00				11.00						3										2.99





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		Calls Received		1258				74		61		75		55		54				319				62		44		49		47		57				259				68		50		36		38		59				251				70		53		56		63		79				321						108										108

		Calls Handled		1223				71		60		74		52		53				311				62		44		48		46		57				256				68		48		36		38		59				249				70		46		55		59		74				303						104										104

		Calls Abandoned		16				3		1		1		2		0				6				0		0		1		1		0				2				0		1		0		0		0				1				0		0		1		3		0				4						3										3

		Abandon %		2.15%				3.68%		0.89%		0.89%		3.95%		0.00%				1.88%				0.43%		0.00%		2.05%		1.26%		0.00%				0.75%				0.00%		2.35%		0.61%		0.00%		0.00%				0.59%				0.00%		9.52%		1.47%		5.65%		5.45%				4.42%						3.11%										3.11%

		Avg Time to Abandon		0:04:43				0:05:50		0:09:30		0:04:11		0:09:29		0:00:00				0:05:48				0:03:51		0:00:00		0:05:56		0:07:43		0:00:00				0:03:30				0:00:00		0:05:44		0:00:59		0:00:00		0:00:00				0:01:20				0:00:00		0:08:20		0:05:50		0:08:46		0:07:37				0:06:06						0:06:52										0:06:52

		Average Wait Time (>5 min)		0:02:15				0:02:28		0:00:37		0:01:21		0:03:01		0:00:23				0:01:34				0:00:12		0:00:18		0:00:58		0:01:16		0:00:09				0:00:34				0:00:02		0:03:23		0:00:35		0:00:02		0:00:11				0:00:50				0:00:19		0:05:20		0:00:46		0:04:44		0:04:00				0:03:01						0:05:18										0:05:18

		Max Wait Time		0:38:22				0:19:41		0:11:49		0:15:34		0:29:26		0:09:21				0:29:26				0:04:22		0:14:18		0:15:23		0:38:22		0:07:23				0:38:22				0:02:00		0:22:17		0:23:52		0:00:17		0:08:12				0:23:52				0:08:58		0:26:35		0:08:31		0:25:48		0:21:17				0:26:35						0:30:08										0:30:08

		Service Level (<95% calls under 5 min)		79.04%				68.46%		41.82%		81.85%		91.20%		91.15%				74.90%				87.69%		86.90%		100.00%		100.00%		95.95%				94.11%				97.15%		93.59%		94.02%		95.98%		76.95%				91.54%				81.79%		0.00%		86.69%		91.43%		0.00%				86.64%						48.02%										48.02%

		Talk Time (Avg)		0:09:54				0:10:05		0:09:21		0:10:01		0:09:44		0:10:13				0:09:52				0:10:05		0:09:13		0:09:46		0:09:04		0:10:23				0:09:42				0:08:46		0:09:58		0:09:50		0:09:17		0:11:03				0:09:46				0:10:25		0:09:33		0:10:02		0:10:33		0:10:44				0:10:15						0:09:56										0:09:56

		Call Handle Time (Avg)		0:18:11				0:18:12		0:17:59		0:18:07		0:17:39		0:18:36				0:18:06				0:17:49		0:17:37		0:18:08		0:17:33		0:18:25				0:17:54				0:15:56		0:17:54		0:16:50		0:17:10		0:19:01				0:17:22				0:18:03		0:17:36		0:17:46		0:19:26		0:19:29				0:18:28						0:19:06										0:19:06

		Percent. calls transferred by front line/General Queue		13.98%				3:01:13		3:01:51		4:10:34		3:32:54		3:40:16				14.54%				3:01:05		2:45:51		3:06:10		3:26:58		3:59:18				3:15:52				3:24:25		2:42:09		2:23:12		2:26:42		3:36:44				2:54:38				3:21:36		na		2:56:50		3:22:57		4:02:29				3:25:58						3:40:35										15.32%

		Max Agents		18.77				13.74		11.18		11.31		8.67		9.34				13.74				11.37		8.51		9.81		7.75		9.10				11.37				10.22		10.58		7.62		7.72		10.29				10.58				12.27		11.00		10.06		12.41		11.00				12.41						18:23:58										18.77





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0										0

		Caller canceled		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1						0										0

		Connected		234				33		9		10		20		0				72				0		2		7		7		0				16				0		22		3		0		1				26				0		33		6		25		2				66						54										54

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0										0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0										0

		No Answer		27				0		0		1		3		2				6				0		0		0		0		0				0				0		4		0		0		0				4				0		9		3		5		0				17						0										0

		No Response		42				1		0		0		6		1				8				0		0		2		0		0				2				0		6		0		0		0				6				0		12		0		4		0				16						10										10

		Total Requests		304				34		9		11		29		3				86				0		2		9		7		0				18				0		32		3		0		1				36				0		55		9		34		2				100						64										64

		% Connected 		82.60%				97%		100%		91%		69%		0%				71.39%				na		100%		78%		100%		na				93%				na		69%		100%		na		100%				90%				na		60%		67%		74%		100%				75%						84%										84.38%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0										0

		Caller canceled		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		1				1						0										0

		Connected		124				10		30		15		1		5				61				4		1		0		0		1				6				0		0		1		0		1		0		2				6		3		0		3		24				36						19										19

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0										0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0						0										0

		No Answer		4				0		2		1		0		0				3				0		0		0		0		0				0				0		0		0		0		0		0		0				1		0		0		0		0				1						0										0

		No Response		31				1		6		2		0		0				9				0		0		0		0		0				0				0		0		0		0		0		0		0				4		0		0		0		1				5						17										17

		Total Requests		160				11		38		18		1		5				73				4		1		0		0		1				6				0		0		1		0		1		0		2				11		3		0		3		26				43						36										36

		% Connected 		82.56%				91%		79%		83%		100%		100%				90.64%				100%		100%		na		na		100%				100%				na		na		100%		na		100%		0%		100%				55%		100%		0%		100%		92%				69%						53%										52.78%





		Top Call Drivers		May		1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week May 1		8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week May 8		15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week May 15		22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week May 22		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week May 29

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		439				26		22		19		23		18				108				23		26		12		18		11				90				18		20		13		12		14				77				24		30		21		20		28				123						41										41

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		10																0																0										10						10																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		68				19		17						12				48										9						9																0												11				11																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		363				22		19						10				51						15		17		10		12				54				22		14		10		11		16				73				19		29		31		32		44				155						30										30

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		892				61		44		36		36		41				218				48		38		39		29		28				182				48		47		37		40		35				207				52		49		57		33		35				226						59										59

		How Do I Create an Account?		53										11						11																0																0						14		15		13						42																0

		How Do I Update My Application?		533				33		26		26		29		14				128				33		16		23		17		20				109				28		26		17		23		36				130				30		26		23		21		30				130						36										36

		How To Enroll In a Plan?		575				23		27		25		23		23				121				31		28		20		18		26				123				30		30		23		29		17				129				34		30		34		26		41				165						37										37

		Income Change		0																0																0																0																0																0

		Income Decrease		246				18		15				12		11				56						14		11				16				41				18		17						18				53				21		15		15		23						74						22										22

		Income Increase		71																0				14						14		13				41						14										14				16												16																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		41																0																0																0																0						41										41

		MCRE/Counties		1474				100		88		78		47		45				358				93		58		66		61		59				337				84		82		58		65		52				341				81		71		61		65		59				337						101										101

		MNTR		0																0																0																0																0																0

		Multiple changes		275				23				17		15		13				68				13		12		16				11				52						17		12		15		17				61				24		19		16		17		18				94																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		160										15						15				14		12		18		15						59				15				13		19		22				69								17								17																0

		Payment/Billing Questions		34						15										15																0																0																0						19										19

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0

		Recon		0																																0																0																0

		Request to Close Application^		121								15								15				17						9						26				16		13		12		11						52				14								14				28																0

		Residential Address Change/Correction		38								13				11				24				14												14																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		230				32		17		21		13						83						15		10				12				37				15				10				15				40						17						15				32						38										38

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		17								7				3				10																0																0										7						7																0

		CSR-Status of Enrollment		68				5																8		7		7		5						27				5								6				11				4				6		8						18						7

		CSR-Status of Reported Change		6										6						6																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		42				14		6										20						6										6				3				5								8												8				8																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		8						4										4																0										4						4																0																0

		How Do I Apply?		73										5		6				11						7				8						15						7				8		14				29								10		8						18																0

		How Do I Update My Application?		116						9				7		6				22				6		6				4						16				10		8		5		11						34				8		6		16								30						14										14

		How To Enroll In a Plan?		96				8				6		5		4				23								8								8						6				3		6				15				5				10				17				32						18										18

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		239				8		6		10		12		8				44				6		11		9		10						36				10		6		7		14		8				45				15		7		18		22		19				81						33										33

		Lost or will lose other health care coverage		9																0				6												6				3												3																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		4				4												4																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		34								11								11				9				9		5						23																0																0																0

		Status of My SEP Request		58						4		7								11								3								3						6		6				8				20				3		6				7						16						8										8

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		13																0																0								13								13																0																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		369				17		12		24		18						71				22		14		9		15						60				20		25		23		24		15				107				27		23		28		13		20				111						20										20

		CSR-Determination Result		297				12		19		21		22		12				86				19		11		19		16						65						15		15		20		14				64				20				13		15		11				59						23										23

		CSR-Newborn Status		385				29		21		38		18		9				115				15		16		22		23						76				22		12		15		19						68				18		25		29		11		13				96						30										30

		CSR-Paper Application																		0																0												6				6																0																0

		CSR-Pending Case		18																0																0				9												9						9										9																0

		CSR-Public Program Status		898				69		52		46		26		52				245				57		41		49		41						188				46		47		25		53		32				203				47		58		42		45		27				219						43										43

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		CSR-Status Before Appointment		16																0				8												8																0												8				8																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		254				11		16		21		20		10				78						15		15		19						49				19		11				11		7				48				17		11		16		19						63						16										16

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		28																0																0								28								28																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		8												8																				0																0																0																0

				0																0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		264		 		24		18		18		8				 		68		 		12		12		13		12		10		 		59		 		20		19		9		13		12		 		73		 		17		11		12		12		12		 		64		 												 

		Counties		1064		 		76		70		60		39				 		245		 		81		46		53		49		49		 		278		 		64		63		49		52		40		 		268		 		64		60		49		53		47		 		273		 												 











		Top Call Drivers		May

		CC				9085

		MCRE/Counties		1474		16.22%

		How Do I Apply?		892		9.82%

		How To Enroll In a Plan?		575		6.33%

		How Do I Update My Application?		533		5.87%

		Directed to Submit Verifications		439		4.83%

		Gain of ESI/MEC		363		4.00%

		Multiple changes		275		3.03%

		Income Decrease		246		2.71%

		Same Day Term		230		2.53%

		Password Reset/Account Unlock		160		1.76%

		Request to Close Application^		121		1.33%

		Income Increase		71		0.78%

		Enrollment Status Check		68		0.75%

		How Do I Create an Account?		53		0.58%

		Lost or will lose employer health care coverage		41		0.45%

		Residential Address Change/Correction		38		0.42%

		Payment/Billing Questions		34		0.37%

		Duplicate 1095-A Request^		10		0.11%



		Broker		 		1647

		Lost or will lose employer health care coverage		239		14.51%

		How Do I Update My Application?		116		7.04%

		How To Enroll In a Plan?		96		5.83%

		How Do I Apply?		73		4.43%

		CSR-Status of Enrollment		68		4.13%

		Status of My SEP Request		58		3.52%

		Gain of ESI/MEC		42		2.55%

		Returned Mail-Mailing Address Update		34		2.06%

		CSR-Determination Result		17		1.03%

		System Issues-Advised Consumer to Call Back Later		13		0.79%

		Lost or will lose other health care coverage		9		0.55%

		Good Faith		8		0.49%

		CSR-Status of Reported Change		6		0.36%

		Password Reset/Account Unlock		4		0.24%



		ARC				2744

		CSR-Public Program Status		898		32.73%

		CSR-Newborn Status		385		14.03%

		CSR- QHP Status		369		13.45%

		CSR-Determination Result		297		10.82%

		How Do I Apply?		254		9.26%

		System Issues-Advised Consumer to Call Back Later		28		1.02%

		CSR-Pending Case		18		0.66%

		CSR-Status Before Appointment		16		0.58%







		PP

		MCRE		264

		Counties		1064





Apr 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		Calls Received (MNsure)		11531												571				571				654		587		528		469		532				2770				665		561		518		540		558				2842				854		626		481		453		475				2889				563		503		436		464		493				2459

		Calls Handled		11178												550				550				637		564		525		456		498				2679				650		550		512		501		534				2747				819		595		474		444		445				2776				558		497		431		458		481				2425

		Calls Abandoned		318												18				18				16		23		2		10		31				82				12		10		6		35		26				89				30		28		5		8		29				100				4		5		3		4		12				29

		Abandon % (>5%)(Less Short Aban)		2.77%												3.19%				3.19%				2.47%		3.94%		0.34%		2.06%		5.89%				2.94%				1.74%		1.75%		1.21%		6.57%		4.60%				3.17%				3.51%		4.46%		1.12%		1.75%		6.01%				3.37%				0.79%		1.07%		0.79%		0.93%		2.41%				1.20%

		Avg Time to Abandon		0:07:41												0:10:16				0:10:16				0:07:49		0:08:43		0:06:19		0:06:40		0:09:05				0:07:43				0:06:50		0:05:25		0:08:20		0:09:42		0:08:22				0:07:43				0:05:45		0:07:46		0:04:59		0:06:23		0:10:01				0:06:58				0:06:12		0:05:02		0:05:45		0:05:05		0:06:41				0:05:45

		Average Wait Time (>5 min)		0:02:17												0:03:10				0:03:10				0:01:44		0:03:54		0:00:38		0:01:26		0:03:01				0:02:08				0:00:42		0:01:51		0:00:46		0:05:06		0:03:18				0:02:20				0:02:32		0:03:07		0:00:41		0:01:39		0:05:53				0:02:46				0:01:13		0:00:37		0:00:48		0:00:53		0:01:47				0:01:03

		Max Wait Time		0:39:14												0:33:11				0:33:11				0:14:20		0:21:14		0:17:27		0:20:19		0:31:16				0:31:16				0:14:17		0:34:47		0:20:18		0:36:13		0:37:58				0:37:58				0:20:45		0:32:03		0:12:02		0:18:40		0:39:14				0:39:14				0:22:42		0:10:26		0:15:17		0:19:18		0:21:26				0:22:42

		Service Level (<95% calls under 5 min)		65.74%												54.96%				54.96%				65.70%		47.88%		85.49%		80.19%		61.82%				68.22%				77.85%		68.74%		77.41%		45.89%		60.79%				66.14%				45.73%		52.89%		82.36%		63.87%		49.45%				58.86%				79.50%		81.75%		86.53%		86.70%		68.10%				80.52%

		Talk Time (Avg)		0:08:40												0:08:58				0:08:58				0:08:23		0:08:47		0:08:26		0:09:07		0:09:20				0:08:48				0:08:30		0:08:09		0:08:55		0:08:41		0:08:28				0:08:32				0:08:29		0:08:24		0:08:44		0:08:31		0:08:36				0:08:32				0:08:52		0:08:05		0:08:42		0:08:22		0:08:39				0:08:32

		Call Handle Time (Avg)		0:15:06												0:15:27				0:15:27				0:14:36		0:15:17		0:14:27		0:15:04		0:15:40				0:15:00				0:14:49		0:14:03		0:14:52		0:15:06		0:14:15				0:14:37				0:14:49		0:14:37		0:15:23		0:14:55		0:15:26				0:15:02				0:15:50		0:14:45		0:15:38		0:15:28		0:15:36				0:15:27

		Transfer Out		na												na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		80.52%												78.82%				78.82%				79.48%		77.99%		79.85%		83.05%		83.48%				80.77%				79.90%		84.12%		80.30%		79.67%		80.73%				80.95%				79.40%		78.87%		84.06%		81.85%		80.85%				81.01%				78.82%		80.78%		82.80%		82.04%		80.91%				81.07%

		Complaints Received		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		1479												88				88				74		73		59		64		62				332				82		67		62		69		73				353				87		69		54		60		74				344				72		57		71		73		89				362

		Short Abandon (under 60 seconds)		31												1				1				0		0		0		1		5				6				2		1		2		3		2				10				7		3		0		0		1				11				0		1		1		0		1				3

		% of calls answered in under 10 minutes		92.27%												88.43%				88.43%				94.49%		84.70%		98.29%		93.45%		89.57%				92.10%				99.73%		93.17%		99.30%		77.99%		90.00%				92.04%				95.79%		91.67%		99.05%		97.02%		76.23%				91.95%				95.39%		99.82%		96.41%		96.41%		96.11%				96.83%

		Occupany		na												na				ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		38.64												28.49				28.49				29.61		27.96		23.55		22.23		25.81				29.61				30.67		24.54		23.93		25.38		25.13				30.67				38.64		28.19		22.82		21.20		23.88				38.64				27.92		22.93		22.05		23.12		25.31				27.92





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		Calls Received (MNsure)		1915												73				73				89		85		70		91		64				399				94		68		73		79		62				376				107		102		77		94		101				481				116		107		119		124		120				586

		Calls Handled		1861												72				72				87		79		69		88		63				386				92		67		71		78		61				369				106		99		72		90		100				467				113		104		112		120		118				567

		Calls Abandoned		38												1				1				0		5		0		1		1				7				1		0		1		1		1				4				1		2		5		1		1				10				3		1		7		4		1				16

		Abandon % (>5%)(Less Short Aban)		1.82%												1.37%				1.37%				0.00%		5.88%		0.00%		1.10%		1.56%				1.71%				1.06%		0.00%		1.37%		1.27%		1.61%				1.06%				0.93%		1.96%		6.49%		1.06%		0.99%				2.29%				2.59%		0.93%		5.88%		3.23%		0.83%				2.69%

		Avg Time to Abandon		0:02:10												0:01:55				0:01:55				0:00:00		0:01:33		0:00:00		0:01:52		0:00:57				0:00:52				0:03:25		0:00:00		0:00:58		0:01:18		0:00:36				0:01:15				0:00:39		0:01:20		0:03:01		0:10:18		0:04:21				0:03:55				0:01:52		0:05:48		0:03:44		0:02:01		0:00:52				0:02:51

		Average Wait Time (>5 min)		0:00:57												0:00:19				0:00:19				0:00:48		0:01:37		0:00:42		0:00:56		0:00:58				0:01:00				0:01:05		0:00:31		0:00:35		0:00:18		0:00:28				0:00:35				0:01:16		0:02:03		0:01:08		0:00:26		0:01:47				0:01:20				0:01:11		0:02:20		0:02:01		0:01:33		0:00:47				0:01:34

		Max Wait Time		0:13:08												0:06:04				0:06:04				0:07:13		0:07:55		0:12:04		0:10:13		0:11:25				0:12:04				0:13:08		0:04:52		0:04:47		0:04:09		0:06:44				0:13:08				0:09:59		0:09:03		0:08:55		0:06:24		0:11:08				0:11:08				0:09:21		0:10:39		0:11:09		0:08:24		0:07:51				0:11:09

		Service Level (<95% calls under 5 min)		74.30%												89.04%				89.04%				78.65%		56.10%		81.43%		65.93%		82.54%				72.93%				69.89%		83.82%		83.10%		87.34%		88.52%				82.53%				72.64%		51.00%		65.79%		84.04%		56.44%				65.98%				66.96%		44.34%		55.46%		62.60%		75.63%				61.00%

		Talk Time (Avg)		0:06:52												0:06:19				0:06:19				0:07:51		0:06:00		0:07:23		0:07:26		0:06:48				0:07:05				0:07:16		0:05:56		0:07:30		0:05:46		0:07:58				0:06:53				0:06:50		0:06:50		0:07:46		0:07:24		0:07:26				0:07:15				0:06:34		0:07:26		0:07:09		0:06:11		0:06:49				0:06:49

		Call Handle Time (Avg)		0:11:22												0:11:14				0:11:14				0:12:13		0:11:13		0:11:06		0:12:11		0:10:51				0:11:30				0:11:22		0:10:51		0:12:19		0:10:18		0:11:51				0:11:20				0:10:34		0:11:13		0:10:57		0:11:59		0:11:11				0:11:10				0:10:44		0:11:52		0:11:53		0:11:18		0:12:22				0:11:37

		Max Agents		4.05												2.25				2.25				3.02		2.49		2.13		3.05		1.90				3.05				2.90		2.05		2.46		2.23		2.01				2.90				3.11		3.09		2.19		3.06		3.11				3.11				3.37		3		3.70		3.76		4.05				4.05





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		Calls Received (MNsure)		3133												121				121				152		158		187		147		127				771				160		171		172		146		145				794				163		160		138		157		136				754				166		126		140		151		110				693

		Calls Handled		3057												120				120				151		157		181		145		125				759				159		152		163		143		141				758				158		158		136		154		136				742				163		121		136		148		110				678

		Calls Abandoned		66												1				1				1		1		5		1		2				10				1		13		9		3		4				30				5		2		2		3		0				12				3		4		3		3		0				13

		Abandon % (>5%)(Less Short Aban)		1.82%												0.83%				0.83%				0.66%		0.63%		2.67%		0.68%		1.57%				1.24%				0.62%		7.60%		5.23%		2.05%		2.76%				3.65%				3.07%		1.25%		1.45%		1.91%		0.00%				1.54%				1.81%		3.17%		2.14%		1.99%		0.00%				1.82%

		Avg Time to Abandon		0:01:55												0:00:33				0:00:33				0:00:42		0:02:13		0:01:58		0:01:53		0:01:39				0:01:41				0:00:55		0:05:37		0:03:15		0:01:03		0:02:48				0:02:43				0:04:18		0:02:59		0:01:51		0:01:40		0:00:00				0:02:09				0:03:02		0:02:54		0:02:48		0:03:46		0:00:00				0:02:30

		Average Wait Time (>5 min)		0:00:41												0:00:10				0:00:10				0:00:14		0:00:33		0:00:51		0:00:50		0:00:52				0:00:40				0:00:25		0:02:39		0:02:26		0:00:35		0:00:48				0:01:22				0:00:35		0:00:21		0:00:25		0:00:32		0:00:23				0:00:27				0:00:59		0:01:16		0:00:45		0:00:41		0:00:12				0:00:46

		Max Wait Time		0:21:06												0:03:22				0:03:22				0:04:33		0:05:34		0:07:32		0:12:47		0:08:46				0:12:47				0:05:14		0:21:06		0:13:30		0:07:54		0:08:40				0:21:06				0:07:27		0:04:50		0:08:53		0:05:59		0:05:27				0:08:53				0:07:32		0:08:20		0:06:27		0:09:47		0:04:47				0:09:47

		Service Level (<95% calls under 5 min)		78.71%												90.91%				90.91%				90.13%		78.48%		74.87%		80.14%		77.17%				80.16%				84.38%		40.94%		45.35%		76.71%		72.41%				63.96%				80.37%		86.88%		85.51%		79.62%		80.88%				82.65%				72.29%		66.40%		72.14%		76.82%		91.82%				75.89%

		Talk Time (Avg)		0:04:56												0:04:37				0:04:37				0:04:40		0:04:30		0:05:21		0:05:23		0:05:07				0:05:00				0:04:56		0:06:03		0:04:50		0:04:46		0:05:01				0:05:07				0:04:57		0:04:54		0:05:45		0:04:24		0:05:23				0:05:04				0:04:39		0:05:01		0:04:54		0:05:23		0:04:24				0:04:52

		Call Handle Time (Avg)		0:06:53												0:06:34				0:06:34				0:06:37		0:06:19		0:07:28		0:07:29		0:07:01				0:06:58				0:06:57		0:08:05		0:06:59		0:06:40		0:06:50				0:07:06				0:06:42		0:06:41		0:07:35		0:06:18		0:07:27				0:06:56				0:06:32		0:07:07		0:07:02		0:07:32		0:06:15				0:06:53

		Max Agents		3.75												2.19				2.19				2.77		2.75		3.75		3.04		2.44				3.75				3.07		3.42		3.16		2.65		2.68				3.42				2.94		2.94		2.87		2.70		2.81				2.94				2.96		2		2.66		3.10		1.91				3.10





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		Calls Received		1479												88				88				74		73		59		64		62				332				82		67		62		69		73				353				87		69		54		60		74				344				72		57		71		73		89				362

		Calls Handled		1421												81				81				71		70		59		63		58				322				81		65		61		67		66				340				84		65		53		59		64				326				71		56		70		71		85				353

		Calls Abandoned		46												5				5				3		2		0		1		3				10				0		2		1		2		6				11				2		2		0		1		7				13				1		1		1		1		3				7

		Abandon %		3.62%												5.96%				5.96%				4.36%		3.46%		0.43%		0.93%		5.74%				2.98%				0.34%		3.08%		1.32%		3.50%		8.85%				3.42%				2.58%		3.75%		0.92%		0.96%		10.84%				3.81%				1.02%		1.30%		1.40%		2.08%		3.80%				1.92%

		Avg Time to Abandon		0:08:03												0:11:26				0:11:26				0:07:42		0:10:39		0:07:16		0:07:55		0:08:59				0:08:30				0:08:18		0:05:31		0:05:05		0:05:34		0:08:58				0:06:41				0:05:30		0:10:03		0:06:00		0:05:53		0:10:50				0:07:39				0:07:06		0:04:54		0:06:13		0:05:05		0:06:43				0:06:00

		Average Wait Time (>5 min)		0:03:33												0:06:36				0:06:36				0:02:23		0:04:18		0:01:14		0:00:06		0:03:10				0:02:14				0:00:06		0:03:25		0:01:09		0:03:08		0:06:57				0:02:57				0:02:18		0:04:20		0:00:29		0:00:50		0:12:19				0:04:03				0:02:29		0:00:29		0:01:44		0:01:54		0:03:14				0:01:58

		Max Wait Time		0:39:14												0:33:11				0:33:11				0:14:20		0:21:14		0:17:27		0:04:06		0:31:16				0:31:16				0:04:12		0:34:47		0:19:42		0:19:34		0:37:58				0:37:58				0:19:02		0:32:03		0:12:02		0:10:19		0:39:14				0:39:14				0:22:42		0:10:26		0:15:17		0:19:18		0:21:26				0:22:42

		Service Level (<95% calls under 5 min)		72.43%												78.61%				78.61%				72.49%		49.60%		89.55%		70.57%		58.91%				68.22%				67.04%		79.35%		82.10%		34.19%		76.28%				67.79%				41.74%		45.77%		79.11%		55.45%		69.33%				58.28%				92.08%		79.33%		96.22%		95.95%		82.76%				89.27%

		Talk Time (Avg)		0:10:39												0:11:12				0:11:12				0:10:11		0:10:35		0:10:40		0:10:46		0:10:51				0:10:36				0:10:22		0:10:09		0:11:01		0:10:26		0:10:28				0:10:29				0:09:48		0:10:06		0:11:44		0:10:57		0:11:12				0:10:45				0:10:31		0:09:48		0:10:12		0:09:53		0:10:41				0:10:13

		Call Handle Time (Avg)		0:18:46												0:19:51				0:19:51				0:18:25		0:18:22		0:18:10		0:18:03		0:18:22				0:18:16				0:17:52		0:17:15		0:18:06		0:18:08		0:17:29				0:17:46				0:17:19		0:17:17		0:19:32		0:18:32		0:19:56				0:18:31				0:19:22		0:17:53		0:19:42		0:19:44		0:20:29				0:19:26

		Percent. calls transferred by front line/General Queue		13.39%												3:41:55				15.41%				2:42:56		2:59:04		2:40:54		3:16:30		2:47:49				2:53:26				2:57:33		2:51:58		2:52:21		3:04:00		3:08:23				2:58:51				2:26:41		2:38:43		2:41:39		3:10:43		3:44:20				2:56:25				3:04:09		2:43:10		3:54:29		3:46:33		0.18				14.84%

		Max Agents		18.60												15.70				15.70				15.23		14.73		11.70		10.72		12.44				15.23				14.73		12.45		11.45		12.93		12.62				14.73				18.60		14.06		11.82		10.75		13.78				18.60				15.80		9:59:30		11.76		13.15		14.95				15.80

										0		0		0		0		0																0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		Busy		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		2												0				0				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		1		0				1

		Connected		459												59				59				22		41		8		1		25				97				1		25		9		19		37				91				25		40		2		4		70				141				28		2		0		16		25				71

		Error		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		38												7				7				1		1		0		0		1				3				0		4		0		2		1				7				2		0		0		0		12				14				2		0		0		0		5				7

		No Response		56												11				11				2		2		0		0		1				5				0		2		2		1		2				7				4		8		0		0		15				27				3		0		0		2		1				6

		Total Requests		555												77				77				26		44		8		1		27				106				1		31		11		22		40				105				31		48		2		4		97				182				33		2		0		19		31				85

		% Connected 		86.72%												77%				76.62%				85%		93%		100%		100%		93%				94%				100%		81%		82%		86%		93%				88%				81%		83%		100%		100%		72%				87%				85%		100%		na		84%		81%				87.43%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		Busy		1												0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Connected		276												4				4				16		17		1		25		24				83				16		0		5		58		6				85				46		20		8		20		7				101				0		1		0		0		2				3

		Error		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		23												0				0				0		1		0		1		7				9				1		0		0		4		2				7				3		0		3		1		0				7				0		0		0		0		0				0

		No Response		46												0				0				1		1		0		10		4				16				2		0		2		6		0				10				15		1		0		4		0				20				0		0		0		0		0				0

		Total Requests		346												4				4				17		19		1		36		35				108				20		0		7		68		8				103				64		21		11		25		7				128				0		1		0		0		2				3

		% Connected 		89.24%												100%				100.00%				94%		89%		100%		69%		69%				84%				80%		na		71%		85%		75%				78%				72%		95%		73%		80%		100%				84%				na		100%		na		na		100%				100.00%





		Top Call Drivers		Apr		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week Apr 3		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week Apr 10		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week Apr 17		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week Apr 24

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		470												18				18				24		18		21		26				23		112				37		16		15		25		18				111				43		30		22		18						113				28		35		22		31						116

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		478												22				22				40		33		32		25				37		167				48		32		37		27		32				176				37		29										66				18		16		13								47

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		84												24				24				23		20										43																0																0										17						17

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		182																0						25										25								23								23						20		15		20						55						23		27		29						79

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		809												33				33				35		35		47		36				36		189				41		35		49		40		38				203				59		57		56		36						208				47		46		35		48						176

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		577												33				33				34		32		21		28				31		146				36		22		33		30		30				151				44		29		43		26						142				24		22		30		29						105

		How To Enroll In a Plan?		506																0				30		25		34		25				27		141				29		30		31		23		21				134				27		28		22		23						100				37		39		32		23						131

		Income Change		0																0																0																0																0																0

		Income Decrease		371												22				22						19		16		17				13		65				22		20		21		20		26				109				32		28		15		25						100				35		16		14		10						75

		Income Increase		208												18				18				25				18						23		66				25		16				19						60						21				16						37				27												27

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		37																0																0																0																0								18		19						37

		MCRE/Counties		1490												87				87				94		89		85		68				55		391				105		82		66		63		71				387				106		91		66		73						336				84		79		65		61						289

		MNTR		0																0																0																0																0																0

		Multiple changes		237																0						20				18						38				21		17		21		23						82				30				20								50				24				21		22						67

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		23																0										23						23																0																0																0

		Password Reset/Account Unlock		311																0				32		19		19						19		89				26		16		21		23		26				112				51		24				19						94				16												16

		Payment/Billing Questions		15																0																0																0								15								15																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																																0																0																0																0

		Request to Close Application^		65												17				17										18						18																0								15		15						30																0

		Residential Address Change/Correction		27																0														14		14																0																0						13										13

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		155												37				37				24		16		16								56												17				17				29												29						16										16

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		15																0																0				7												7																0						8										8

		CSR-Status of Enrollment		84												6								9						6		5				20						9		7				4				20				8		15										23						7		8								15

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		14																0																0				6												6																0								8								8

		Directed to Complete Caspio Form		8																0				5												5												3				3																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		50												8				8				6		8		4								18				5		4										9								5		4						9										6

		General Certification Questions		0																0																0																0																0																0

		Good Faith		5																0																0																0																0										5						5

		How Do I Apply?		88												5				5								8		9		8				25						4				9		7				20				8				10								18				11		9										20

		How Do I Update My Application?		100												5				5				13		11		6		5						35				6		7		8		5						26						5		5		7						17				9				8								17

		How To Enroll In a Plan?		91																0								6				7				13										13		4				17						6		5		7						18				14		7		8		14						43

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		236												8				8				5		10				9		10				34				10		6		8		6		6				36				10		15		13		20						58				20		24		29		27						100

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		11																0								4		7						11																0																0

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		4																0																0																0										4						4

		Returned Mail-Mailing Address Update		6																0												6				6																0																0

		Status of My SEP Request		40																0																0								7		5						12				10		8										18				10

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0

		ARC																		0																0																0																0

		Assister Manual Account Request																		0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		322												11				11				21		22		22		21						86				26		21		39		8		17				111				24		17		13		16						70				18		12				14

		CSR-Determination Result		305												15				15				18				21		18		9				66				24						19						43				26		18		18		28						90				22		26		23		20

		CSR-Newborn Status		340												11				11				15		25		30		13		13				96				21		18		12		25		10				86				16		32		21		19						88				19		19		21

		CSR-Pending Case		77																0						20						13				33						13		12				8				33																0								11

		CSR-Public Program Status		1077												43				43				53		66		59		66		49				293				61		62		65		54		57				299				58		58		57		46						219				69		55		62		37

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		310												13				13				8		13		21		14		12				68				21		16		15		22		18				92				19		19		18		22						78				18		15		15		11

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		7																0																0																0																0										7

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0

		Unable to Verify Consumer PII		0																																0																0																0

				0																0																0																0																0

		PP																		0																0																0																0

		MCRE		290		 										22		 		22		 		18		14		13		16		12		 		73		 		23		18		15		24				 		80		 		29		14		14		13				 		70		 		13		14		10		8				 

		Counties		1129		 										65		 		65		 		76		75		72		52		43		 		318		 		82		64		51		39				 		236		 		77		77		52		60				 		266		 		71		65		55		53				 









		Top Call Drivers		Apr

		CC				11178.1074831697

		MCRE/Counties		1429		12.78%

		How Do I Apply?		761		6.81%

		How Do I Update My Application?		548		4.90%

		How To Enroll In a Plan?		483		4.32%

		Duplicate 1095-A Request^		478		4.28%

		Income Decrease		361		3.23%

		Password Reset/Account Unlock		311		2.78%

		Multiple changes		215		1.92%

		Income Increase		208		1.86%

		Close in lieu of Processing Change		0		0.00%

		COVID-19 SEP		0		0.00%

		Determination Result		0		0.00%

		Directed to GI-Term		0		0.00%

		Directed to Submit Verifications		439		3.93%

		Disable Account Request		0		0.00%

		Same Day Term		155		1.39%

		Gain of ESI/MEC		153		1.37%

		Enrollment Status Check		67		0.60%

		Request to Close Application^		65		0.58%

		Residential Address Change/Correction		27		0.24%

		Passive Enrollment Question		23		0.21%

		Lost or will lose employer health care coverage		18		0.16%

		Payment/Billing Questions		15		0.13%



		Broker		 		1861

		Lost or will lose employer health care coverage		209		11.23%

		How Do I Update My Application?		100		5.37%

		How Do I Apply?		88		4.73%

		CSR-Status of Enrollment		84		4.51%

		How To Enroll In a Plan?		77		4.14%

		Gain of ESI/MEC		44		0.0236432026

		Status of My SEP Request		40		0.0214938205

		CSR-Determination Result		15		0.0080601827

		CSR-Status of Verifications		14		0.0075228372

		Password Reset/Account Unlock		11		0.0059108006

		Directed to Complete Caspio Form		8		0.0042987641

		Returned Mail-Mailing Address Update		6		0.0032240731

		Request to Close Application^		4		0.0021493821



		ARC				3057

		CSR-Public Program Status		1040		34.02%

		CSR-Newborn Status		340		11.12%

		CSR- QHP Status		308		10.08%

		How Do I Apply?		299		9.78%

		CSR-Determination Result		285		9.32%

		CSR-Pending Case		77		2.52%





Jan 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Sun		Total / Avg

				Month		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 30

		Calls Received (MNsure)		20766																				1475		1208		1122		1009		878		103		5795				1203		1101		1119		1178		1667		1093		7361						761		629		675		751				2816				925		773		657		675		706				3736				1058														1058

		Calls Handled		19834																				1403		1172		1047		962		867		101		5552				1192		1087		1110		1168		1484		977		7018						756		622		669		731				2778				908		754		653		659		677				3651				834														834

		Calls Abandoned		699																				74		35		80		44		11		2		246				12		11		8		12		157		72		271						4		4		3		16				28				19		22		0		0		27				69				85														85

		Abandon % (>5%)(Less Short Aban)		5.74%																				5.02%		2.93%		7.12%		4.39%		1.22%		1.72%		3.73%				0.96%		0.96%		0.71%		0.98%		9.43%		6.60%		3.27%						0.58%		0.71%		0.51%		2.12%				0.98%				2.10%		2.91%		53.00%		1.68%		3.83%				12.70%				8.03%														8.03%

		Avg Time to Abandon		0:09:46																				0:11:05		0:09:30		0:15:10		0:11:17		0:06:26		0:07:06		0:10:05				0:04:52		0:08:26		0:06:16		0:07:40		0:10:45		0:09:12		0:07:51						0:05:07		0:04:32		0:05:17		0:06:29				0:05:21				0:08:40		0:09:43		0:00:00		0:00:00		0:09:03				0:09:08				0:16:27														0:16:27

		Average Wait Time (>5 min)		0:03:48																				0:06:08		0:04:05		0:08:04		0:04:53		0:01:44		0:00:57		0:04:18				0:00:27		0:00:51		0:00:32		0:00:49		0:11:29		0:07:30		0:03:36						0:00:26		0:00:31		0:00:24		0:01:43				0:00:46				0:02:40		0:02:36		0:00:57		0:01:31		0:03:06				0:02:10				0:08:12														0:08:12

		Max Wait Time		0:46:59																				0:41:21		0:38:35		0:46:59		0:32:39		0:17:42		0:08:07		0:46:59				0:18:08		0:15:58		0:12:07		0:26:10		0:42:01		0:32:25		0:42:01						0:14:57		0:11:38		0:10:46		0:18:24				0:18:24				0:29:19		0:25:42		0:17:23		0:23:11		0:30:44				0:30:44				0:59:45														0:59:45

		Service Level (<95% calls under 5 min)		70.36%																				55.11%		56.34%		61.01%		60.19%		58.34%		78.05%		61.51%				55.71%		78.68%		81.39%		81.16%		22.48%		39.68%		59.85%						92.49%		87.54%		90.59%		73.43%				86.01%				77.15%		74.66%		85.00%		81.61%		51.98%				74.08%				37.62%														37.62%

		Talk Time (Avg)		0:08:52																				0:08:32		0:08:43		0:08:47		0:09:31		0:08:54		0:09:35		0:09:00				0:08:49		0:09:04		0:08:54		0:09:20		0:09:32		0:09:44		0:09:13						0:08:48		0:08:41		0:08:23		0:09:06				0:08:44				0:08:39		0:08:48		0:08:24		0:08:02		0:08:36				0:08:29				0:07:42														0:07:42

		Call Handle Time (Avg)		0:16:14																				0:16:15		0:16:18		0:16:24		0:17:18		0:16:13		0:14:54		0:16:13				0:16:26		0:16:48		0:16:16		0:16:45		0:16:56		0:16:52		0:16:40						0:16:19		0:16:30		0:15:52		0:16:39				0:16:20				0:16:18		0:16:01		0:15:36		0:15:13		0:15:30				0:15:43				0:13:54														0:13:54

		Transfer Out		na																				na		na		na		na		na		na		na				na		na		na		na		na		na		na						na		na		na		na				na				na		na		0		0		na				na				na														na

		First Call Resolution %		82.36%																				79.56%		79.95%		83.96%		82.05%		83.31%		86.13%		82.49%				83.76%		83.60%		84.73%		84.94%		85.48%		89.20%		85.29%						81.19%		79.01%		82.92%		80.19%				80.83%				81.56%		80.38%		80.66%		82.04%		79.56%				80.84%				85.40%														85.40%

		Complaints Received		0																				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0				0		0		0		0		0				0				0														0

		Complaints Resolved		0																				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0				0		0		0		0		0				0				0														0

		Helpline (Transfers from Vendor)		2769																				198		193		142		129		104		13		779				158		143		151		150		220		74		896						106		79		104		98				387				122		120		104		97		77				520				187														187

		Short Abandon (under 60 seconds)		31																				3		0		4		3		1		0		11				1		1		0		1		8		4		15						1		0		0		0				1				2		1		1		0		0				4				3														3

		% of calls answered in under 10 minutes		89.47%																				75.03%		83.22%		70.71%		76.88%		93.80%		100.00%		83.28%				99.93%		98.78%		99.68%		98.33%		49.13%		64.56%		85.07%						98.72%		99.14%		99.87%		95.26%				98.25%				88.87%		88.79%		96.29%		93.54%		88.95%				91.29%				78.25%														78.25%

		Occupany		na																				na		na		na		na		na		na		na				na		na		na		na		na		na		na						na		na		na		na				na				na		na		na		na		na				na				na														ERROR:#DIV/0!

		Max Agents		88.85																				75.94		63.74		58.45		54.96		44.27		4.79		75.94				62.10		58.05		57.34		61.83		88.85		54.53		88.85						39.29		32.45		34.32		39.38				39.38				47.55		39.86		33.00		33.00		33.71				47.55				49.13														49.13





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon												Total / Avg

				Month		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan														Week Jan 30

		Calls Received (MNsure)		3801																				194		217		195		173		207		2		988				215		242		249		245		251		86		1288						146		124		139		132				541				174		156		120		140		149				739				245														245

		Calls Handled		3599																				191		208		190		169		203		2		963				204		232		236		235		237		85		1229						143		118		139		127				527				171		143		115		138		135				702				178														178

		Calls Abandoned		129																				3		9		5		2		3		0		22				10		10		12		10		14		0		56						3		5		0		3				11				0		9		0		0		5				14				26														26

		Abandon % (>5%)(Less Short Aban)		4.20%																				1.55%		4.15%		2.56%		1.16%		1.45%		0.00%		1.81%				4.65%		4.13%		4.82%		4.08%		5.58%		0.00%		3.88%						2.05%		4.03%		0.00%		2.27%				2.09%				0.00%		5.77%		2.50%		1.43%		3.36%				2.61%				10.61%														10.61%

		Avg Time to Abandon		0:02:46																				0:04:26		0:02:17		0:04:58		0:02:24		0:04:29		0:00:00		0:03:05				0:02:22		0:02:01		0:03:35		0:03:04		0:05:37		0:00:00		0:02:46						0:03:14		0:02:23		0:00:00		0:03:06				0:02:10				0:00:00		0:04:08		0:00:00		0:00:00		0:01:56				0:02:01				0:03:49														0:03:49

		Average Wait Time (>5 min)		0:01:57																				0:01:18		0:01:50		0:01:45		0:00:50		0:01:19		0:00:39		0:01:16				0:02:25		0:02:13		0:02:52		0:02:11		0:02:57		0:00:46		0:02:14						0:01:31		0:01:19		0:01:20		0:00:17				0:01:06				0:00:15		0:02:44		0:02:39		0:01:39		0:02:45				0:02:00				0:03:12														0:03:12

		Max Wait Time		0:29:47																				0:12:26		0:10:50		0:15:18		0:07:32		0:18:28		0:01:18		0:18:28				0:15:02		0:15:24		0:19:06		0:14:46		0:29:47		0:09:02		0:29:47						0:10:16		0:08:52		0:10:45		0:05:06				0:10:45				0:07:55		0:14:41		0:22:53		0:14:06		0:16:54				0:22:53				0:15:31														0:15:31

		Service Level (<95% calls under 5 min)		62.58%																				66.84%		53.74%		52.06%		76.02%		68.93%		50.00%		61.27%				48.58%		54.81%		45.31%		53.28%		37.35%		84.88%		54.04%						62.07%		60.98%		72.66%		89.39%				71.28%				91.91%		46.05%		60.50%		70.29%		50.00%				63.75%				38.33%														38.33%

		Talk Time (Avg)		0:07:31																				0:06:45		0:06:40		0:07:59		0:07:22		0:07:15		0:04:55		0:06:49				0:07:42		0:08:13		0:07:26		0:08:25		0:07:32		0:08:26		0:07:57						0:06:09		0:06:36		0:08:10		0:08:09				0:07:16				0:07:22		0:08:46		0:08:08		0:08:01		0:07:56				0:08:02				0:07:35														0:07:35

		Call Handle Time (Avg)		0:11:20																				0:11:28		0:11:24		0:12:27		0:11:47		0:11:26		0:08:40		0:11:12				0:11:43		0:12:46		0:11:29		0:12:18		0:11:34		0:12:22		0:12:02						0:10:01		0:11:00		0:11:45		0:11:47				0:11:08				0:11:45		0:13:26		0:05:55		0:11:52		0:12:10				0:11:01				0:11:40														0:11:40

		Max Agents		8.22																				6.09		6.58		6.57		5.53		6.45		0.05		6.58				6.64		8.22		7.52		8.03		7.84		3.04		8.22						3.98		3.64		4.54		4.22				4.54				5.65		5		4.00		5.00		4.73				5.65				5.74														5.74





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon												Total / Avg

				Month		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan														Week Jan 30

		Calls Received (MNsure)		3889																				199		231		218		212		152		11		1023				214		228		219		246		200		46		1153						164		173		168		165				670				163		192		190		153		146				844				199														199

		Calls Handled		3753																				194		227		216		205		151		11		1004				214		217		218		233		193		46		1121						160		172		166		162				660				161		182		181		148		143				815				153														153

		Calls Abandoned		73																				5		4		2		7		1		0		19				0		11		1		11		6		0		29						4		1		1		3				9				2		9		0		0		3				14				2														2

		Abandon % (>5%)(Less Short Aban)		1.84%																				2.51%		1.73%		0.92%		3.30%		0.66%		0.00%		1.52%				0.00%		4.82%		0.46%		4.47%		3.00%		0.00%		2.13%						2.44%		0.58%		0.60%		1.82%				1.36%				1.23%		4.69%		4.74%		3.27%		2.05%				3.20%				1.01%														1.01%

		Avg Time to Abandon		0:02:05																				0:02:32		0:03:16		0:02:57		0:03:32		0:02:52		0:00:00		0:02:31				0:00:00		0:03:30		0:01:07		0:03:19		0:03:01		0:00:00		0:01:49						0:02:59		0:03:01		0:01:13		0:01:34				0:02:11				0:02:51		0:03:54		0:00:00		0:00:00		0:02:37				0:03:07				0:00:48														0:00:48

		Average Wait Time (>5 min)		0:00:40																				0:01:14		0:00:48		0:00:12		0:00:58		0:00:18		0:00:03		0:00:35				0:00:47		0:02:18		0:00:46		0:01:42		0:00:29		0:00:13		0:01:02						0:00:30		0:00:16		0:00:32		0:00:28				0:00:26				0:00:33		0:02:23		0:01:16		0:01:09		0:00:57				0:01:15				0:00:04														0:00:04

		Max Wait Time		0:21:57																				0:06:43		0:09:13		0:07:28		0:07:01		0:07:00		0:00:10		0:09:13				0:07:42		0:11:16		0:11:41		0:11:36		0:07:09		0:03:48		0:11:41						0:08:56		0:04:04		0:06:44		0:07:04				0:08:56				0:04:31		0:15:31		0:08:40		0:21:57		0:07:13				0:21:57				0:01:19														0:01:19

		Service Level (<95% calls under 5 min)		75.40%																				62.31%		70.13%		90.37%		67.45%		88.16%		100.00%		79.74%				74.77%		39.47%		79.91%		57.72%		80.00%		93.48%		70.89%						81.71%		85.55%		79.64%		82.42%				82.33%				77.30%		53.12%		63.68%		77.78%		71.23%				68.62%				76.38%														76.38%

		Talk Time (Avg)		0:05:29																				0:05:20		0:05:19		0:05:05		0:05:22		0:05:24		0:08:17		0:05:47				0:04:47		0:05:50		0:04:50		0:05:48		0:05:21		0:06:37		0:05:32						0:05:23		0:04:54		0:05:37		0:04:14				0:05:02				0:05:37		0:05:52		0:05:55		0:04:52		0:05:35				0:05:34				0:04:09														0:04:09

		Call Handle Time (Avg)		0:07:48																				0:07:18		0:07:50		0:07:49		0:07:56		0:07:40		0:09:11		0:07:57				0:07:03		0:08:07		0:07:35		0:08:25		0:07:42		0:08:44		0:07:56						0:07:34		0:07:03		0:07:56		0:06:26				0:07:14				0:07:45		0:08:31		0:08:16		0:07:36		0:08:23				0:08:06				0:06:25														0:06:25

		Max Agents		5.45																				3.93		4.94		4.69		4.52		3.22		0.28		4.94				4.20		4.89		4.60		5.45		4.13		1.12		5.45						3.36		3.37		3.68		2.90				3.68				3.47		4		4.00		3.00		3.33				4.31				2.73														2.73





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon												Total / Avg

				Month		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan														Week Jan 30

		Calls Received		2769																				198		193		142		129		104		13		779				158		143		151		150		220		74		896						106		79		104		98				387				122		120		104		97		77				520				187														187

		Calls Handled		2545																				175		175		114		115		101		13		693				156		140		149		146		191		68		849						104		78		103		92				377				116		111		102		94		74				497				129														129

		Calls Abandoned		143																				17		12		19		11		3		0		64				2		2		2		4		22		3		34						1		1		1		4				8				5		8		0		0		3				16				20														20

		Abandon %		6.73%																				9.87%		7.07%		17.03%		9.94%		3.11%		0.00%		7.84%				1.33%		1.74%		1.32%		2.41%		11.38%		3.88%		3.68%						1.32%		1.72%		1.19%		4.75%				2.25%				4.54%		7.26%		1.33%		3.59%		3.73%				4.09%				15.82%														15.82%

		Avg Time to Abandon		0:09:34																				0:12:17		0:09:36		0:15:31		0:11:53		0:06:26		0:00:00		0:09:17				0:05:11		0:09:47		0:06:49		0:07:33		0:11:18		0:09:03		0:08:16						0:05:07		0:04:32		0:05:17		0:06:29				0:05:21				0:08:40		0:09:43		0:02:24		0:03:22		0:08:39				0:06:33				0:18:22														0:18:22

		Average Wait Time (>5 min)		0:09:53																				0:14:15		0:10:32		0:21:53		0:12:34		0:04:25		0:00:22		0:10:40				0:00:47		0:01:47		0:01:09		0:01:58		0:18:40		0:04:07		0:04:44						0:00:58		0:01:13		0:00:54		0:03:56				0:01:45				0:05:51		0:06:44		0:25:43		0:23:11		0:04:00				0:13:05				0:19:10														0:19:10

		Max Wait Time		0:46:59																				0:41:21		0:38:35		0:46:59		0:32:39		0:17:42		0:05:51		0:46:59				0:18:08		0:15:58		0:12:07		0:26:10		0:42:01		0:27:32		0:42:01						0:14:57		0:11:38		0:10:46		0:18:24				0:18:24				0:29:19		0:25:42		0:00:00		na		0:30:44				0:30:44				0:59:45														0:59:45

		Service Level (<95% calls under 5 min)		83.45%																				59.45%		94.36%		79.12%		93.75%		98.65%		65.38%		81.79%				88.37%		87.61%		88.21%		93.49%		28.29%		33.71%		69.95%						99.79%		99.76%		99.09%		98.93%				99.39%				98.75%		99.25%		0.00%		0.00%		50.00%				82.67%				47.69%														47.69%

		Talk Time (Avg)		0:10:36																				0:10:14		0:10:25		0:11:05		0:11:01		0:10:33		0:10:56		0:10:42				0:10:47		0:10:37		0:10:46		0:11:35		0:12:24		0:13:35		0:11:37						0:10:17		0:09:37		0:09:27		0:10:38				0:09:59				0:10:02		0:10:41		0:10:13		0:09:37		0:09:51				0:10:04				0:09:28														0:09:28

		Call Handle Time (Avg)		0:17:53																				0:18:40		0:18:59		0:19:39		0:19:47		0:18:56		0:18:52		0:19:08				0:18:59		0:18:49		0:18:18		0:19:44		0:20:27		0:21:15		0:19:35						0:18:33		0:17:55		0:17:16		0:18:44				0:18:07				0:18:51		0:18:21		0:00:18		0:17:40		0:18:17				0:14:41				0:18:15														0:18:15

		Percent. calls transferred by front line/General Queue		13.98%																				3:13:18		3:50:03		3:02:14		3:04:06		2:50:34		3:01:44		3:10:20				3:09:07		3:07:01		3:14:18		3:03:21		3:10:02		1:37:29		2:53:33						3:20:34		3:00:51		3:41:52		3:07:54				3:17:48				3:09:55		3:43:32		na		na		0.11				13.21%				4:14:31														17.67%

		Max Agents		36.89																				35.70		29.82		27.87		25.42		20.28		1.99		35.70				27.77		24.08		23.11		27.28		36.89		15.22		36.89						19.51		14.47		16.10		19.71				19.71				25.37		5:36:11		18.00		28.00		14.97				28.00				26.90														26.90

										0		0		0		0		0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon												Total / Avg

				Month		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan														Week Jan 30

		Busy		0																				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0				0		0		0		0		0				0				0														0

		Caller canceled		12																				4		1		3		2		0		0		10				0		0		0		0		2		0		2						0		0		0		0				0				0		0		0		0		0				0				0														0

		Connected		1295																				216		134		166		122		39		0		677				9		10		5		14		192		18		248						8		8		0		25				41				58		48		19		30		42				197				132														132

		Error		9																				0		0		2		2		0		0		4				0		0		0		0		0		0		0						0		0		0		0				0				0		1		0		0		0				1				4														4

		Invalid Number		0																				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0				0		0		0		0		0				0				0														0

		No Answer		109																				19		17		18		10		1		0		65				2		0		0		4		9		1		16						2		1		0		11				14				1		0		0		0		4				5				9														9

		No Response		215																				27		30		40		17		3		0		117				0		5		0		3		33		5		46						4		0		0		9				13				13		1		0		1		7				22				17														17

		Total Requests		1640																				266		182		229		153		43		0		873				11		15		5		21		236		24		312						14		9		0		45				68				72		50		19		31		53				225				162														162

		% Connected 		78.96%																				81%		74%		72%		80%		91%		na		80%				82%		67%		100%		67%		81%		75%		79%						57%		89%		na		56%				67%				81%		96%		100%		97%		79%				90.52%				81%														ERROR:#DIV/0!





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon												Total / Avg

				Month		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan														Week Jan 30

		Busy		0																				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0				0		0		0		0		0				0				0														0

		Caller canceled		8																				0		0		0		0		0		0		0				0		0		0		0		5		3		8						0		0		0		0				0				0		0		0		0		0				0				0														0

		Connected		474																				1		1		0		2		0		0		4				0		1		0		0		220		217		438						0		0		0		0				0				0		0		0		0		16				16				16														16

		Error		2																				0		0		0		0		0		0		0				0		0		0		0		0		0		0						0		0		0		0				0				0		0		0		0		0				0				2														2

		Invalid Number		1																				0		0		0		0		0		0		0				0		0		0		0		0		1		1						0		0		0		0				0				0		0		0		0		0				0				0														0

		No Answer		44																				0		0		0		0		0		0		0				0		0		0		0		22		22		44						0		0		0		0				0				0		0		0		0		0				0				0														0

		No Response		113																				0		0		0		1		0		0		1				0		0		0		0		62		44		106						0		0		0		0				0				0		0		0		0		2				2				4														4

		Total Requests		642																				1		1		0		3		0		0		5				0		1		0		0		309		287		597						0		0		0		0				0				0		0		0		0		18				18				22														22

		% Connected 		86.68%																				100%		100%		na		67%		na		na		89%				na		100%		na		na		71%		76%		82%						na		na		na		na				na				na		na		na		na		89%				88.89%				73%														ERROR:#DIV/0!





		Top Call Drivers		Jan		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week Jan 2		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week Jan 9		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week Jan 16		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week Jan 23		30-Jan		31-Jan														Week Jan 30

		CC

		1095A Questions		0																0																0																0																0																0																		0

		14 Day		0																0																0																0																0																0																		0

		A Referral		52																0								29								29														23		23																0																0																		0

		Address Change/Correction		0																0																0																0																0																0																		0

		APTC		0																0																0																0																0																0																		0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0																		0

		Caller Hung Up without Speaking		32																0																0																0																0																0				32														32

		Carrier Error Report		0																0																0																0																0																0																		0

		Checking on Status of Reported Change		98																0																0																0						22										22				32		25				19						76																		0

		Close in lieu of Processing Change		0																0																0																0																0																0																		0

		COVID-19 SEP		0																0																0																0																0																0																		0

		Determination Result		0																0																0																0																0																0																		0

		Directed to GI-Term		0																0																0																0																0																0																		0

		Directed to Submit Verifications		221																0														4		4																0						21				30		32				83				27		28		24		21						100				34														34

		Disable Account Request		0																0																0																0																0																0																		0

		Duplicate 1095-A Request^		0																0																0																0																0																0																		0

		Enrollment Notice		0																0																0																0																0																0																		0

		Eligibility Verification Notice		0																0																0																0																0																0																		0

		Enrollment Status Check		2355																0				149		144		122		134		93		8		650				146		102		126		114		166		109		763						101		74		74		95				344				130		83		101		104		88				506				92														92

		Full Term		0																0																0																0																0																0																		0

		Gain of ESI/MEC		132																0																0																0								19		18		35				72												33				33				27														27

		Good Faith		0																0																0																0																0																0																		0

		How Do I Apply?		2112																0				98		92		86		80		700		10		1066				97		81		109		102		162				551						51		62		47		45				205				52		57		45		47		48				249				41														41

		How Do I Create an Account?		64																0																0										41				23		64																0																0																		0

		How Do I Update My Application?		823																0				57		44		43		36		36		6		222				59		44		58		50		57		45		313						38		24		25						87				45		34		29		34		23				165				36														36

		How To Enroll In a Plan?		1201																0				77		65		45		52		47		6		292				72		81		87		84		125		140		589						26		29		30		33				118				33		40		20		36		30				159				43														43

		Income Change		0																0																0																0																0																0																		0

		Income Decrease		569																0				54		50				36		41		4		185				34		47		36		46		53				216						26		20				36				82				33		33		20								86																		0

		Income Increase		140																0				43						32						75												41				41												24				24																0																		0

		Loss of ESI		0																0																0																0																0																0																		0

		Loss of ESI/MEC		0																0																0																0																0																0																		0

		Loss of Public Program		0																0																0																0																0																0																		0

		Lost or will lose employer health care coverage		0																0																0																0																0																0																		0

		MCRE/Counties		2959																0				202		177		181		129		143		14		846				187		179		166		185		234		145		1096						128		84		94		90				396				150		104		104		82		91				531				90														90

		MNTR		0																0																0																0																0																0																		0

		Multiple changes		285																0										29		23		3		55				37		39		29		34		43				182																0						26						22				48																		0

		Multiple Household IDs		0																0																0																0																0																0																		0

		No IC		0																0																0																0																0																0																		0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0																		0

		PARN Notice		0																0																0																0																0																0																		0

		Passive Enrollment Question		207																0						33		26				33				92						27								23		50						26		18								44								21								21																		0

		Password Reset/Account Unlock		685																0				42		50		36		47		32		9		216				21		61		74		65		77		76		374										18		29				47										19						19				29														0

		Payment/Billing Questions		151																0				44				33								77				31												31								19								19												24				24																		0

		PO box initiave Ph 1		0																0																0																0																0																0																		0

		PO box initiave Ph 2		0																0																0																0																0																0																		0

		Public Program Status		0																																0																0																0																0																		0

		Recon		0																																0																0																0																0																		0

		Request to Close Application^		226																0						29								3		32						27		28		36		36		30		157										20						20								17								17																		0

		Residential Address Change/Correction		52																0																0																0																0				28								24				52																		0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0																		0

		Same Day Term		600																0				87		69		40		33		43				272				42				27								69						30		29		35		40				134				21		27		25		26		26				125																		0

		Status of My SEP Request		0																0																0																0																0																0																		0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0																		0

		Transfer to Specialist		0																0																0																0																0																0																		0

																				0																0																0																0																0																		0

		Broker		 																0																0																0																0																0																		0

		APTC/CSR Questions		36																0				16						11						27																0						9										9																0																		0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0																		0

		Caller Hung up without speaking		0																0																0																0																0																0																		0

		COVID-19 SEP		0																0																0																0																0																0																		0

		CSR Consumer not present		0																0																0																0																0																0																		0

		CSR Public Program renewal		0																0																0																0																0																0																		0

		CSR Public Program Status		0																0																																																																0																		0

		CSR QHP  Status		68																0						16		13								29														8		8												11				11				8												8				12														0

		CSR-Determination Result		130																0				14		15						13				42				12		18				16						46						14		9		10						33						9										9																		0

		CSR-Status of Enrollment		503																				27		30		34		28		30				149				32		33		29		23		20		8		145						37		18		21		18				94				33		20				19		17				89				26														0

		CSR-Status of Reported Change		211																0				21						11		18				50				22				16				10				48						10		12		10		12				44				23		9		11				14				57				12														0

		CSR-Status Before Appt		0																0																0																0																0																0																		0

		CSR-Status of Verifications		0																0																0																0																0																0																		0

		Directed to Complete Caspio Form		0																0																0																0																0																0																		0

		Directed to GI Status		0																0																0																0																0																0																		0

		Eligibility Verification Notice		0																0																0																0																0																0																		0

		Enrollment Status Check		0																0																0																0																0																0																		0

		Error by MNsure		0																0																0																0																0																0																		0

		Full Term		0																0																0																0																0																0																		0

		Gain of ESI/MEC		10																0								10								10																0																0																0																		0

		General Certification Questions		0																0																0																0																0																0																		0

		Good Faith		0																0																0																0																0																0																		0

		How Do I Apply?		163																0										12		12				24				16		27		28		33		27		8		139																0																0																		0

		How Do I Update My Application?		274																0				17		30		21		12		21		1		102				22		27		25		23		21				118																0						18		13				9				40				14														14

		How To Enroll In a Plan?		152																0						13										13						18		15		24		25		7		89										12		10				22				9						11		8				28																		0

		Loss of COBRA		0																0																0																0																0																0																		0

		Loss of ESI		0																0																0																0																0																0																		0

		Loss of Public Program		0																																0																0																0																0																		0

		Loss/Gain of MEC^		0																																0																0																0																0																		0

		Lost or will lose employer health care coverage		94																0																0																0								7				8				15				8		10		14		12		12				56				23														23

		Lost or will lose other health care coverage		0																0																0																0																0																0																		0

		No Changes		0																0																0																0																0																0																		0

		No Questionnaire^		0																0																0																0																0																0																		0

		Online Application Issues		0																0																0																0																0																0																		0

		Over 30 days		0																0																0																0																0																0																		0

		Paper Application		0																0																0																0																0																0																		0

		Paper form via FileNet		0																0																0																0																0																0																		0

		Password Reset/Account Unlock		11																0								11								11																0																0																0																		0

		PO box initiave Ph 1		0																0																0																0																0																0																		0

		PO box initiave Ph 2		0																0																0																0																0																0																		0

		Questions about COVID-19		0																																0																0																0																0																		0

		Request to Close Application^		7																0																0														7		7																0																0																		0

		Returned Mail-Mailing Address Update		29																0														9		9																0						10				10						20																0																		0

		Status of My SEP Request		7																0																0																0								7								7																0																		0

		Status of Submitted AOR Form		0																0																0																0																0																0																		0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0																		0

				0																0																0																0																0																0																		0

		ARC																		0																0																0																0																0																		0

		Assister Manual Account Request																		0														5		5																0																0																0																		0

		Assister Policy Question		0																0																0																0																0																0																		0

		Caller Hung up Without Speaking		0																0																0																0																0																0																		0

		Close in lieu of Processing Change		1																0														1		1																0																0																0																		0

		CSR- QHP Status		503																0				28		30		30		21		28		2		139				31		20		30		32		32		4		149						19		16		21		15				71				34		28		25		17		21				125				19														19

		CSR-Determination Result		402																0				13		33		24		27		`9				97				35		19		24		26		17		3		124						29		15		20		19				83				16		17		17		16		9				75				23														23

		CSR-Newborn Status		256																0				17		17		21		17						72				17						17		14				48						20		13		18						51				11		16		23		14		21				85																		0

		CSR-Pending Case		102																0												13				13						17		24						5		46												13				13						16										16				14														14

		CSR-Public Program Status		1154																0				68		72		71		63		47				321				63		77		65		64		37		8		314						52		55		53		72				232				50		57		55		41		40				243				44														44

		CSR-Status of Enrollment		0																0																0																0																0																0																		0

		CSR-Status of reported Change		0																0																0																0																0																0																		0

		CSR-Status of Verifications		0																0																0																0																0																0																		0

		Directed to Complete Caspio Form		0																0																0																0																0																0																		0

		General Questions		0																0																0																0																0																0																		0

		How Do I Apply?		379																0				18		26		26		25		17				112				16		21		23		29		25		7		121						22		16		19		14				71				17				16		8		16				57				18														18

		How to Enroll in a Plan		0																0																0																0																0																0																		0

		Loss of ESI		0																0																0																0																0																0																		0

		Online Application Issues		0																0																0																0																0																0																		0

		Password Reset/Account Unlock		0																0																0																0																0																0																		0

		Potential New Issue		0																0																0																0																0																0																		0

		Prospect/Pending case		0																0																0																0																0																0																		0

		Request to Close Application^		1																0														1		1																0																0																0																		0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0																		0

		Transfer Caller to MNsure CC		0																0																																																																0																		0

		Unable to Verify Consumer PII		0																																0																0																0																0																		0

				0																0																0																0																0																0																		0

		PP																		0																0																0																0																0																		0

		MCRE		620		 												 		0		 		33		42		46		31		24		 		176		 		47		47		34		34		60		40		262		 				30		11		19				 		60		 		27		24		25				17		 		93				29														29

		Counties		2758		 												 		0		 		169		135		134		98		119		 		655		 		140		132		132		757		174		105		1440		 				98		73		75				 		246		 		123		80		79				74		 		356				61														61



















		Top Call Drivers		Jan

		CC				19834

		MCRE/Counties		2959		14.92%

		Enrollment Status Check		2355		11.87%

		How Do I Apply?		2112		10.65%

		How To Enroll In a Plan?		1201		6.06%

		How Do I Update My Application?		823		4.15%

		Password Reset/Account Unlock		685		3.45%

		Same Day Term		600		3.03%

		Income Decrease		569		2.87%

		Multiple changes		285		1.44%

		Request to Close Application^		226		1.14%

		Directed to Submit Verifications		221		1.11%

		Passive Enrollment Question		207		1.04%

		Payment/Billing Questions		151		0.76%

		Income Increase		140		0.71%

		Gain of ESI/MEC		132		0.67%

		Checking on Status of Reported Change		98		0.49%

		How Do I Create an Account?		64		0.32%

		A Referral		52		0.26%

		Residential Address Change/Correction		52		0.26%

		Caller Hung Up without Speaking		32		0.16%



		Broker		 		3599

		CSR-Status of Enrollment		503		13.98%

		How Do I Update My Application?		274		7.61%

		CSR-Status of Reported Change		211		5.86%

		How Do I Apply?		163		4.53%

		How To Enroll In a Plan?		152		4.22%

		CSR-Determination Result		130		3.61%

		Lost or will lose employer health care coverage		94		2.61%

		CSR QHP  Status		68		1.89%

		APTC/CSR Questions		36		1.00%

		Returned Mail-Mailing Address Update		29		0.81%

		Password Reset/Account Unlock		11		0.31%

		Gain of ESI/MEC		10		0.28%

		Request to Close Application^		7		0.19%

		Status of My SEP Request		7		0.19%



				 

		ARC				3093

		CSR-Public Program Status		1154		37.31%

		CSR- QHP Status		503		16.26%

		CSR-Determination Result		402		13.00%

		How Do I Apply?		379		12.25%

		CSR-Newborn Status		256		8.28%

		CSR-Pending Case		102		3.30%

		Close in lieu of Processing Change		1		0.03%

		Request to Close Application^		1		0.03%





Feb 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		Calls Received (MNsure)		12715						909		661		605		568				2743				734		549		581		542		533				2939				685		706		604		521		538				3054						928		726		638		643				2935				1044												1044

		Calls Handled		12044						749		654		597		555				2556				726		547		559		532		522				2885				667		686		577		511		515				2957						870		688		567		593				2719				927												927

		Calls Abandoned		591						143		4		8		9				164				4		3		24		10		12				52				15		18		28		10		23				94						47		36		54		47				183				98												98

		Abandon % (>5%)(Less Short Aban)		5.10%						15.69%		0.66%		1.31%		1.57%				4.81%				0.59%		0.48%		4.12%		1.77%		2.16%				1.82%				2.25%		2.53%		4.64%		1.89%		4.20%				3.10%						5.03%		4.90%		8.47%		7.31%				6.43%				9.36%												9.36%

		Avg Time to Abandon		0:08:48						0:11:18		0:06:38		0:04:40		0:09:17				0:07:58				0:08:55		0:05:00		0:12:17		0:06:12		0:10:27				0:08:34				0:07:15		0:07:48		0:09:28		0:05:20		0:08:26				0:07:39						0:09:11		0:08:48		0:10:11		0:10:22				0:09:38				0:10:14												0:10:14

		Average Wait Time (>5 min)		0:05:45						0:16:35		0:00:40		0:00:41		0:02:03				0:04:59				0:01:08		0:00:25		0:03:03		0:02:01		0:02:19				0:01:47				0:02:09		0:02:20		0:03:13		0:01:06		0:04:24				0:02:38						0:06:23		0:04:22		0:08:03		0:09:03				0:06:57				0:12:24												0:12:24

		Max Wait Time		0:55:27						0:45:14		0:11:15		0:17:23		0:29:51				0:45:14				0:16:57		0:17:00		0:34:59		0:35:15		0:21:09				0:35:15				0:32:02		0:25:58		0:25:28		0:21:06		0:41:46				0:41:46						0:34:02		0:29:17		0:31:24		0:30:41				0:34:02				0:55:27												0:55:27

		Service Level (<95% calls under 5 min)		50.08%						9.50%		77.33%		84.55%		66.93%				59.58%				73.90%		89.21%		67.02%		80.10%		63.94%				74.83%				62.08%		72.83%		51.80%		78.49%		64.76%				65.99%						42.84%		44.28%		34.81%		26.80%				37.18%				12.83%												12.83%

		Talk Time (Avg)		0:08:30						0:08:38		0:08:10		0:08:17		0:08:30				0:08:23				0:08:24		0:08:06		0:08:17		0:08:54		0:09:01				0:08:32				0:08:52		0:08:34		0:08:40		0:08:57		0:08:30				0:08:42						0:07:37		0:08:42		0:09:09		0:08:16				0:08:26				0:08:26												0:08:26

		Call Handle Time (Avg)		0:15:06						0:15:43		0:14:40		0:14:38		0:15:08				0:15:02				0:15:10		0:14:16		0:14:42		0:15:23		0:15:36				0:15:01				0:15:22		0:14:50		0:15:16		0:15:17		0:15:21				0:15:13						0:13:54		0:14:54		0:15:57		0:15:02				0:14:56				0:15:21												0:15:21

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na												na

		First Call Resolution %		80.96%						78.90%		79.11%		82.19%		81.95%				80.54%				80.74%		81.73%		83.60%		81.56%		80.39%				81.61%				81.02%		81.08%		82.14%		80.02%		80.76%				81.00%						81.05%		81.75%		78.83%		79.68%				80.33%				81.34%												81.34%

		Complaints Received		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0																0

		Complaints Resolved		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0																0

		Helpline (Transfers from Vendor)		1638						117		92		81		70				360				108		72		74		79		68				401				69		83		64		61		81				358						85		91		94		96				366				153												153

		Short Abandon (under 60 seconds)		38						11		0		1		1				13				0		0		1		0		0				1				2		2		0		1		0				5						5		2		1		4				12				7												7

		% of calls answered in under 10 minutes		78.01%						28.96%		99.87%		98.52%		94.86%				80.55%				97.60%		99.35%		89.44%		93.25%		92.32%				94.39%				92.90%		90.31%		86.50%		96.67%		80.75%				89.43%						72.57%		80.47%		61.95%		55.65%				67.66%				58.00%												58.00%

		Occupany		na						na		na		na		na				ERROR:#DIV/0!				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na												ERROR:#DIV/0!

		Max Agents		51.06						45.19		30.67		27.91		26.91				45.19				35.50		24.62		26.96		26.60		26.15				35.50				32.30		32.63		28.41		24.73		26.63				32.63						39.19		33.86		32.10		30.89				39.19				51.06												51.06





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		Calls Received (MNsure)		2392						125		139		130		103				497				121		114		108		81		89				513				122		119		115		129		108				593						163		157		143		141				604				185												185

		Calls Handled		2287						118		136		125		101				480				115		109		105		78		85				492				115		112		109		125		100				561						161		146		133		137				577				177												177

		Calls Abandoned		81						5		3		5		2				15				3		2		1		3		3				12				5		5		6		3		5				24						2		10		7		3				22				8												8

		Abandon % (>5%)(Less Short Aban)		3.50%						4.00%		2.16%		3.85%		1.94%				2.99%				2.48%		1.75%		0.93%		3.70%		3.37%				2.45%				4.10%		4.20%		5.22%		2.33%		4.63%				4.10%						1.23%		6.37%		4.90%		2.13%				3.66%				4.32%												4.32%

		Avg Time to Abandon		0:03:28						0:02:37		0:03:32		0:03:47		0:04:51				0:03:41				0:04:40		0:04:25		0:01:41		0:02:08		0:06:07				0:03:48				0:04:16		0:05:42		0:04:08		0:05:49		0:03:46				0:04:44						0:02:59		0:02:39		0:01:42		0:02:42				0:02:30				0:02:36												0:02:36

		Average Wait Time (>5 min)		0:02:02						0:02:29		0:02:05		0:01:20		0:01:02				0:01:44				0:00:48		0:01:06		0:00:35		0:01:01		0:01:23				0:00:58				0:02:31		0:02:36		0:02:02		0:01:43		0:01:37				0:02:05						0:01:27		0:03:55		0:02:27		0:01:46				0:02:23				0:02:58												0:02:58

		Max Wait Time		0:22:33						0:15:46		0:12:33		0:13:19		0:11:14				0:15:46				0:09:59		0:12:03		0:06:48		0:05:47		0:15:01				0:15:01				0:09:08		0:12:25		0:22:33		0:10:07		0:10:53				0:22:33						0:11:27		0:17:51		0:14:00		0:00:00				0:17:51				0:13:47												0:13:47

		Service Level (<95% calls under 5 min)		53.68%						50.40%		55.47%		67.97%		70.87%				61.18%				72.27%		73.68%		76.85%		68.75%		70.79%				72.47%				31.15%		42.02%		53.91%		60.94%		59.81%				49.57%						65.43%		25.49%		53.57%		59.29%				50.95%				34.24%												34.24%

		Talk Time (Avg)		0:07:42						0:07:58		0:06:57		0:07:33		0:07:32				0:07:30				0:08:35		0:08:12		0:07:58		0:07:43		0:07:09				0:07:55				0:08:10		0:08:43		0:09:09		0:07:24		0:07:26				0:08:10						0:05:41		0:08:07		0:07:36		na				0:07:08				0:07:51												0:07:51

		Call Handle Time (Avg)		0:12:17						0:13:48		0:11:15		0:12:00		0:11:55				0:12:14				0:13:22		0:12:52		0:12:56		0:12:54		0:11:34				0:12:43				0:12:02		0:13:33		0:13:45		0:11:39		0:12:36				0:12:43						0:10:21		0:12:25		0:10:44		na				0:11:10				0:12:34												0:12:34

		Max Agents		65.61						4.60		4.25		4.17		3.34				4.60				4.38		4.04		3.84		2.80		2.76				4.38				3.91		4.29		4.16		4.04		3.57				4.29						4.63		5.03		4.06		65.61				65.61				6.17												6.17





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		Calls Received (MNsure)		2998						162		153		147		153				615				152		155		173		155		143				778				150		161		184		148		133				776						152		182		161		164				659				170												170

		Calls Handled		2961						155		152		143		153				603				150		155		173		154		140				772				148		158		184		146		130				766						150		181		157		162				650				170												170

		Calls Abandoned		30						6		1		3		0				10				2		0		0		1		2				5				2		3		0		0		2				7						2		1		4		1				8				0												0

		Abandon % (>5%)(Less Short Aban)		0.89%						3.70%		0.65%		2.04%		0.00%				1.60%				1.32%		0.00%		0.00%		0.65%		1.40%				0.67%				1.33%		1.86%		0.00%		0.00%		1.50%				0.94%						1.32%		0.55%		2.48%		0.61%				1.24%				0.00%												0.00%

		Avg Time to Abandon		0:01:23						0:02:32		0:00:36		0:05:06		0:00:00				0:02:03				0:00:55		0:00:00		0:00:00		0:04:06		0:02:16				0:01:27				0:01:47		0:01:00		0:00:00		0:00:00		0:01:37				0:00:52						0:01:47		0:05:41		0:01:22		0:01:25				0:02:33				0:00:00												0:00:00

		Average Wait Time (>5 min)		0:00:25						0:01:06		0:00:27		0:00:39		0:00:15				0:00:36				0:00:16		0:00:16		0:00:30		0:00:15		0:00:22				0:00:19				0:00:34		0:00:20		0:00:17		0:00:19		0:00:16				0:00:21						0:00:37		0:00:59		0:00:37		0:00:23				0:00:39				0:00:13												0:00:13

		Max Wait Time		0:10:31						0:07:07		0:06:19		0:06:42		0:04:13				0:07:07				0:04:40		0:04:50		0:05:46		0:05:01		0:06:36				0:06:36				0:10:31		0:03:28		0:06:32		0:09:27		0:04:14				0:10:31						0:08:03		0:10:10		0:07:43		0:00:00				0:10:10				0:04:04												0:04:04

		Service Level (<95% calls under 5 min)		84.01%						67.70%		85.62%		77.55%		86.93%				79.45%				88.16%		88.39%		78.03%		87.10%		86.71%				85.68%				83.33%		85.09%		90.22%		88.51%		87.22%				86.87%						80.92%		75.82%		78.88%		85.98%				80.40%				87.65%												87.65%

		Talk Time (Avg)		0:04:55						0:05:45		0:05:31		0:06:24		0:04:18				0:05:29				0:05:43		0:04:55		0:05:33		0:05:03		0:04:56				0:05:14				0:04:52		0:04:44		0:05:18		0:04:25		0:05:41				0:05:00						0:03:32		0:05:25		0:05:23		na				0:04:46				0:04:06												0:04:06

		Call Handle Time (Avg)		0:07:15						0:08:30		0:07:38		0:09:22		0:06:18				0:07:57				0:08:03		0:07:12		0:07:57		0:07:21		0:07:19				0:07:34				0:07:14		0:06:59		0:07:38		0:06:26		0:08:06				0:07:16						0:05:32		0:07:46		0:07:34		na				0:06:57				0:06:34												0:06:34

		Max Agents		3.91						3.69		3.22		3.72		2.68				3.72				3.36		3.10		3.82		3.15		2.84				3.82				2.97		3.07		3.91		2.61		2.92				3.91						2.31		3.90		3.30		na				3.90				3.10												3.10





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		Calls Received		1638						117		92		81		70				360				108		72		74		79		68				401				69		83		64		61		81				358						85		91		94		96				366				153												153

		Calls Handled		1516						90		90		79		67				325				106		71		66		75		64				383				65		78		60		59		72				333						78		85		90		88				340				134.6896551724												135

		Calls Abandoned		89						18		1		2		2				23				1		1		6		3		3				14				3		4		4		2		7				20						5		5		3		7				20				12.8405959292												13

		Abandon %		6.34%						19.82%		1.16%		2.49%		2.68%				6.54%				0.86%		1.15%		9.81%		3.50%		4.60%				3.98%				4.76%		5.31%		6.99%		3.02%		9.03%				5.82%						5.92%		6.02%		3.36%		8.06%				5.84%				9.53%												9.53%

		Avg Time to Abandon		0:08:52						0:13:13		0:04:18		0:04:27		0:11:29				0:08:21				0:10:38		0:05:00		0:12:33		0:06:40		0:10:57				0:09:09				0:07:27		0:08:04		0:10:31		0:04:52		0:08:26				0:07:52						0:07:04		0:09:31		0:08:49		0:08:22				0:08:26				0:10:35												0:10:35

		Average Wait Time (>5 min)		0:07:55						0:24:19		0:00:48		0:01:13		0:04:24				0:07:41				0:02:11		0:00:58		0:06:11		0:04:47		0:05:08				0:03:51				0:04:52		0:05:12		0:04:42		0:02:04		0:09:46				0:05:19						0:08:49		0:06:51		0:03:50		0:08:12				0:06:55				0:15:52												0:15:52

		Max Wait Time		0:55:27						0:45:14		0:09:44		0:17:23		0:29:51				0:45:14				0:16:57		0:17:00		0:34:59		0:35:15		0:21:09				0:35:15				0:32:02		0:25:58		0:25:28		0:21:06		0:41:46				0:41:46						0:34:02		0:29:17		0:20:21		0:30:41				0:34:02				0:55:27												0:55:27

		Service Level (<95% calls under 5 min)		57.36%						12.76%		78.97%		87.90%		83.29%				65.73%				82.56%		99.72%		80.72%		95.33%		88.53%				89.37%				84.97%		89.31%		58.84%		86.00%		92.15%				82.25%						47.10%		47.41%		20.47%		29.27%				36.06%				13.38%												13.38%

		Talk Time (Avg)		0:10:06						0:10:06		0:09:45		0:09:48		0:10:01				0:09:55				0:10:06		0:09:18		0:09:53		0:09:46		0:11:11				0:10:02				0:10:17		0:09:43		0:10:44		0:10:43		0:09:41				0:10:13						0:09:04		0:10:25		0:10:47		0:09:08				0:09:51				0:10:30												0:10:30

		Call Handle Time (Avg)		0:18:33						0:19:17		0:17:25		0:17:32		0:18:19				0:18:08				0:18:08		0:17:01		0:17:46		0:17:43		0:19:02				0:17:56				0:18:15		0:17:32		0:19:03		0:18:55		0:18:25				0:18:26						0:17:03		0:18:54		0:19:12		0:18:21				0:18:22				0:19:55												0:19:55

		Percent. calls transferred by front line/General Queue		13.21%						3:05:20		3:20:25		3:12:47		2:57:27				13.13%				3:31:52		3:08:51		3:03:24		3:29:53		3:03:42				3:15:32				2:25:03		2:49:17		2:32:34		2:48:35		3:36:48				2:50:27						2:11:53		3:00:29		3:32:09		3:34:59				3:04:53				3:31:02												14.66%

		Max Agents		27.25						23.23		16.63		13.67		13.27				23.23				17.51		12.33		13.07		12.64		13.79				17.51				15.96		16.50		14.38		12.18		14.72				16.50						19.97		17.42		15.88		15.79				19.97				27.25												27.25

										0		0		0		0		0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		Busy		4						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						1		3		0		0				4				0												0

		Caller canceled		10						4		0		0		0				4				0		0		0		0		0				0				1		1		0		0		2				4						0		0		0		0				0				2												2

		Connected		1049						203		8		11		32				254				23		4		48		25		38				138				42		53		34		13		58				200						108		52		44		83				287				170												170

		Error		6						3		0		0		0				3				0		0		0		1		0				1				0		0		0		0		0				0						0		0		0		0				0				2												2

		Invalid Number		1						0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1						0		0		0		0				0				0												0

		No Answer		100						16		0		1		18				35				2		0		5		2		5				14				6		2		0		0		6				14						11		1		4		8				24				13												13

		No Response		223						42		6		0		3				51				4		2		9		7		7				29				12		15		1		1		16				45						36		6		8		11				61				37												37

		Total Requests		1393						268		14		12		53				347				29		6		62		35		50				182				62		71		35		14		82				264						156		62		56		102				376				224												224

		% Connected 		75.73%						76%		57%		92%		60%				69.73%				79%		67%		77%		71%		76%				74%				68%		75%		97%		93%		71%				81%						69%		84%		79%		81%				78%				76%												75.89%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0												0

		Caller canceled		4						2		0		0		0				2				0		0		0		0		0				0				0		0		0		0		0				0						0		0		1		0				1				1												1

		Connected		691						141		4		0		3				148				2		0		19		0		0				21				3		1		27		2		0				33						70		24		112		103				309				180												180

		Error		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0												0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0												0

		No Answer		65						23		0		0		0				23				0		0		1		0		0				1				0		0		1		0		0				1						8		2		14		3				27				13												13

		No Response		116						33		0		0		0				33				0		0		3		0		0				3				0		0		0		0		0				0						14		6		27		8				55				25												25

		Total Requests		876						199		4		0		3				206				2		0		23		0		0				25				3		1		28		2		0				34						92		32		154		114				392				219												219

		% Connected 		86.26%						71%		100%		na		100%				100.00%				100%		na		83%		na		na				91%				100%		100%		96%		100%		0%				79%						76%		75%		73%		90%				79%				82%												82.19%





		Top Call Drivers		Feb		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week Jan 30		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week Feb 6		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week Feb 13		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week Feb 20		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		15																0								15								15																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		458						38		20		24						82						19				24		25				68				29		32		22		32		21				136						32		23		32		40				127				45												45

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		276																0										22						22						33				24		23				80						45		39		26		24				134				40												40

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		1028						66		82		60		149				357						45		47		39		40				171				64		50		38		38		40				230						62		59		35		37				193				77												77

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		298										16						16						20										20				30		35		22				22				109						32		25		21		32				110				43												43

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		792						36		34		36		98				204						40		50		44		33				167				44		59		44		28		35				210						63		34		34		38				169				42												42

		How Do I Create an Account?		34																0																0																0								34								34																0

		How Do I Update My Application?		558						37		27		28		57				149						37		30		23		32				122						46		41		26		23				136						56				23		33				112				39												39

		How To Enroll In a Plan?		534						24		27		31		77				159						22		19		32		22				95				39		24		25		24		21				133						40		33				26				99				48												48

		Income Change		0																0																0																0																0																0

		Income Decrease		140						25		20				54				99										20		21				41																0																0																0

		Income Increase		100												43				43																0				22						16						38										19						19																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		1672						97		93		83		202				475						89		86		82		87				344				97		97		67		69		82				412						102		92		60		76				330				111												111

		MNTR		0																0																0																0																0																0

		Multiple changes		98								17		22						39						19				14						33																0										26						26																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		466						26		22		18		42				108						21		25		26		22				94				27		25		32		20		20				124						25		33		26		22				106				34												34

		Payment/Billing Questions		138						24						44				68																0				25		24		21								70																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0

		Recon		0																																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		14																0								14								14																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		455						54		29		28		87				198						19		15				17				51				23				22		24		19				88						26		21				26				73				45												45

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		16												16				16																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		50						7		11								18																0						6										6										13		5				18				8												8

		CSR-Determination Result		33										9		14				23												10				10																0																0																0

		CSR-Status of Enrollment		306						24		20				27										12		22		6		11				51				20		15		18		19		19				91						26		27		24						77				16

		CSR-Status of Reported Change		63						9		8		14		21				52																0																0						11										11																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		13																0										5						5												8				8																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		85										7						7								8				7				15				10				8		9		8				35						11				9		8				28																0

		How Do I Update My Application?		108						8		8				17				33						9		8				7				24				10						14						24								10				9				19				8												8

		How To Enroll In a Plan?		107								11		8						19						11		9		6						26								7				9				16								13				18				31				15												15

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		771						8				13						21						8		13		510		7				538				17		10		7		22		26				82								25		35		24				84				46												46

		Lost or will lose other health care coverage		5																0										5						5																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		108																0																0						20		21		23						64						19		9		16						44																0

		Returned Mail-Mailing Address Update		12																0																0				12												12																0																0

		Status of My SEP Request		7																0																0						7										7																0																0

		Status of Submitted AOR Form		8																0						8										8																0																0																0

		System Issues-Advised Consumer to Call Back Later		36																0																0																0						36										36																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		312						16		24		16		28				84						21		21		14		12				68				21		15		18		20		15				89						20		24		10		17				71																0

		CSR-Determination Result		310						19				17		13				49						26		20		18		8				72				27		26		23				13				89						22		22		16		17				77				23												23

		CSR-Newborn Status		296								12		13		17				42						18		17		13		10				58				20		32		19		17		16				104						16		25		19		16				76				16												16

		CSR-Pending Case		92						14		18								32								15								15										12						12										16						16				17												17

		CSR-Public Program Status		879						53		34		43		68				198						53		57		38		47				195				53		46		61		39		42				241						35		64		47		49				195				50												50

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		232						9		19		16		18				62						11				22		9				42				19		14		24		11		10				78								19				16				35				15												15

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		35																0																0																0						35										35																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																																0																0																0

				0																0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		372		 						13		19		33		 		65		 				15		21		25		25		 		86		 		24		28		16		23		22		 		113		 				31		24		9		20		 		84		 		24										 		24

		Counties		1203		 						80		64		169		 		313		 				74		65		57		62		 		258		 		73		69		51		46		60		 		299		 				71		68		51		56		 		246		 		87										 		87









		Top Call Drivers		Feb

		CC				11117

		MCRE/Counties		1672		15.04%

		Enrollment Status Check		1028		9.25%

		How Do I Apply?		792		7.12%

		How Do I Update My Application?		558		5.02%

		How To Enroll In a Plan?		534		4.80%

		Password Reset/Account Unlock		466		4.19%

		Directed to Submit Verifications		458		4.12%

		Same Day Term		455		4.09%

		Gain of ESI/MEC		298		2.68%

		Duplicate 1095-A Request^		276		2.48%

		Income Decrease		140		1.26%

		Payment/Billing Questions		138		1.24%

		Income Increase		100		0.90%

		Multiple changes		98		0.88%

		How Do I Create an Account?		34		0.31%

		Checking on Status of Reported Change		15		0.13%

		Residential Address Change/Correction		14		0.13%



		Broker		 		2110

		Lost or will lose employer health care coverage		771		36.54%

		CSR-Status of Enrollment		306		14.50%

		How Do I Update My Application?		108		5.12%

		Residential Address Change/Correction		108		5.12%

		How To Enroll In a Plan?		107		5.07%

		How Do I Apply?		85		4.03%

		CSR-Status of Reported Change		63		2.99%

		CSR QHP  Status		50		2.37%

		System Issues-Advised Consumer to Call Back Later		36		1.71%

		CSR-Determination Result		33		1.56%

		APTC/CSR Questions		16		0.76%

		Gain of ESI/MEC		13		0.62%

		Returned Mail-Mailing Address Update		12		0.57%

		Status of Submitted AOR Form		8		0.38%

		Status of My SEP Request		7		0.33%

		Lost or will lose other health care coverage		5		0.24%



		ARC				2791

		CSR-Public Program Status		879		31.49%

		CSR- QHP Status		312		11.18%

		CSR-Determination Result		310		11.11%

		CSR-Newborn Status		296		10.61%

		How Do I Apply?		232		8.31%

		CSR-Pending Case		92		3.30%

		System Issues-Advised Consumer to Call Back Later		35		1.25%











































Dec 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		Calls Received (MNsure)		26772								1287		1159		1085		103		3634				1549		1297		1178		1053		1097		135		6309				2503		2796		2817		965		764		68		9913				1043		814		172		738						2767				1077		1020		1017		1035		0		0		4149

		Calls Handled		24234								1216		1130		1076		101		3523				1381		1249		1164		1040		1053		132		6019				1880		2124		2234		953		759		66		8016				1034		728		172		733						2668				1035		978		1000		996		0		0		4008

		Calls Abandoned		2153								68		29		7		2		106				163		45		11		16		41		3		279				547		534		450		13		3		1		1548				6		69		0		4						79				42		43		19		37		0		0		141

		Abandon % (>5%)(Less Short Aban)		4.41%								5.29%		2.47%		0.67%		1.83%		2.57%				10.54%		3.48%		0.91%		1.52%		3.74%		2.10%		3.72%				21.84%		19.11%		15.99%		1.38%		0.35%		1.33%		10.00%				0.61%		8.49%		0.00%		0.48%						2.40%				3.92%		4.26%		1.84%		3.54%		0.00%		0.00%		3.39%

		Avg Time to Abandon		0:08:38								0:09:39		0:08:08		0:04:31		0:00:31		0:05:42				0:17:41		0:06:53		0:06:21		0:05:53		0:09:44		0:04:25		0:08:29				0:19:01		0:16:54		0:15:41		0:05:46		0:05:54		0:00:35		0:10:38				0:04:55		0:12:33		0:00:00		0:05:52						0:05:50				0:13:31		0:15:11		0:09:52		0:11:39		0:00:00		0:00:00		0:12:33

		Average Wait Time (>5 min)		0:05:45								0:05:19		0:02:05		0:00:32		0:00:04		0:02:00				0:10:54		0:02:51		0:01:03		0:01:32		0:04:01		0:01:30		0:03:38				0:32:40		0:36:11		0:28:21		0:01:35		0:00:33		0:00:02		0:16:33				0:00:15		0:08:44		0:00:02		0:00:43						0:02:26				0:04:46		0:05:48		0:01:40		0:04:26		0:00:00		0:00:00		0:04:10

		Max Wait Time		1:32:57								0:35:16		0:30:08		0:20:03		0:02:39		0:35:16				1:11:06		0:35:26		0:19:09		0:22:39		0:30:47		0:15:13		1:11:06				1:32:57		1:21:13		1:05:10		0:19:58		0:12:59		0:00:29		1:32:57				0:06:27		0:42:57		0:00:11		0:14:51						0:42:57				0:41:13		0:57:55		0:28:40		0:38:05		0:00:00		0:00:00		0:57:55

		Service Level (<95% calls under 5 min)		60.29%								58.99%		55.25%		57.66%		73.00%		61.23%				59.24%		58.60%		58.03%		58.56%		57.95%		73.31%		60.95%				53.45%		52.04%		55.31%		59.38%		61.14%		74.98%		59.38%				57.60%		72.02%		61.65%		53.97%						61.31%				58.63%		57.95%		58.12%		59.54%		0.00%		0.00%		58.56%

		Talk Time (Avg)		0:09:18								0:09:57		0:09:26		0:09:28		0:09:31		0:09:35				0:09:32		0:09:26		0:09:14		0:09:34		0:09:43		0:08:32		0:09:20				0:09:50		0:09:59		0:10:08		0:09:04		0:09:03		0:10:11		0:09:42				0:08:48		0:08:58		0:09:00		0:09:16						0:09:00				0:08:34		0:09:12		0:08:52		0:08:57		0:00:00		0:00:00		0:08:53

		Call Handle Time (Avg)		0:16:55								0:18:14		0:17:39		0:17:22		0:16:28		0:17:25				0:17:10		0:17:14		0:16:23		0:17:20		0:17:14		0:14:53		0:16:42				0:17:11		0:17:11		0:17:39		0:16:38		0:17:09		0:16:07		0:16:59				0:16:36		0:16:16		0:16:39		0:17:20						0:16:42				0:16:31		0:16:58		0:16:35		0:17:12		0:00:00		0:00:00		0:16:49

		Transfer Out		na								na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na						na				na		na		na		na		0		0		na

		First Call Resolution %		81.89%								79.11%		84.54%		83.91%		76.50%		81.02%				83.08%		82.68%		83.90%		85.59%		84.52%		85.92%		84.28%				85.91%		84.85%		85.90%		81.14%		81.01%		75.70%		82.42%				82.46%		77.74%		82.70%		82.82%						81.43%				79.66%		80.46%		80.59%		80.59%		0.00%		0.00%		80.33%

		Complaints Received		0								0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0						0				0		0		0		0		0		0		0

		Complaints Resolved		0								0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0						0				0		0		0		0		0		0		0

		Helpline (Transfers from Vendor)		2912								151		134		113		6		404				150		139		140		135		132		8		704				217		244		285		119		94		7		966				114		22		62		90						288				147		155		124		124		0		0		550

		Short Abandon (under 60 seconds)		119								4		2		0		2		8				7		1		0		1		3		1		13				30		23		31		4		0		0		88				2		3		0		0						5				0		3		0		2		0		0		5

		% of calls answered in under 10 minutes		82.30%								73.72%		92.83%		99.92%		100.00%		91.62%				70.62%		90.88%		98.69%		93.76%		77.61%		97.14%		88.12%				7.01%		5.37%		22.95%		97.28%		99.53%		100.00%		55.36%				100.00%		66.44%		100.00%		97.57%						91.00%				82.35%		82.78%		95.35%		81.23%		0.00%		0.00%		85.43%

		Occupany		ERROR:#DIV/0!								na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na						na				na		na		na		na		0.00%		0.00%		na

		Max Agents		145.92								73.29		63.50		57.72		4.99		73.29				82.10		68.78		60.00		57.23		59.15		5.91		82.10				130.76		145.92		119.80		50.11		40.86		3.36		145.92				53.31		37.76		10.81		39.82						53.31				56.36		55.67		52.69		55.55		0.00		0.00		56.36





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		Calls Received (MNsure)		5725								273		270		244		21		808				287		264		343		366		333		29		1622				503		548		498		157		160		3		1869				194		173		81		191						639				154		201		204		228						787

		Calls Handled		4948								258		253		220		21		752				269		246		306		332		245		28		1426				372		380		424		153		148		3		1480				184		141		70		171						566				131		192		192		209						724

		Calls Abandoned		769								15		17		24		0		56				17		18		36		34		88		1		194				131		167		74		3		12		0		387				10		30		11		18						69				23		9		12		19						63

		Abandon % (>5%)(Less Short Aban)		9.81%								5.49%		6.30%		9.84%		0.00%		5.41%				5.92%		6.82%		10.50%		9.29%		26.43%		3.45%		10.40%				26.04%		30.47%		14.86%		1.91%		7.50%		0.00%		13.46%				5.15%		17.34%		13.58%		9.42%						11.37%				14.94%		4.48%		5.88%		8.33%						8.41%

		Avg Time to Abandon		0:06:01								0:03:52		0:03:51		0:04:43		0:00:00		0:03:06				0:06:14		0:05:31		0:04:32		0:07:23		0:13:51		0:00:43		0:06:22				0:13:03		0:19:22		0:10:12		0:03:07		0:04:52		0:00:00		0:08:26				0:05:48		0:09:35		0:05:04		0:06:29						0:06:44				0:07:01		0:04:08		0:03:30		0:07:19						0:05:29

		Average Wait Time (>5 min)		0:06:00								0:02:40		0:02:31		0:04:35		0:00:33		0:02:34				0:03:35		0:03:43		0:06:03		0:05:55		0:20:31		0:00:49		0:06:46				0:18:53		0:32:28		0:15:03		0:01:12		0:02:51		0:00:01		0:11:44				0:02:24		0:05:43		0:04:46		0:05:52						0:04:41				0:05:54		0:02:04		0:03:32		0:05:31						0:04:15

		Max Wait Time		1:22:06								0:20:42		0:13:58		0:22:52		0:04:40		0:22:52				0:17:34		0:16:19		0:21:12		0:30:00		1:06:37		0:06:12		1:06:37				0:55:25		1:22:06		0:43:07		0:10:16		0:16:24		0:00:02		1:22:06				0:13:35		0:46:33		0:17:23		0:24:00						0:46:33				0:37:32		0:12:53		0:24:31		0:29:55						0:37:32

		Service Level (<95% calls under 5 min)		39.95%								52.38%		44.81%		29.10%		80.95%		51.81%				29.97%		31.80%		20.72%		32.23%		7.08%		75.00%		32.80%				6.63%		5.04%		15.24%		70.32%		51.90%		100.00%		41.52%				50.78%		29.94%		19.48%		28.19%						32.10%				34.46%		51.50%		42.86%		37.33%						41.54%

		Talk Time (Avg)		0:08:15								0:07:43		0:07:27		0:07:17		0:12:06		0:08:38				0:08:08		0:08:36		0:08:22		0:07:59		0:09:35		0:06:42		0:08:13				0:08:44		0:10:23		0:08:58		0:08:42		0:06:54		0:11:11		0:09:08				0:08:03		0:06:23		0:09:18		0:07:32						0:07:49				0:07:06		0:07:46		0:07:43		0:07:15						0:07:27

		Call Handle Time (Avg)		0:12:34								0:12:01		0:12:06		0:11:37		0:16:08		0:12:58				0:12:16		0:12:55		0:12:24		0:12:02		0:13:45		0:08:53		0:12:02				0:12:51		0:14:25		0:12:49		0:13:11		0:11:50		0:16:33		0:13:36				0:12:58		0:10:09		0:13:43		0:12:30						0:12:20				0:11:36		0:12:26		0:12:06		0:11:27						0:11:53

		Max Agents		15.21								8.62		8.50		7.09		0.94		8.62				9.17		8.82		10.54		11.10		9.35		0.69		11.10				13.28		15.21		15.16		5.64		4.87		0.14		15.21				6.63		3.96		2.66		5.97						6.63				4.22		7		6.45		6.64						6.64





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		Calls Received (MNsure)		4156								210		237		183		27		657				204		206		208		209		155		29		1011				255		252		256		200		166		21		1150				229		209		50		153						641				148		185		184		180						697

		Calls Handled		4045								208		232		178		27		645				204		203		205		207		153		29		1001				250		249		250		200		164		21		1134				217		195		50		148						610				145		170		175		165						655

		Calls Abandoned		106								1		4		5		0		10				0		2		3		2		2		0		9				5		3		6		0		2		0		16				12		13		0		5						30				3		15		8		15						41

		Abandon % (>5%)(Less Short Aban)		2.50%								0.48%		1.69%		2.73%		0.00%		1.23%				0.00%		0.97%		1.44%		0.96%		1.29%		0.00%		0.78%				1.96%		1.19%		2.34%		0.00%		1.20%		0.00%		1.12%				5.24%		6.22%		0.00%		3.27%						3.68%				2.03%		8.11%		4.35%		8.33%						5.71%

		Avg Time to Abandon		0:02:41								0:03:53		0:02:09		0:02:48		0:00:00		0:02:12				0:00:00		0:05:00		0:00:55		0:03:04		0:05:29		0:00:00		0:02:24				0:01:54		0:02:33		0:01:26		0:00:00		0:01:52		0:00:00		0:01:17				0:03:56		0:02:16		0:00:00		0:05:37						0:02:57				0:06:15		0:04:25		0:02:32		0:05:08						0:04:35

		Average Wait Time (>5 min)		0:00:57								0:00:30		0:00:45		0:01:10		0:00:03		0:00:37				0:00:20		0:00:23		0:00:37		0:00:37		0:00:56		0:00:03		0:00:29				0:00:45		0:00:52		0:00:51		0:00:56		0:00:53		0:00:03		0:00:43				0:02:10		0:01:42		0:00:08		0:01:13						0:01:18				0:00:51		0:01:59		0:01:23		0:02:32						0:01:41

		Max Wait Time		0:16:51								0:05:30		0:08:15		0:12:46		0:00:09		0:12:46				0:07:06		0:07:19		0:08:48		0:06:06		0:08:19		0:00:20		0:08:48				0:07:09		0:07:57		0:06:52		0:08:28		0:10:23		0:00:08		0:10:23				0:12:52		0:10:43		0:00:00		0:13:27						0:13:27				0:16:36		0:13:47		0:09:47		0:16:51						0:16:51

		Service Level (<95% calls under 5 min)		74.04%								79.52%		74.26%		72.13%		100.00%		81.48%				89.71%		82.52%		81.73%		80.38%		72.90%		100.00%		84.54%				72.16%		70.63%		64.84%		73.00%		75.30%		100.00%		75.99%				49.78%		55.29%		90.00%		79.08%						68.54%				75.68%		56.22%		57.92%		48.89%						59.68%

		Talk Time (Avg)		0:05:14								0:05:34		0:05:27		0:06:34		0:04:58		0:05:38				0:05:42		0:05:40		0:05:43		0:05:51		0:05:35		0:03:11		0:05:17				0:05:39		0:05:06		0:05:00		0:05:32		0:05:26		0:03:25		0:05:01				0:05:50		0:04:21		0:00:00		0:06:20						0:04:07				0:06:03		0:05:53		0:06:24		0:06:13						0:06:08

		Call Handle Time (Avg)		0:07:49								0:08:18		0:08:22		0:09:22		0:06:42		0:08:11				0:08:25		0:08:12		0:08:18		0:08:53		0:08:22		0:05:00		0:07:51				0:08:36		0:07:41		0:07:32		0:07:48		0:07:56		0:05:01		0:07:25				0:08:38		0:05:58		0:05:28		0:08:42						0:07:11				0:08:40		0:08:23		0:08:32		0:08:22						0:08:29

		Max Agents		6.33								4.79		5.39		4.64		0.50		5.39				4.77		4.63		4.72		5.10		3.55		0.40		5.10				6.23		6.33		6.28		4.39		3.62		0.29		6.33				5.21		3.25		1.14		3.57						5.21				3.49		4		4.17		3.84						4.17





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		Calls Received		3174								151		134		113		6		404				150		139		140		135		132		8		704				217		244		285		119		94		7		966				147		155		124		124		0		0		550				147		155		124		124						550

		Calls Handled		2772								131		126		112		6		375				113		132		136		130		117		8		636				145		172		232		115		93		7		764				132		137		118		111		0		0		499				132		137		118		111						499

		Calls Abandoned		275								15		6		1		0		23				24		6		3		5		11		0		48				43		39		36		4		1		0		123				12		14		5		9		0		0		40				12		14		5		9						40

		Abandon %		8.07%								11.33%		5.12%		1.09%		2.44%		5.00%				21.08%		4.86%		2.15%		3.59%		9.00%		0.00%		6.78%				29.74%		22.91%		15.41%		3.33%		0.82%		3.70%		12.65%				8.94%		10.00%		4.51%		8.39%		0.00%		0.00%		7.96%				8.94%		10.00%		4.51%		8.39%						7.96%

		Avg Time to Abandon		0:10:35								0:09:52		0:08:36		0:04:42		0:00:32		0:05:55				0:20:55		0:08:05		0:06:29		0:06:00		0:09:49		0:00:00		0:08:33				0:25:23		0:20:36		0:18:57		0:05:46		0:05:54		0:00:35		0:12:51				0:14:05		0:15:19		0:09:52		0:12:02		0:00:00		0:00:00		0:12:49				0:14:05		0:15:19		0:09:52		0:12:02						0:12:49

		Average Wait Time (>5 min)		0:10:57								0:12:40		0:05:04		0:01:09		0:00:01		0:04:43				0:27:11		0:05:06		0:02:14		0:03:27		0:10:29		0:00:01		0:08:04				0:48:15		0:46:16		0:27:58		0:03:41		0:01:16		0:00:02		0:21:14				0:11:04		0:14:44		0:04:10		0:11:29		0:00:00		0:00:00		0:10:21				0:11:04		0:14:44		0:04:10		0:11:29						0:10:21

		Max Wait Time		1:32:57								0:35:16		0:30:08		0:20:03		0:00:07		0:35:16				1:11:06		0:35:26		0:19:09		0:22:39		0:30:47		0:00:05		1:11:06				1:32:57		1:21:13		1:04:12		0:19:58		0:12:59		0:00:10		1:32:57				0:41:13		0:57:55		0:28:40		0:38:05		0:00:00		0:00:00		0:57:55				0:41:13		0:57:55		0:28:40		0:38:05						0:57:55

		Service Level (<95% calls under 5 min)		81.42%								90.35%		88.15%		92.93%		97.06%		92.12%				30.48%		61.19%		91.69%		91.78%		98.49%		60.58%		72.37%				7.09%		8.71%		16.27%		97.00%		100.00%		97.92%		54.50%				83.68%		95.47%		100.00%		97.11%		0.00%		0.00%		94.07%				83.68%		95.47%		100.00%		97.11%						94.07%

		Talk Time (Avg)		0:11:09								0:11:49		0:11:31		0:11:22		0:11:44		0:11:36				0:11:52		0:10:59		0:11:10		0:11:41		0:11:37		0:08:21		0:10:56				0:12:08		0:12:46		0:12:41		0:11:03		0:10:34		0:14:47		0:12:19				0:10:09		0:10:49		0:10:24		0:10:26		0:00:00		0:00:00		0:10:27				0:10:09		0:10:49		0:10:24		0:10:26						0:10:27

		Call Handle Time (Avg)		0:19:22								0:20:30		0:20:17		0:19:34		0:19:54		0:20:03				0:20:04		0:18:50		0:18:47		0:19:37		0:19:47		0:14:35		0:18:36				0:20:03		0:20:24		0:20:21		0:18:45		0:18:51		0:22:02		0:20:04				0:18:47		0:19:23		0:18:55		0:19:08		0:00:00		0:00:00		0:19:03				0:18:47		0:19:23		0:18:55		0:19:08						0:19:03

		Percent. calls transferred by front line/General Queue		11.46%								2:48:57		2:46:29		2:29:58		1:23:53		9.88%				2:19:26		2:34:19		2:51:08		3:04:36		2:53:16		1:25:20		2:31:21				2:04:50		2:05:39		2:25:41		2:57:34		2:57:10		2:28:14		2:29:51				3:16:32		3:38:49		2:55:34		2:52:31		0:00:00		0:00:00		3:10:51				3:16:32		3:38:49		2:55:34		2:52:31						13.25%

		Max Agents		59.57								35.16		28.60		24.98		2.26		35.16				37.26		30.11		26.64		24.28		27.45		1.58		37.26				52.59		59.57		44.86		23.42		19.15		1.65		59.57				25.65		26.36		24.47		24.69		0.00		0.00		26.36				25.65		8:40:57		24.47		24.69						26.36

										0		0		0		0		0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		Busy		3								0		0		0		0		0				0		0		0		0		0		0		0				0		0		3		0		0		0		3				0		0		0		0						0				0		0		0		0						0

		Caller canceled		32								2		0		0		0		2				4		0		0		0		2		0		6				7		10		4		0		0		0		21				0		1		0		0						1				0		2		0		0						2

		Connected		2341								153		50		11		0		214				224		69		30		40		138		0		501				321		451		356		36		2		0		1166				0		52		0		4						56				98		110		98		98						404

		Error		50								15		3		0		0		18				17		0		10		0		0		0		27				0		4		1		0		0		0		5				0		0		0		0						0				0		0		0		0						0

		Invalid Number		1								0		0		0		0		0				0		0		0		0		1		0		1				0		0		0		0		0		0		0				0		0		0		0						0				0		0		0		0						0

		No Answer		263								26		7		2		0		35				39		5		5		2		15		0		66				38		34		49		4		0		0		125				0		8		0		0						8				2		15		6		6						29

		No Response		385								27		2		0		0		29				41		9		5		1		21		0		77				57		48		83		1		0		0		189				0		6		0		0						6				21		21		21		21						84

		Total Requests		3075								223		62		13		0		298				325		83		50		43		177		0		678				423		547		496		41		2		0		1509				0		67		0		4						71				121		148		125		125						519

		% Connected 		81.00%								69%		81%		85%		na		77.96%				69%		83%		60%		93%		78%		na		77%				76%		82%		72%		88%		100%		na		84%				na		78%		na		100%						89%				81%		74%		78%		78%						78.03%

																																																																								0%		0%		0%		0%						0.00%



		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		Busy		2								0		0		0		0		0				1		0		0		0		0		0		1				0		1		0		0		0		0		1				0		0		0		0						0				0		0		0		0						0

		Caller canceled		57								0		0		0		0		0				0		0		0		0		0		0		0				19		17		18		0		0		0		54				0		3		0		0						3				0		0		0		0						0

		Connected		3148								12		2		0		0		14				55		33		6		7		0		10		111				875		1050		933		1		0		0		2859				1		128		0		12						141				23		0		0		0						23

		Error		8								0		0		0		0		0				0		0		0		0		0		0		0				5		0		3		0		0		0		8				0		0		0		0						0				0		0		0		0						0

		Invalid Number		1								0		0		0		0		0				0		0		0		0		0		0		0				1		0		0		0		0		0		1				0		0		0		0						0				0		0		0		0						0

		No Answer		391								1		0		0		0		1				5		3		0		1		0		0		9				82		81		185		2		0		0		350				0		31		0		0						31				0		0		0		0						0

		No Response		559								2		1		0		0		3				7		6		0		0		0		0		13				212		102		200		0		0		0		514				0		24		0		0						24				5		0		0		0						5

		Total Requests		4166								15		3		0		0		18				68		42		6		8		0		10		134				1194		1251		1339		3		0		0		3787				1		186		0		12						199				28		0		0		0						28

		% Connected 		76.93%								80%		67%		na		na		73.33%				81%		79%		100%		88%		0%		100%		74%				73%		84%		70%		33%		na		na		65%				100%		69%		na		100%						90%				82%		na		na		na						82.14%





		Top Call Drivers		Dec		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week Dec 5		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week Dec 12		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week Dec 19		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week Dec 26		31-Jan

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		166														4		4				41		39		47				35				162																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		26																0																0												26				26																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		22																0																0																0						7		15								22																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		150														4		4																0										41		30				71																0						32				43						75

		Disable Account Request		80																0																0																0				35				17		28						80																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		52																0																0										52						52																0																0

		Enrollment Status Check		2239								89		121		106		11		327				154		140		118		105		101		9		627				221		236		223		123		99		5		907																0				130		117				131						378

		Full Term		363																0																0																0				136		21		100		106						363																0

		Gain of ESI/MEC		120																0																0										38				3		41																0				41		38										79

		Good Faith		121																0																0																0				41		11		24		45						121																0

		How Do I Apply?		1784								113		109		100		14		336				123		119		113		117		106		20		598				162		184		196		46		54		6		648																0				58		78				66						202

		How Do I Create an Account?		196																0														2		2																0				75				50		69						194																0

		How Do I Update My Application?		1103								77		57		61		4		199				83		70		72		75		72		7		379				95		94		88		49		53		4		383																0				50		52				40						142

		How To Enroll In a Plan?		1539								67		63		74		4		208				84		83		90		72		80		14		423				133		162		231		53		36				615				53		12		21		43						129				52		54				58						164

		Income Change		126																0																0																0				58		5		20		43						126																0

		Income Decrease		746								54		41				4		99				54		55		59		47		44				259				54		75		76		41		28		3		277																0				35		34				42						111

		Income Increase		464										39		43		6		88				59		45				36		40		5		185												24				24				38		8		22		28						96						37				34						71

		Loss of ESI		26																0																0																0										26						26																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2915								170		185		189		22		566				194		168		181		172		138		12		865				259		266		354		123		86		6		1094																0				144		123				123						390

		MNTR		359																0																0																0				132		18		97		112						359																0

		Multiple changes		224												37				37																0				41		53		57						2		153																0				34												34

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		537								47		36		32		6		121				57		42								7		106						78		76		50		31		4		239																0				37						34						71

		Password Reset/Account Unlock		894								43		56		44				143				65		66		39		53		43		11		277				61		106		115								282				51		6				23						80				43		35				34						112

		PO box initiave Ph 1		59																0																0																0				31		8		20								59																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																																0																0																0																0

		Request to Close Application^		416								50		46		33				129										33		45		9		87				69		63		68								200																0																0

		Residential Address Change/Correction		14																0														4		4												5		5		10																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		40								40								40																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		9																0																0												8		1		9																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		86								15								15				22		15		22								59										9						9						3										3																0

		CSR-Determination Result		198										15						15								29		35		23				87				33		40				10				2		85																0										11						11

		CSR-Status of Enrollment		490								20		34		16		2						35		28				37		28		3		131				47		52		48		30		20		1		198										20						20				16		17				36						69

		CSR-Status of Reported Change		105														5		5																0												9				9				23		6		15		25						69				8						14						22

		CSR-Status Before Appt		33																0																0																0				12		3				18						33																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		2														2		2																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		264								23		20		`6				43				16		20				27		21		5		89				39		33		49								121																0						11										11

		How Do I Update My Application?		428								28		24		28				80				36		23		41		40				5		145				42				37		19		20				118				11				9								20				20		27				18						65

		How To Enroll In a Plan?		255												21				21								24		25						49						51		36		8		15				110				17		6		10		21						54				9		12										21

		Loss of COBRA		28																0																0																0				19				9								28																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		35																0																0																0																0				7		14				14						35

		Lost or will lose other health care coverage		18																0																0																0						2				16						18																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		1																0																0														1		1																0																0

		Password Reset/Account Unlock		17																0												17				17																0																0

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		298								38		30		18		7		93				18		19		24				31				92				33		44		36								113																0

		Returned Mail-Mailing Address Update		0																0																0																0																0

		Residential Address Change/Correction		4														4		4																0																0																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				7																0																0																0								7								7

		ARC																		0																0																0																0

		Assister Manual Account Request																14		14														18		18														13		13																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		441								26		26		24				76				25		20		29		35		17				126				44		28		28		28		18				146																0				30		29				34

		CSR-Determination Result		467								22		31		25		2		80				26		30		30		26		21				133				25		22		22		21		20		1		111				50		8		10		15						83				25		24				11

		CSR-Newborn Status		303										20		19				39				16		22		19		17		13		2		89				19				22		14		16				71				27		8		10		14						59				15		19				11

		CSR-Pending Case		174								23						2		25										18				3		21						21				17		16				54				24		7		9		21						61				13

		CSR-Public Program Status		1019								55		53		54		4		166				58		72		67		57		54		2		310				81		80		72		65		54		3		355								4								4				51		63				70

		CSR-Status of Enrollment		138																0																0														1		1				60		13		21		43						137

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		309								23		37		12		2		74				23		23		30				17		1		94				25		30		43								98																0						24				19

		How to Enroll in a Plan		42																0																0																0				24		3				15						42

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0

		Unable to Verify Consumer PII		2																																0														2		2																0

				0																0																0																0																0

		PP																		0																0																0																0

		MCRE		624		 						34		59		54		3		116		 		41		42		57		44		45		 		229		 		70		76				24		18		 		188		 												 		0		 				27				30				 

		Counties		1857								136		126		135		19		416		 		153		126		124		128		93		 		624		 		189		190				99		68		 		546		 		30		3		22		27				 		82		 				96				93				 

																																																								102		15		75		85







		Top Call Drivers		Dec

		CC				24234

		MCRE/Counties		2884		11.90%

		Enrollment Status Check		2224		9.18%

		How Do I Apply?		1776		7.33%

		How To Enroll In a Plan?		1372		5.66%

		How Do I Update My Application?		1090		4.50%

		Password Reset/Account Unlock		761		3.14%

		Income Decrease		731		3.02%

		Passive Enrollment Question		546		2.25%

		Request to Close Application^		416		1.72%

		Income Increase		323		1.33%

		Multiple changes		190

		A Referral		166

		Gain of ESI/MEC		162

		Directed to Submit Verifications		155

		Eligibility Verification Notice		52

		Same Day Term		40

		APTC		26

		Checking on Status of Reported Change		22

		Residential Address Change/Correction		14

		How Do I Create an Account?		2

		1095A Questions		0

		14 Day		0

		Address Change/Correction		0

		ARP Unemployment Insurance Inquiry		0

		Caller Hung Up without Speaking		0

		Carrier Error Report		0

		Close in lieu of Processing Change		0

		COVID-19 SEP		0

		Determination Result		0

		Directed to GI-Term		0

		Disable Account Request		0

		Duplicate 1095-A Request^		0

		Enrollment Notice		0

		Full Term		0

		Good Faith		0

		Income Change		0

		Loss of ESI		0

		Loss of ESI/MEC		0

		Loss of Public Program		0

		Lost or will lose employer health care coverage		0

		MNTR		0

		Multiple Household IDs		0

		No IC		0

		No Questionnaire		0

		Notice V19		0

		Paper form via FileNet		0

		PARN Notice		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

		Public Program Status		0

		Recon		0

		Returned Mail-Mailing Address Update		0

		Status of My SEP Request		0

		System Issues-Advised Consumer to Call Back Later		0

		Transfer to Specialist		0



		Broker		 		4948

		CSR-Status of Enrollment		470		9.50%

		How Do I Update My Application?		397		8.02%

		Request to Close Application^		298		6.02%

		How Do I Apply?		273		5.52%

		How To Enroll In a Plan?		208		4.20%

		CSR-Determination Result		207

		CSR QHP  Status		83

		CSR-Status of Reported Change		47

		Lost or will lose employer health care coverage		18

		Password Reset/Account Unlock		17

		System Issues-Advised Consumer to Call Back Later		7

		Residential Address Change/Correction		4

		CSR Public Program Status		3

		Gain of ESI/MEC		2

		Paper form via FileNet		1

		ARP Unemployment Insurance Inquiry		0

		Caller Hung up without speaking		0

		COVID-19 SEP		0

		CSR Consumer not present		0

		CSR Public Program renewal		0

		CSR-Status Before Appt		0

		CSR-Status of Verifications		0

		Directed to Complete Caspio Form		0

		Directed to GI Status		0

		Eligibility Verification Notice		0

		Enrollment Status Check		0

		Error by MNsure		0

		Full Term		0

		General Certification Questions		0

		Good Faith		0

		Loss of COBRA		0

		Loss of ESI		0

		Loss of Public Program		0

		Loss/Gain of MEC^		0

		Lost or will lose other health care coverage		0

		No Changes		0

		No Questionnaire^		0

		Online Application Issues		0

		Over 30 days		0

		Paper Application		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

		Questions about COVID-19		0

		Returned Mail-Mailing Address Update		0

		Status of My SEP Request		0

		Status of Submitted AOR Form		0



		ARC				4045

		CSR-Public Program Status		968		23.93%

		CSR- QHP Status		431		10.66%

		CSR-Determination Result		383		9.47%

		How Do I Apply?		308		7.61%

		CSR-Newborn Status		260		6.43%

		CSR-Pending Case		104

		Unable to Verify Consumer PII		2

		CSR-Status of Enrollment		1

		Assister Policy Question		0

		Caller Hung up Without Speaking		0

		Close in lieu of Processing Change		0

		CSR-Status of reported Change		0

		CSR-Status of Verifications		0

		Directed to Complete Caspio Form		0

		General Questions		0

		How to Enroll in a Plan		0

		Loss of ESI		0

		Online Application Issues		0

		Password Reset/Account Unlock		0

		Potential New Issue		0

		Prospect/Pending case		0

		Request to Close Application^		0

		System Issues-Advised Consumer to Call Back Later		0

		Transfer Caller to MNsure CC		0





Nov 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		31-Jan

		Calls Received (MNsure)		22180				1659		1282		1118		1029		925				6013				1269		1066		947		670		1017				4969				1252		997		970		1004		874				5097				1108		1013		734								2855				1762		1484										3246

		Calls Handled		21031				1412		1222		1060		1011		911				5615				1174		986		877		662		966				4666				1186		981		944		991		866				4969				1080		991		726								2797				1581		1403										2984

		Calls Abandoned		1075				215		56		41		17		13				341				93		81		72		7		53				305				67		13		27		10		8				125				27		25		6								58				170		75										246

		Abandon % (>5%)(Less Short Aban)		4.42%				12.93%		4.37%		3.66%		1.63%		1.36%				4.79%				7.36%		7.56%		7.56%		1.07%		5.18%				5.75%				5.38%		1.26%		2.78%		0.99%		0.93%				2.27%				2.42%		2.46%		0.86%								1.91%				9.67%		5.07%										7.37%

		Avg Time to Abandon		0:09:12				0:09:16		0:07:46		0:06:31		0:08:45		0:06:48				0:07:49				0:13:31		0:14:52		0:11:22		0:05:12		0:09:00				0:10:47				0:12:30		0:07:51		0:06:37		0:07:19		0:05:23				0:07:56				0:07:27		0:09:33		0:06:22								0:07:47				0:13:08		0:10:13										0:11:40

		Average Wait Time (>5 min)		0:04:36				0:16:34		0:04:02		0:04:35		0:01:19		0:01:19				0:05:33				0:07:25		0:09:39		0:06:26		0:01:10		0:04:09				0:05:45				0:05:37		0:01:04		0:02:38		0:01:09		0:00:33				0:02:12				0:01:53		0:01:31		0:00:48								0:01:24				0:11:13		0:04:56										0:08:04

		Max Wait Time		1:21:29				0:51:05		0:23:47		0:30:42		0:30:10		0:17:27				0:51:05				1:04:06		1:21:29		0:40:38		0:20:46		0:28:32				1:21:29				0:42:09		0:16:14		0:27:49		0:22:10		0:13:10				0:42:09				0:27:49		0:32:05		0:15:20								0:32:05				0:57:54		0:34:21										0:57:54

		Service Level (<95% calls under 5 min)		59.29%				61.13%		64.49%		66.41%		60.69%		61.09%				62.76%				63.67%		62.50%		61.26%		64.04%		59.45%				62.18%				57.84%		57.84%		58.13%		55.69%		61.09%				58.12%				58.56%		57.62%		58.35%								58.18%				53.15%		57.25%										55.20%

		Talk Time (Avg)		0:09:56				0:10:26		0:10:32		0:10:09		0:09:49		0:09:59				0:10:11				0:10:03		0:10:00		0:10:02		0:09:34		0:09:52				0:09:54				0:10:20		0:10:15		0:10:08		0:09:45		0:09:42				0:10:02				0:10:02		0:09:37		0:09:54								0:09:51				0:10:16		0:09:13										0:09:44

		Call Handle Time (Avg)		0:18:04				0:18:41		0:18:40		0:18:08		0:17:43		0:18:10				0:18:16				0:17:38		0:17:44		0:17:52		0:17:37		0:18:20				0:17:50				0:18:53		0:18:42		0:18:50		0:17:32		0:17:54				0:18:22				0:18:20		0:18:18		0:18:10								0:18:16				0:18:13		0:17:04										0:17:38

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na				na		na										na

		First Call Resolution %		81.93%				79.78%		78.90%		81.37%		80.58%		81.68%				80.46%				81.65%		83.27%		84.56%		80.94%		84.01%				82.88%				81.93%		81.48%		80.96%		81.15%		81.14%				81.33%				80.31%		82.70%		82.73%								81.91%				81.67%		84.47%										83.07%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0										0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0										0

		Helpline (Transfers from Vendor)		2472				135		137		84		134		107				597				144		151		111		76		121				603				142		111		109		104		90				556				133		126		82								341				203		172										375

		Short Abandon (under 60 seconds)		71				25		1		0		2		0				28				7		2		2		0		4				15				3		0		1		1		0				5				2		0		2								4				11		8										19

		% of calls answered in under 10 minutes		83.41%				39.69%		83.70%		78.33%		96.67%		94.87%				78.65%				75.75%		72.72%		69.33%		97.15%		78.45%				78.68%				77.94%		97.15%		87.09%		95.42%		98.64%				91.25%				93.45%		93.06%		97.89%								94.80%				68.45%		78.85%										73.65%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na				na		na										na

		Max Agents		100.50				93.04		73.61		60.52		57.24		52.10				93.04				69.70		60.60		52.83		36.49		58.08				69.70				73.58		57.60		56.52		53.96		47.93				73.58				63.24		58.02		41.17								63.24				100.50		79.10										100.50





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		31-Jan

		Calls Received (MNsure)		4623				220		203		197		231		198				1049				206		222		244		179		199				1050				207		201		247		218		224				1097				280		235		246								761				328		338										666

		Calls Handled		4308				204		188		181		219		184				976				199		212		235		165		183				994				198		196		233		209		213				1049				255		211		212								678				294		317										611

		Calls Abandoned		304				16		14		16		12		14				72				7		8		5		14		16				50				8		5		14		9		11				47				23		24		34								81				33		21										54

		Abandon % (>5%)(Less Short Aban)		7.00%				7.27%		6.90%		8.12%		5.19%		7.07%				6.91%				3.40%		3.60%		2.05%		7.82%		8.04%				4.98%				3.86%		2.49%		5.67%		4.13%		4.91%				4.21%				8.21%		10.21%		13.82%								10.75%				10.06%		6.21%										8.14%

		Avg Time to Abandon		0:04:16				0:03:20		0:02:47		0:02:58		0:05:19		0:04:48				0:03:50				0:01:39		0:04:08		0:02:27		0:03:09		0:04:25				0:03:09				0:04:10		0:02:09		0:04:09		0:04:17		0:06:38				0:04:16				0:04:01		0:04:55		0:06:00								0:04:58				0:06:16		0:03:59										0:05:07

		Average Wait Time (>5 min)		0:02:36				0:02:32		0:02:18		0:02:08		0:02:48		0:02:12				0:02:23				0:01:55		0:01:38		0:01:32		0:02:10		0:02:43				0:01:59				0:01:30		0:01:19		0:01:25		0:01:29		0:02:58				0:01:44				0:02:15		0:03:11		0:04:59								0:03:28				0:03:59		0:02:54										0:03:26

		Max Wait Time		0:35:13				0:13:10		0:13:34		0:16:42		0:11:55		0:17:57				0:17:57				0:15:35		0:11:56		0:13:53		0:10:16		0:14:04				0:15:35				0:13:06		0:14:30		0:13:31		0:12:45		0:17:41				0:17:41				0:20:17		0:18:14		0:27:40								0:27:40				0:35:13		0:13:14										0:35:13

		Service Level (<95% calls under 5 min)		47.83%				40.45%		52.22%		49.75%		42.86%		52.02%				47.46%				58.25%		58.82%		61.89%		46.37%		47.24%				54.51%				61.65%		67.66%		61.13%		64.68%		45.09%				60.04%				54.64%		41.70%		33.74%								43.36%				33.84%		33.73%										33.79%

		Talk Time (Avg)		0:07:38				0:07:30		0:07:08		0:07:51		0:07:24		0:07:13				0:07:25				0:07:44		0:07:44		0:07:26		0:08:18		0:07:49				0:07:48				0:08:22		0:07:30		0:07:10		0:07:49		0:07:27				0:07:39				0:06:54		0:07:46		0:07:33								0:07:24				0:07:59		0:07:47										0:07:53

		Call Handle Time (Avg)		0:11:41				0:11:45		0:11:16		0:12:07		0:11:39		0:10:35				0:11:28				0:12:10		0:11:49		0:11:15		0:12:10		0:12:01				0:11:53				0:11:53		0:11:03		0:11:19		0:11:20		0:11:32				0:11:25				0:10:44		0:12:05		0:11:39								0:11:29				0:12:16		0:12:07										0:12:11

		Max Agents		10.66				6.66		5.88		6.10		7.08		5.41				7.08				6.72		6.99		7.34		5.58		6.10				7.34				6.57		6.02		7.33		6.58		6.82				7.33				7.61		7.08		6.86								7.61				10.01		11										10.66





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		31-Jan

		Calls Received (MNsure)		4034				245		214		197		180		196				1032				232		204		193		170		190				989				219		198		218		205		175				1015				219		191		179								589				221		188										409

		Calls Handled		3898				241		209		192		173		189				1004				223		197		192		161		180				953				213		193		198		199		173				976				209		187		168								564				216		185										401

		Calls Abandoned		128				4		5		5		6		7				27				7		7		1		9		10				34				4		5		19		5		2				35				10		4		11								25				5		2										7

		Abandon % (>5%)(Less Short Aban)		3.09%				1.63%		2.34%		2.54%		3.33%		3.57%				2.68%				3.02%		3.43%		0.52%		5.29%		5.26%				3.50%				1.83%		2.53%		8.72%		2.44%		1.14%				3.33%				4.57%		2.09%		6.15%								4.27%				2.26%		1.06%										1.66%

		Avg Time to Abandon		0:03:04				0:01:40		0:04:05		0:02:19		0:01:17		0:02:24				0:02:21				0:04:33		0:02:02		0:04:13		0:03:32		0:03:57				0:03:39				0:01:10		0:02:43		0:04:53		0:01:19		0:03:34				0:02:43				0:02:59		0:03:58		0:04:41								0:03:52				0:04:30		0:01:02										0:02:46

		Average Wait Time (>5 min)		0:01:13				0:01:02		0:01:07		0:00:49		0:01:00		0:01:20				0:01:03				0:00:55		0:01:02		0:00:25		0:01:52		0:01:30				0:01:08				0:01:35		0:01:08		0:02:26		0:00:40		0:00:20				0:01:13				0:01:43		0:00:31		0:02:05								0:01:26				0:01:54		0:00:31										0:01:12

		Max Wait Time		0:19:24				0:06:26		0:10:48		0:06:16		0:10:27		0:09:13				0:10:48				0:14:10		0:07:56		0:08:35		0:11:06		0:07:49				0:14:10				0:08:31		0:10:58		0:19:24		0:07:22		0:07:14				0:19:24				0:10:16		0:10:59		0:14:36								0:14:36				0:13:01		0:08:27										0:13:01

		Service Level (<95% calls under 5 min)		67.39%				64.08%		70.09%		73.10%		71.11%		66.33%				68.94%				70.69%		62.75%		86.01%		58.82%		53.16%				66.29%				55.30%		68.69%		50.92%		72.20%		86.29%				66.68%				55.25%		76.44%		53.07%								61.59%				65.61%		81.28%										73.45%

		Talk Time (Avg)		0:05:44				0:05:26		0:05:29		0:05:45		0:06:09		0:05:39				0:05:41				0:06:27		0:05:33		0:04:59		0:06:30		0:05:55				0:05:52				0:05:01		0:05:46		0:05:12		0:05:45		0:04:40				0:05:16				0:06:25		0:05:37		0:06:01								0:06:01				0:06:00		0:05:43										0:05:51

		Call Handle Time (Avg)		0:08:28				0:08:18		0:08:07		0:08:52		0:09:08		0:08:35				0:08:36				0:09:17		0:08:25		0:07:12		0:09:30		0:08:30				0:08:34				0:07:37		0:08:20		0:07:34		0:08:09		0:07:15				0:07:47				0:09:15		0:08:17		0:08:50								0:08:47				0:08:58		0:08:19										0:08:38

		Max Agents		5.75				5.56		4.71		4.73		4.39		4.50				5.56				5.75		4.61		3.84		4.25		4.25				5.75				4.55		4.47		4.16		4.51		3.49				4.55				5.37		4.31		4.12								5.37				5.38		4										5.38





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		31-Jan

		Calls Received		2472				135		137		84		134		107				597				144		151		111		76		121				603				142		111		109		104		90				556				133		126		82								341				203		172										375

		Calls Handled		2221				115		128		80		130		103				557				121		121		88		74		106				509				124		107		102		101		88				521				126		118		80								324				162		148										310

		Calls Abandoned		186				15		8		3		3		3				31				17		20		16		2		12				67				14		3		6		2		2				28				6		7		2								15				28		17										44

		Abandon %		8.33%				12.94%		5.89%		3.80%		2.33%		2.79%				5.55%				14.42%		16.96%		17.78%		2.40%		11.49%				12.61%				11.65%		2.90%		6.24%		2.25%		2.09%				5.03%				5.00%		5.73%		2.06%								4.26%				17.14%		11.27%										14.21%

		Avg Time to Abandon		0:09:42				0:09:29		0:08:47		0:06:42		0:10:54		0:07:00				0:08:34				0:14:35		0:15:23		0:11:22		0:05:12		0:09:02				0:11:06				0:13:07		0:07:51		0:06:37		0:06:57		0:05:23				0:07:59				0:07:35		0:09:33		0:06:19								0:07:49				0:15:24		0:10:41										0:13:02

		Average Wait Time (>5 min)		0:09:43				0:20:04		0:05:58		0:05:58		0:01:56		0:02:56				0:07:22				0:17:03		0:25:14		0:17:20		0:02:36		0:10:02				0:14:27				0:13:29		0:02:18		0:06:06		0:02:36		0:01:13				0:05:08				0:03:53		0:03:37		0:01:55								0:03:08				0:24:44		0:12:16										0:18:30

		Max Wait Time		1:21:29				0:50:55		0:23:47		0:30:42		0:30:10		0:17:27				0:50:55				1:04:06		1:21:29		0:40:38		0:20:46		0:28:32				1:21:29				0:42:09		0:16:14		0:27:49		0:22:10		0:13:10				0:42:09				0:27:49		0:32:05		0:15:20								0:32:05				0:57:54		0:34:21										0:57:54

		Service Level (<95% calls under 5 min)		80.38%				19.49%		52.53%		56.74%		75.58%		99.65%				60.80%				73.00%		86.47%		99.67%		99.76%		99.05%				91.59%				88.13%		93.11%		99.00%		99.84%		99.44%				95.90%				87.97%		99.38%		99.79%								95.71%				33.06%		82.76%										57.91%

		Talk Time (Avg)		0:11:49				0:11:35		0:12:14		0:11:07		0:11:12		0:11:32				0:11:32				0:12:03		0:12:03		0:11:45		0:11:12		0:11:46				0:11:45				0:12:55		0:12:25		0:12:00		0:11:37		0:10:51				0:11:57				0:11:41		0:11:27		0:12:35								0:11:54				0:12:50		0:11:10										0:12:00

		Call Handle Time (Avg)		0:20:00				0:19:54		0:20:13		0:19:39		0:19:12		0:20:11				0:19:49				0:19:42		0:20:13		0:19:21		0:18:35		0:19:29				0:19:28				0:21:21		0:20:35		0:20:05		0:19:05		0:18:49				0:19:59				0:19:43		0:20:09		0:20:49								0:20:13				0:21:13		0:19:48										0:20:30

		Percent. calls transferred by front line/General Queue		11.32%				1:57:10		2:33:53		1:48:11		3:07:31		2:46:34				10.19%				2:43:24		3:23:58		2:48:47		2:43:20		2:51:19				2:54:10				2:43:19		2:40:19		2:41:48		2:29:09		2:28:17				2:36:34				2:52:51		2:59:06		2:40:52								2:50:56				2:45:54		2:46:54										11.56%

		Max Agents		49.82				43.97		36.19		28.69		27.44		26.11				43.97				34.88		28.79		24.17		17.18		27.31				34.88				35.61		27.59		26.81		25.90		22.51				35.61				29.55		27.35		19.59		0.00		0.00				29.55				49.82		0:42:35										49.82





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		31-Jan

		Busy		5				0		0		0		4		0				4				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		1										1

		Caller canceled		14				0		0		1		0		0				1				5		2		0		0		0				7				1		0		1		0		0				2				0		1		0								1				1		2										3

		Connected		1947				267		106		85		14		29				501				186		162		154		25		113				640				149		38		84		30		8				309				43		34		18								95				249		153										402

		Error		33				0		0		2		0		0				2				0		0		0		0		2				2				0		0		0		0		0				0				0		0		0								0				20		9										29

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0										0

		No Answer		196				17		6		14		0		0				37				19		18		10		0		10				57				20		3		4		7		1				35				2		2		2								6				40		21										61

		No Response		302				16		14		13		2		4				49				37		40		14		0		21				112				24		4		12		1		2				43				8		5		2								15				53		30										83

		Total Requests		2497				300		126		115		20		33				594				247		222		178		25		146				818				194		45		101		38		11				389				53		42		22								117				363		216										579

		% Connected 		78.73%				89%		84%		74%		70%		88%				80.98%				75%		73%		87%		100%		77%				82%				77%		84%		83%		79%		73%				79%				81%		81%		82%								81%				69%		71%										69.71%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Week Nov 28		Sun		Mon		Total / Avg

				Month		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Nov 28		31-Jan

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0										0

		Caller canceled		3				3		0		0		0		0				3				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0										0

		Connected		542				308		50		73		15		0				446				6		0		1		0		0				7				4		0		0		0		0				4				15		0		0								15				68		2										70

		Error		13				0		0		2		0		0				2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				8		3										11

		Invalid Number		1				0		1		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0				0		0										0

		No Answer		34				13		1		9		0		0				23				0		0		0		0		0				0				1		0		0		0		0				1				1		0		0								1				9		0										9

		No Response		62				20		5		9		3		0				37				0		0		1		0		0				1				0		0		0		0		0				0				7		0		0								7				17		0										17

		Total Requests		655				344		57		93		18		0				512				6		0		2		0		0				8				5		0		0		0		0				5				23		0		0								23				102		5										107

		% Connected 		68.27%				90%		88%		78%		83%		0%				67.82%				100%		na		50%		na		na				75%				80%		na		na		na		na				80%				65%		na		na								65%				67%		40%										53.33%





		Top Call Drivers		Nov		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week Oct 31		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week Nov 7		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week Nov 14		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week Nov 21		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week Sep 26		31-Jan

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		287				50								32				82				41		33		24		24						122				48						35						83																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		32																0																0						32										32																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		123																0																0																0																0						123										123

		Enrollment Status Check		1379				74		68		70		65		61				338				72		58		41		41		61				273				77		70		83		78		57				365				101		96		65								262				141												141

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		45																0																0																0																0				45												45

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1828				125		107		105		82		65				484				100		89		64		64		89				406				126		98		82		82		76				464				91		90		63								244				135		95										230

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1436				93		88		85		74		67				407				88		67		45		45		59				304				82		63		65		80		77				367				70		67		54								191				70		97										167

		How To Enroll In a Plan?		1393				122		70		65		77		69				403				67		83		52		52		53				307				83		65		59		63		44				314				59		61		40								160				106		103										209

		Income Change		0																0																0																0																0																0

		Income Decrease		986				87		67		50		68		43				315				68				40		40		40				188				63		52		56		58		62				291				50		46		36								132				60												60

		Income Increase		807				49				52		45		36				182				46		35		30		30		49				190				53		39		50		50		38				230				36		40		27								103				55		47										102

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		2780				157		137		122		110		123				649				200		139		86		86		129				640				158		124		129		116		111				638				156		124		121								401				223		229										452

		MNTR		0																0																0																0																0																0

		Multiple changes		217						46		34		31						111						29										29								38								38				39												39																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		564																0				44		32		30		30		38				174				50				35		40		40				165				36		35		27								98				64		63										127

		Password Reset/Account Unlock		895				77		58		53		41		35				264				43		56		26		26		51				202				45		37		38		41		33				194				42		38		26								106				66		63										129

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0

		Recon		0																																0																0																0

		Request to Close Application^		392				60		64		44		36		41				245												40				40												29				29						37										37						41										41

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		43																0																0																0																0						43										43

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker																		0																0																0																0																0

		APTC/CSR Questions		56								14								14																0						14				13						27						15										15																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		158				15												15				19				15		15						49				19								15				34				21				18								39				21												21

		CSR-Determination Result		183						12						13				25				13		14		12		12		15				66				11		24		17								52				21												21				19												19

		CSR-Status of Enrollment		174				16		15				16		24								21				19		19		13				72				13						17		19				49				17		20		16								53				40		30

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		231						15		18		11						44				23		14						17				54						18		18		16						52				25		15		17								57						24										24

		How Do I Update My Application?		469				32		15		23		37		20				127				18		20		16		16		20				90				13		16		25		29		22				105				23		28		35								86				33		28										61

		How To Enroll In a Plan?		259				13		16		13		14		15				71						16		13		13						42				12				22				17				51						24		17								41				26		28										54

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		16																0						16										16																0																0						36

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		45												10				10												17				17						18										18																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		73				13				13		15						41																0								12		9		11				32																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		454				28		21		21		25		20				115				32		19		23		23		19				116				18		26		18		22		14				98				25		19		27								71				25		29										54

		CSR-Determination Result		510				49		32		29		19		29				158				21		29						14				64				36		26		32		26		28				148				32		26		24								82				26		32										58

		CSR-Newborn Status		312						19				19		9				47				25		25		13		13		22				98				20		17		18		19		22				96						16		17								33				24		14										38

		CSR-Pending Case		94				11				13								24								15		15		14				44												11				11				15												15																0

		CSR-Public Program Status		1127				70		71		55		50		49				295				61		45		46		46		59				257				64		51		58		57		54				284				57		46		54								157				64		70										134

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		378				33		15		21		27		16				112				21		25		14		14						74				28		22		21		22						93				19		30		17								66				21		12										33

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																																0																0																0																0

																				0																0																0																0																0

		PP																		0																0																0																0

		MCRE		541		 		37		30		22				28		 		117		 				33		18		18		23		 		92		 		42		29		24		23		22		 		140		 		36		30		30						 		96		 		47		49								 		96

		Counties		1929		 		120		107		100				95		 		422		 				106		68		68		106		 		348		 		116		95		105		93		89		 		498		 		120		94		91						 		305		 		176		180								 		356

																																																																																				0

																																																																																				0





		Top Call Drivers		Nov

		CC				21030.905077889

		MCRE/Counties		2780		0.1321864175

		How Do I Apply?		1828		0.0869197019

		How Do I Update My Application?		1436		0.068280466

		How To Enroll In a Plan?		1393		0.066235856

		Enrollment Status Check		1379		0.065570169

		Income Decrease		986		0.0468833841

		Password Reset/Account Unlock		895		0.0425564186

		Income Increase		807		0.0383721003

		Passive Enrollment Question		564		0.0268176761

		Request to Close Application^		392		0.0186392359

		A Referral		287		0.0136465834

		Multiple changes		217		0.0103181484

		Eligibility Verification Notice		123		0.0058485357

		Gain of ESI/MEC		45		0.0021397082

		Same Day Term		43		0.0020446101

		Directed to Submit Verifications		32		0.0015215703

		Broker				4308

		How Do I Update My Application?		469		0.1088672238

		How To Enroll In a Plan?		259		0.0601207057

		How Do I Apply?		231		0.0536211699

		CSR-Determination Result		183		0.0424791086

		CSR-Status of Enrollment		174		0.0403899721

		CSR QHP  Status		158		0.0366759517

		Request to Close Application^		73		0.0169452182

		APTC/CSR Questions		56		0.0129990715

		Password Reset/Account Unlock		45		0.0104456825

		Lost or will lose employer health care coverage		16		0.0037140204

		ARC				3898

		CSR-Public Program Status		1127		0.289122627

		CSR-Determination Result		510		0.1308363263

		CSR- QHP Status		454		0.1164699846

		How Do I Apply?		378		0.0969728066

		CSR-Newborn Status		312		0.0800410467

		CSR-Pending Case		94		0.0241149307

		1095A Questions		0

		MCRE/Counties		2780

		How Do I Apply?		1828

		How Do I Update My Application?		1436

		How To Enroll In a Plan?		1393

		Enrollment Status Check		1379

		Income Decrease		986

		Password Reset/Account Unlock		895

		Income Increase		807

		Passive Enrollment Question		564

		Request to Close Application^		392

		A Referral		287

		Multiple changes		217

		Eligibility Verification Notice		123

		Gain of ESI/MEC		45

		Same Day Term		43

		Directed to Submit Verifications		32

		14 Day		0

		Address Change/Correction		0

		APTC		0

		ARP Unemployment Insurance Inquiry		0

		Caller Hung Up without Speaking		0

		Carrier Error Report		0

		Checking on Status of Reported Change		0

		Close in lieu of Processing Change		0

		COVID-19 SEP		0

		Determination Result		0

		Directed to GI-Term		0

		Disable Account Request		0

		Duplicate 1095-A Request^		0

		Enrollment Notice		0

		Full Term		0

		Good Faith		0

		How Do I Create an Account?		0

		Income Change		0

		Loss of ESI		0

		Loss of ESI/MEC		0

		Loss of Public Program		0

		Lost or will lose employer health care coverage		0

		MNTR		0

		Multiple Household IDs		0

		No IC		0

		No Questionnaire		0

		Notice V19		0

		Paper form via FileNet		0

		PARN Notice		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

		Public Program Status		0

		Recon		0

		Residential Address Change/Correction		0

		Returned Mail-Mailing Address Update		0

		Status of My SEP Request		0

		System Issues-Advised Consumer to Call Back Later		0

		Transfer to Specialist		0





Oct 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week Oct 24		31-Jan

		Calls Received (MNsure)		14951												466				466				624		528		544		543		517				2756				726		588		677		585		636				3212				1134		962		864		830		643				4433				958		871		752		740		763				4084

		Calls Handled		13649												355				355				560		468		536		513		503				2580				608		565		616		563		499				2851				921		846		830		763		627				3988				892		830		719		710		724				3875

		Calls Abandoned		1093												52				52				46		40		3		8		5				102				51		15		40		19		133				258				205		105		91		70		31				502				58		29		22		31		38				178

		Abandon % (>5%)(Less Short Aban)		7.51%												11.14%				11.14%				7.44%		7.59%		0.60%		1.40%		0.97%				3.60%				7.03%		2.57%		5.85%		3.26%		20.94%				7.93%				18.07%		10.93%		10.52%		8.42%		4.89%				10.57%				6.08%		3.31%		2.94%		4.20%		4.98%				4.30%

		Avg Time to Abandon		0:13:30												0:21:01				0:21:01				0:13:59		0:14:31		0:06:41		0:09:47		0:07:14				0:10:26				0:15:27		0:08:08		0:09:47		0:07:39		0:17:31				0:11:42				0:18:58		0:11:46		0:20:59		0:12:50		0:11:10				0:15:08				0:10:50		0:08:48		0:06:27		0:09:48		0:10:13				0:09:13

		Average Wait Time (>5 min)		0:09:22												0:15:57				0:15:57				0:08:46		0:11:08		0:00:45		0:03:38		0:02:10				0:05:17				0:09:37		0:02:18		0:11:18		0:03:34		0:17:27				0:08:50				0:20:54		0:11:17		0:10:37		0:09:47		0:05:18				0:11:34				0:08:28		0:03:25		0:02:04		0:07:06		0:04:58				0:05:12

		Max Wait Time		1:14:37												1:06:09				1:06:09				0:44:38		0:47:36		0:22:00		0:20:55		0:17:26				0:47:36				1:10:24		0:21:15		0:43:44		0:25:12		0:57:41				1:10:24				0:00:00		0:41:14		1:14:37		0:58:29		0:39:15				1:14:37				0:37:50		0:22:12		0:25:22		0:36:57		0:33:41				0:37:50

		Service Level (<95% calls under 5 min)		64.02%												66.67%				66.67%				69.48%		64.96%		68.55%		66.89%		69.41%				67.86%				66.48%		68.09%		67.26%		69.86%		66.99%				67.74%				0.00%		69.89%		64.93%		66.66%		63.91%				53.08%				64.46%		62.41%		64.39%		66.00%		66.55%				64.76%

		Talk Time (Avg)		0:09:16												0:09:24				0:09:24				0:09:20		0:09:02		0:08:39		0:09:42		0:09:36				0:09:15				0:09:06		0:09:20		0:09:24		0:09:46		0:09:30				0:09:25				0:08:44		0:08:30		0:08:18		0:08:56		0:08:54				0:08:40				0:08:58		0:09:02		0:09:37		0:10:24		0:10:14				0:09:39

		Call Handle Time (Avg)		0:17:50												0:18:27				0:18:27				0:17:45		0:17:36		0:16:57		0:18:10		0:18:07				0:17:43				0:17:16		0:18:08		0:17:59		0:18:58		0:17:45				0:18:01				0:16:12		0:15:51		0:16:12		0:17:22		0:17:45				0:16:40				0:17:50		0:17:26		0:18:09		0:18:57		0:19:25				0:18:21

		Transfer Out		na												na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		81.37%												80.05%				80.05%				79.48%		81.80%		85.47%		81.31%		79.68%				81.55%				82.70%		81.36%		81.77%		83.00%		81.23%				82.01%				80.00%		82.50%		82.20%		81.72%		na 				81.61%				81.97%		82.52%		81.15%		82.08%		80.53%				81.65%

		Complaints Received		0																0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0																0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		3202												103				103				83		63		81		71		64				362				80		76		87		60		47				350				225		292		343		263		256				1379				292		277		201		118		120				1008

		Short Abandon (under 60 seconds)		69												1				1				4		4		0		0		0				8				5		1		3		0		7				16				20		4		3		4		0				31				5		1		3		2		2				13

		% of calls answered in under 10 minutes		66.21%												51.43%				51.43%				73.23%		58.30%		99.03%		93.43%		95.19%				83.84%				40.12%		80.65%		47.38%		71.79%		51.23%				58.24%				36.35%		51.92%		74.84%		54.64%		78.54%				59.26%				70.95%		83.67%		92.71%		66.34%		77.86%				78.30%

		Occupany		na												na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		61.95												23.81				23.81				30.65		25.79		25.61		27.17		25.88				30.65				34.91		29.53		33.58		30.81		31.31				34.91				50.42		55.29		0.00		52.87		44.36				55.29				61.95		55.59		47.96		45.49		47.71				61.95





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week Oct 24		31-Jan

		Calls Received (MNsure)		2246												80				80				80		79		85		100		82				426				83		116		100		104		81				484				108		104		127		109		112				560				115		131		155		152		143				696

		Calls Handled		2158												80				80				78		77		83		96		81				415				81		111		99		103		80				474				98		96		114		103		110				521				114		128		144		143		139				668

		Calls Abandoned		86												0				0				2		2		1		4		1				10				2		5		1		1		1				10				10		8		13		6		2				39				1		3		10		9		4				27

		Abandon % (>5%)(Less Short Aban)		2.92%												0.00%				0.00%				2.50%		2.53%		1.18%		4.00%		1.22%				2.29%				2.41%		4.31%		1.00%		0.96%		0.00%				1.74%				9.26%		7.69%		10.24%		5.50%		1.79%				6.90%				0.87%		2.29%		6.45%		5.92%		2.80%				3.67%

		Avg Time to Abandon		0:02:15												0:00:00				0:00:00				0:03:24		0:01:56		0:01:30		0:04:17		0:02:25				0:02:42				0:04:31		0:02:31		0:02:20		0:01:19		0:00:00				0:02:08				0:03:55		0:03:38		0:02:05		0:04:41		0:01:54				0:03:14				0:03:30		0:02:15		0:04:24		0:03:13		0:02:37				0:03:11

		Average Wait Time (>5 min)		0:01:02												0:00:14				0:00:14				0:00:36		0:00:43		0:00:39		0:01:14		0:00:45				0:00:47				0:00:48		0:01:16		0:00:18		0:00:16		0:00:00				0:00:31				0:03:15		0:01:17		0:01:47		0:01:30		0:00:59				0:01:45				0:01:33		0:01:23		0:02:02		0:03:26		0:01:04				0:01:53

		Max Wait Time		0:21:10												0:06:17				0:06:17				0:10:44		0:08:08		0:05:36		0:14:03		0:08:16				0:14:03				0:10:35		0:12:07		0:04:31		0:04:46		0:05:18				0:12:07				0:21:10		0:07:29		0:10:12		0:14:48		0:08:41				0:21:10				0:13:18		0:09:54		0:20:21		0:15:36		0:09:00				0:20:21

		Service Level (<95% calls under 5 min)		72.61%												93.75%				93.75%				86.25%		74.68%		78.82%		60.00%		79.27%				75.80%				80.72%		68.10%		89.00%		85.58%		39.48%				72.58%				40.74%		64.42%		55.91%		70.64%		72.32%				60.81%				61.74%		64.12%		65.58%		42.11%		67.13%				60.14%

		Talk Time (Avg)		0:07:50												0:08:06				0:08:06				0:08:36		0:06:34		0:07:55		0:08:16		0:07:05				0:07:41				0:07:03		0:07:46		0:08:35		0:07:18		0:07:06				0:07:33				0:06:25		0:07:34		0:08:13		0:06:24		0:08:02				0:07:19				0:08:50		0:08:58		0:08:26		0:07:46		0:08:29				0:08:29

		Call Handle Time (Avg)		0:12:03												0:12:06				0:12:06				0:12:22		0:10:41		0:12:29		0:12:09		0:12:05				0:11:57				0:11:08		0:11:54		0:13:39		0:10:53		0:10:54				0:11:41				0:11:20		0:12:05		0:12:32		0:10:18		0:11:24				0:11:31				0:13:04		0:13:52		0:12:33		0:12:22		0:13:09				0:13:00

		Max Agents		5.08												2.69				2.69				2.68		2.28		2.88		3.24		2.72				3.24				2.51		3.67		3.75		3.12		0.00				3.75				4.22		3.22		3.97		3.45		3.49				4.22				4.14		5		5.05		4.91		5.08				5.08





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week Oct 24		31-Jan

		Calls Received (MNsure)		3447												142				142				176		161		157		180		173				847				147		152		174		178		136				787				162		165		160		159		144				790				185		174		187		173		162				881

		Calls Handled		3313												132				132				165		155		146		163		168				797				145		151		171		170		136				773				159		161		154		154		132				760				179		172		185		162		153				851

		Calls Abandoned		126												10				10				10		6		11		17		5				49				2		0		3		6		0				11				3		3		5		4		12				27				6		2		1		11		9				29

		Abandon % (>5%)(Less Short Aban)		4.20%												7.04%				7.04%				5.68%		3.73%		7.01%		9.44%		2.89%				5.75%				1.36%		0.00%		1.72%		3.37%		0.00%				1.29%				1.85%		1.82%		3.12%		2.52%		8.33%				3.53%				3.24%		1.15%		0.53%		6.36%		5.56%				3.37%

		Avg Time to Abandon		0:03:08												0:02:34				0:02:34				0:05:19		0:03:16		0:06:28		0:05:13		0:04:08				0:04:52				0:03:11		0:00:00		0:01:41		0:03:50		0:00:00				0:01:44				0:03:01		0:04:22		0:01:16		0:07:10		0:01:58				0:03:33				0:01:01		0:00:53		0:02:59		0:03:54		0:05:58				0:02:57

		Average Wait Time (>5 min)		0:01:50												0:02:25				0:02:25				0:02:53		0:02:37		0:03:53		0:03:55		0:01:40				0:02:59				0:00:27		0:00:35		0:01:01		0:01:42		0:00:02				0:00:45				0:00:44		0:01:01		0:00:19		0:01:16		0:01:41				0:01:00				0:01:10		0:01:21		0:01:03		0:03:56		0:02:43				0:02:02

		Max Wait Time		0:22:38												0:15:57				0:15:57				0:15:16		0:20:05		0:22:38		0:15:25		0:12:57				0:22:38				0:11:16		0:09:20		0:08:34		0:11:57		0:00:44				0:11:57				0:11:02		0:07:12		0:08:48		0:15:14		0:10:26				0:15:14				0:11:06		0:15:53		0:08:14		0:18:01		0:19:16				0:19:16

		Service Level (<95% calls under 5 min)		61.53%												42.25%				42.25%				49.14%		65.22%		49.68%		37.78%		68.21%				54.01%				87.76%		80.26%		72.41%		57.06%		99.26%				79.35%				74.07%		65.85%		85.62%		67.92%		52.08%				69.11%				63.24%		71.84%		77.01%		43.35%		59.26%				62.94%

		Talk Time (Avg)		0:05:53												0:05:45				0:05:45				0:05:55		0:05:54		0:06:09		0:06:58		0:05:31				0:06:05				0:04:58		0:06:07		0:06:01		0:05:31		0:05:08				0:05:33				0:05:39		0:06:11		0:05:26		0:06:50		0:06:59				0:06:13				0:06:20		0:05:58		0:06:35		0:04:49		0:05:32				0:05:50

		Call Handle Time (Avg)		0:09:13												0:09:48				0:09:48				0:09:41		0:09:22		0:09:37		0:10:44		0:08:31				0:09:35				0:08:08		0:08:55		0:08:58		0:09:01		0:07:57				0:08:35				0:08:03		0:09:18		0:09:04		0:09:47		0:10:17				0:09:17				0:09:35		0:09:01		0:09:47		0:07:31		0:08:21				0:08:51

		Max Agents		5.02												3.60				3.60				4.47		4.03		3.90		4.86		3.97				4.86				3.28		3.74		4.26		4.28		3.01				4.28				3.55		4.19		3.88		4.19		3.77				4.19				4.76		4		5.02		3.38		3.55				5.02





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week Oct 24		31-Jan

		Calls Received		3202												103				103				83		63		81		71		64				362				80		76		87		60		47				350				225		292		343		263		256				1379				292		277		201		118		120				1008

		Calls Handled		2706												68				68				67		50		80		65		62				324				57		70		72		56		30				285				152		250		243		217		220				1081				268		266		200		107		107				948

		Calls Abandoned		350												20				20				12		10		1		2		2				27				10		5		11		3		10				39				45		35		71		32		28				211				21		10		1		9		10				52

		Abandon %		16.27%												30.03%				30.03%				18.51%		19.43%		1.59%		3.64%		2.49%				9.13%				17.53%		6.58%		15.31%		6.14%		34.71%				16.05%				29.95%		13.83%		29.26%		14.59%		12.88%				20.10%				7.99%		3.73%		0.44%		8.51%		9.57%				6.05%

		Avg Time to Abandon		0:14:35												0:21:10				0:21:10				0:14:24		0:14:38		0:06:41		0:09:47		0:07:14				0:10:32				0:15:22		0:08:08		0:09:42		0:07:39		0:17:30				0:11:40				0:23:56		0:17:26		0:24:31		0:17:18		0:12:57				0:19:13				0:14:09		0:10:16		0:07:04		0:09:48		0:10:32				0:10:21

		Average Wait Time (>5 min)		0:18:32												0:34:44				0:34:44				0:16:58		0:14:25		0:00:47		0:03:55		0:02:17				0:07:40				0:19:24		0:04:19		0:13:10		0:06:54		0:35:12				0:15:47				0:40:13		0:18:27		0:36:46		0:19:04		0:16:46				0:26:15				0:11:09		0:03:57		0:00:48		0:15:09		0:10:03				0:08:13

		Max Wait Time		1:29:49												1:06:09				1:06:09				0:44:38		0:47:36		0:22:00		0:20:55		0:17:26				0:47:36				1:10:24		0:21:15		0:43:44		0:25:12		0:57:41				1:10:24				1:29:49		0:41:14		1:14:37		0:58:29		0:39:15				1:29:49				0:37:50		0:22:12		0:10:16		0:36:57		0:33:41				0:37:50

		Service Level (<95% calls under 5 min)		79.42%												99.13%				99.13%				67.55%		97.33%		97.11%		91.81%		100.00%				90.76%				99.70%		100.00%		94.89%		100.00%		100.00%				98.92%				32.73%		21.95%		46.35%		34.71%		70.09%				41.17%				26.03%		64.33%		59.31%		100.00%		85.90%				67.11%

		Talk Time (Avg)		0:10:30												0:10:21				0:10:21				0:09:54		0:08:48		0:08:34		0:09:49		0:09:55				0:09:24				0:09:25		0:09:54		0:09:44		0:09:58		0:09:46				0:09:45				0:10:33		0:11:28		0:11:26		0:12:22		0:10:52				0:11:20				0:11:37		0:11:31		0:11:47		0:12:34		0:11:01				0:11:42

		Call Handle Time (Avg)		0:18:53												0:18:41				0:18:41				0:17:53		0:17:07		0:16:24		0:17:33		0:17:58				0:17:23				0:18:02		0:18:26		0:18:46		0:19:02		0:17:40				0:18:23				0:18:27		0:19:17		0:19:55		0:19:43		0:18:41				0:19:12				0:20:34		0:20:31		0:20:36		0:21:54		0:20:18				0:20:46

		Percent. calls transferred by front line/General Queue		20.50%												5:18:16				22.10%				3:11:32		2:51:49		3:34:24		3:08:17		2:58:15				3:08:51				2:38:40		3:06:07		3:05:03		2:27:41		1:46:24				2:36:47				4:45:42		7:17:05		9:31:40		7:36:17		9:33:18				7:44:48				7:18:54		7:37:57		6:24:53		3:49:37		0.16				24.14%

		Max Agents		25.71												9.85				9.85				13.85		11.92		10.65		12.62		12.82				13.85				19.12		14.79		15.89		14.90		17.90				19.12				17.72		16.65		19.46		15.38		13.69				19.46				19.29		19:10:18		12.86		25.71		23.55				25.71

										0		0		0		0		0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week Oct 24		31-Jan

		Busy		3												3				3				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		6												0				0				1		1		1		1		1				1				1		1		1		1		1				1				2		1		0		0		0				3				0		0		0		1		0				1

		Connected		544												96				96				0		0		0		0		0				0				0		0		0		0		0				0				181		25		12		17		10				245				24		4		1		94		80				203

		Error		1												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		1		0				1

		Invalid Number		2												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		2				2

		No Answer		84												13				13				14		12		11		13		13				14				19		15		16		15		18				19				12		3		0		2		4				21				3		0		0		10		4				17

		No Response		108												31				31				0		0		0		0		0				0				0		0		0		0		0				0				46		1		0		0		0				47				3		1		0		12		14				30

		Total Requests		713												143				143				0		0		0		0		0				0				0		0		0		0		0				0				241		30		12		19		14				316				30		5		1		118		100				254

		% Connected 		46.99%												67%				67.13%				0%		0%		0%		0%		0%				0%				0%		0%		0%		0%		0%				0%				75%		83%		100%		89%		71%				84%				80%		80%		100%		80%		80%				83.93%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri				Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri				Total / Avg		Sun		Mon		Total / Avg

				Month		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct				Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct				Week Oct 24		31-Jan

		Busy		0																																				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		12																																				2		0		1		0		2				5				3		2		0		2		0				7				0		0		0		0		0				0

		Connected		1654																																				130		55		100		60		156				501				227		237		60		200		17				741				223		108		63		0		18				412

		Error		43																																				41		1		0		0		0				42				0		1		0		0		0				1				0		0		0		0		0				0

		Invalid Number		0																																				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		179																																				24		2		11		5		17				59				22		31		9		17		1				80				20		11		8		0		1				40

		No Response		279																																				34		12		21		6		19				92				35		46		7		36		3				127				37		13		5		0		5				60

		Total Requests		2167																																				231		70		133		71		194				699				287		317		76		255		21				956				280		132		76		0		24				512

		% Connected 		77.76%																																				56%		79%		75%		85%		80%				75%				79%		75%		79%		78%		81%				78%				80%		82%		83%		na		75%				79.84%





		Top Call Drivers		Oct		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week Oct 3		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week Oct 10		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week Oct 17		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week Oct 24		31-Jan

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		39																0																0						17										17																0												22				22

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		81																0				17		14		15		16						62								19								19																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		647												28				28				29		22		17		23		27				118				27		27		30		30		23				137						37		42		34		31				144				44		53		42		41		40				220

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		339												17				17				25		16		16								57				23						21		27				71						30		29		33		24				116						36						42				78

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1089												43				43				60		42		46		52		40				240				55		47		60		50		42				254				57		43		51		41		35				227				67		54		57		74		73				325

		How Do I Create an Account?		31												15				15						16										16																0																0																0

		How Do I Update My Application?		916												20				20				34		26		34		35		39				168				49		44		58		40		42				233				60		64		44		55		39				262				60		73		56				44				233

		How To Enroll In a Plan?		695												28				28				44		23		47		33		29				176				27		33		35		25		26				146				37		42		36				39				154				62		44				37		48				191

		Income Change		0																0																0																0																0																0

		Income Decrease		489																0												20				20						33		26				22				81				39		51		32		36		29				187				49		45		40		38		29				201

		Income Increase		420																0												25				25				23		23				23						69						41		35		33		35				144				43		36		31		45		27				182

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		1655												60				60				59		64		109		71		62				365				84		81		70		71		49				355				88		102		69		86		71				416				110		105		85		80		79				459

		MNTR		0																0																0																0																0																0

		Multiple changes		178												18				18				20												20				25				21		21						67												24				24				27								22				49

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		219																0																0																0						47		46		34		25				152				36		31										67

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		384												21				21				26		29		22		18		21				116				21				42		33		27				123										31						31				29		40				24						93

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																																0																0																0																0

		Recon		0																																0																0																0																0

		Request to Close Application^		295																0								28		16		19				63				20		19				20		21				80				42		35		27								104								25		23						48

		Residential Address Change/Correction		16																0																0						16										16																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		173												31				31				33		24		23		20		23				123								19								19																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		106																0										8						8								8				4				12						9		14		14		13				50				9		20						7				36

		CSR-Determination Result		9																0																0																0								9								9																0

		CSR-Status of Enrollment		34																								9				7				16																0						8						10				18																0

		CSR-Status of Reported Change		6																0																0												6				6																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		38												8				8												7				7				6				8								14										9						9				9

		General Question		10																0																0										10						10																0																0

		General Certification Questions		6																0																0						6										6																0																0

		Good Faith		24												7				7				9												9																0						8										8																0

		How Do I Apply?		104																0				8						8						16										9						9								10		8		8				26						10		10		15		18				53

		How Do I Update My Application?		184												5				5				8				7		20		9				44				7		12		9				6				34						12				11						23				16		11		18		22		11				78

		How To Enroll In a Plan?		99												7				7								9								9				8		8		8		7		9				40																0				8		11				14		10				43

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0																0

		Loss/Gain of MEC^		0																																0																0																0																0

		Lost or will lose employer health care coverage		298												29				29				24				26		20		14				84				5		7		15		8		4				39						15		9		7		10				41				12		18		24		29		22				105

		Lost or will lose other health care coverage		8																0								8								8																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		NTR Process Request		62																0										22		10				32				15		15										30																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		7																0																0																0												7				7

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0																0

		Request to Close Application^		6																0																0																0								6								6

		Returned Mail-Mailing Address Update		0																0																0																0																0

		Status of My SEP Request		15																0				6												6										9						9																0								11		9

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				 																0																0																0																0

		ARC																		0																0																0																0

		Assister Manual Account Request																		0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		186												10				10								17		10		11				38				11		22		20		22		10				85						16		13		11		13				53				16		15		16		20		20

		CSR-Determination Result		126																0				14				9		8						31				9						14						23						20				30		22				72				23		18		34		34		15

		CSR-Newborn Status		220												16				16				10				24		15		24				73				17		23		22				11				73						17		21				20				58								16				12

		CSR-Pending Case		138												13				13				12								11				23				15		8		10		16		15				64								15		12		11				38				18		12				10		15

		CSR-Public Program Status		764												35				35				62				47		59		66				234				59		68		72		60		60				319						60		46		47		23				176				51		56		48		65		41

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		207												17				17				27				13		17		29				86						8		22		17		11				58						18		13		15						46				19		24		29		20

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Transfer Caller to MNsure CC		0																0

		Unable to Verify Consumer PII		0																																0																0																0

				0																0																0																0																0

		PP																		0																0																0																0

		MCRE		205		 										20		 		20		 				10		21		11		16		 		58		 		12		14		28		17		10		 		81		 				16		20		10				 		46		 		25		21		12		8		17		 

		Counties		773		 										40		 		40		 				54		88		60		46		 		248		 		72		67		42		54		39		 		274		 				86		49		76				 		211		 		85		84		73		72		62		 









		Top Call Drivers		Oct

		CC				13649

		MCRE/Counties		1655		12.12%

		How Do I Apply?		1089		7.98%

		How Do I Update My Application?		916		6.71%

		How To Enroll In a Plan?		695		5.09%

		Enrollment Status Check		647		4.74%

		Income Decrease		489		3.58%

		Income Increase		420		3.08%

		Password Reset/Account Unlock		384		2.81%

		Gain of ESI/MEC		339		2.48%

		Request to Close Application^		295		2.16%

		PARN Notice		219		1.60%

		Multiple changes		178		1.30%

		Same Day Term		173		1.27%

		Directed to Submit Verifications		81		0.59%

		A Referral		39		0.29%

		How Do I Create an Account?		31		0.23%

		Residential Address Change/Correction		16		0.12%



		Broker		 		2158

		Lost or will lose employer health care coverage		298		13.81%

		How Do I Update My Application?		184		8.53%

		CSR QHP  Status		106		4.91%

		How Do I Apply?		104		4.82%

		How To Enroll In a Plan?		99		4.59%

		NTR Process Request		62		2.87%

		Gain of ESI/MEC		38		1.76%

		CSR-Status of Enrollment		34		1.58%

		Good Faith		24		1.11%

		Status of My SEP Request		15		0.70%

		General Question		10		0.46%

		CSR-Determination Result		9		0.42%

		Lost or will lose other health care coverage		8		0.37%

		Password Reset/Account Unlock		7		0.32%

		CSR-Status of Reported Change		6		0.28%

		General Certification Questions		6		0.28%

		Request to Close Application^		6		0.28%

				 

		ARC				3313

		CSR-Public Program Status		764		23.06%

		CSR-Newborn Status		220		6.64%

		How Do I Apply?		207		6.25%

		CSR- QHP Status		186		5.61%

		CSR-Pending Case		138		4.17%

		CSR-Determination Result		126		3.80%







































































































Sep 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug29		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week Sep 5		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week Sep 12		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week Sep 19		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		31-Jan

		Calls Received (MNsure)		12589								607		539		489				1635						728		696		562		554				2540				719		625		584		528		513				2969				688		616		497		513		488				2802				746		574		620		703						2643

		Calls Handled		10813								504		466		422				1391						530		558		469		482				2039				643		550		526		423		467				2608				583		605		472		501		416				2577				632		469		533		564						2198

		Calls Abandoned		739								27		9		14				50						94		58		37		19				208				23		17		3		49		0				92				0		7		14		0		52				72				74		70		63		110						317

		Abandon % (>5%)(Less Short Aban)		6.14%								4.37%		1.72%		2.91%				3.00%						12.95%		8.37%		6.51%		3.47%				7.83%				3.15%		2.73%		0.58%		9.26%		0.00%				3.14%				9.57%		1.10%		2.76%		1.00%		9.33%				4.75%				9.86%		12.25%		10.22%		15.60%						11.98%

		Avg Time to Abandon		0:11:11								0:08:21		0:08:45		0:07:45				0:08:17						0:15:30		0:12:06		0:11:48		0:08:35				0:11:59				0:07:43		0:05:53		0:08:25		0:14:54		0:00:00				0:07:23				0:00:00		0:04:48		0:10:49		0:00:00		0:12:24				0:09:20				0:16:31		0:19:51		0:18:33		0:21:03						0:18:59

		Average Wait Time (>5 min)		0:06:48								0:04:27		0:01:30		0:02:34				0:02:50						0:15:54		0:09:54		0:09:19		0:04:10				0:09:49				0:02:05		0:03:19		0:00:34		0:07:00		0:00:14				0:02:38				0:13:14		0:01:04		0:03:57		0:02:31		0:10:30				0:06:15				0:11:13		0:12:30		0:11:36		0:14:35						0:12:28

		Max Wait Time		1:14:30								0:29:19		0:20:27		0:22:57				0:29:19						1:12:14		0:47:47		0:40:01		0:25:11				1:12:14				0:15:08		0:28:21		0:10:33		1:08:15		0:07:37				1:08:15				1:02:48		0:15:13		0:34:29		0:22:47		0:44:18				1:02:48				1:08:50		1:01:37		1:14:30		0:00:00						1:14:30

		Service Level (<95% calls under 5 min)		66.52%								73.94%		73.63%		70.09%				72.55%						71.06%		70.94%		70.01%		70.83%				70.71%				64.37%		69.15%		72.87%		71.95%		72.19%				70.11%				67.91%		69.45%		72.43%		74.60%		69.50%				70.78%				57.20%		72.69%		63.83%		0.00%						48.43%

		Talk Time (Avg)		0:09:17								0:09:16		0:08:52		0:08:54				0:09:00						0:09:31		0:08:36		0:09:58		0:09:38				0:09:25				0:09:12		0:09:23		0:08:45		0:09:52		0:08:43				0:09:11				0:08:50		0:09:21		0:08:59		0:08:44		0:08:50				0:08:56				0:10:03		0:09:36		0:09:59		na						0:09:52

		Call Handle Time (Avg)		0:17:06								0:17:01		0:16:01		0:16:22				0:16:28						0:16:44		0:16:17		0:18:55		0:17:31				0:17:21				0:17:53		0:17:27		0:16:59		0:18:31		0:16:04				0:17:22				0:16:02		0:17:03		0:16:25		0:16:43		0:16:26				0:16:31				0:18:04		0:17:39		0:17:47		na						0:17:50

		Transfer Out		na								na		na		na				na						na		na		na		na				na				na		na		na		na		na				na				0		na		na		0		na				na				na		na		na		na						na

		First Call Resolution %		83.12%								80.65%		79.71%		78.57%				79.65%						81.45%		87.31%		87.64%		82.75%				84.79%				90.17%		85.82%		88.33%		86.39%		87.64%				87.67%				81.14%		79.14%		83.47%		82.32%		80.10%				81.24%				82.90%		81.34%		82.59%		82.30%						82.28%

		Complaints Received		0								0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Complaints Resolved		0								0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Helpline (Transfers from Vendor)		1282								35		10		16				61						17		73		61		42				193				55		61		61		57		63				297				84		105		50		56		53				348				96		96		88		103						383

		Short Abandon (under 60 seconds)		50								4		3		4				11						2		3		4		3				12				3		2		0		2		0				7				3		2		0		2		2				9				5		1		3		2						11

		% of calls answered in under 10 minutes		76.97%								77.61%		91.94%		88.41%				85.98%						50.40%		58.78%		65.83%		85.74%				65.19%				98.67%		91.83%		106.14%		72.63%		100.00%				93.85%				60.31%		109.19%		84.11%		87.33%		50.58%				78.30%				60.66%		64.76%		61.43%		59.26%						61.53%

		Occupany		na								na		na		na				ERROR:#DIV/0!						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						ERROR:#DIV/0!

		Max Agents		37.49								28.59		23.93		22.02				28.59						33.77		31.00		29.37		27.07				33.77				35.79		30.08		27.96		27.07		22.86				35.79				30.00		28.56		22.55		24.00		25.11				30.00				37.49		28.30		30.59		36.26						37.49





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug29		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week Sep 5		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week Sep 12		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week Sep 19		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		31-Jan

		Calls Received (MNsure)		2344								102		97		76				275						98		107		95		101				401				120		114		138		107		74				553				115		115		104		115		99				548				137		129		134		167						567

		Calls Handled		2250								101		94		76				271						87		99		92		98				376				118		110		135		105		72				540				114		109		104		113		97				537				119		120		133		154						526

		Calls Abandoned		83								1		3		0				4						9		8		3		3				23				2		4		3		1		2				12				0		5		0		0		1				6				18		9		1		10						38

		Abandon % (>5%)(Less Short Aban)		6.89%								0.98%		3.09%		0.00%				1.36%						9.18%		7.48%		3.16%		2.97%				5.70%				1.67%		3.51%		2.17%		0.93%		2.70%				2.20%				0.00%		4.35%		0.00%		87.00%		1.01%				18.47%				13.14%		6.98%		0.75%		5.99%						6.72%

		Avg Time to Abandon		0:02:30								0:02:05		0:06:17		0:00:00				0:02:47						0:02:51		0:01:39		0:02:24		0:03:55				0:02:42				0:02:45		0:01:59		0:03:33		0:00:59		0:04:37				0:02:46				0:00:00		0:03:17		0:00:00		0:00:00		0:01:59				0:01:45				0:03:16		0:02:42		0:00:39		0:03:22						0:02:29

		Average Wait Time (>5 min)		0:01:17								0:00:16		0:02:08		0:00:31				0:00:58						0:01:36		0:00:47		0:00:56		0:00:58				0:01:04				0:01:42		0:01:58		0:01:13		0:01:42		0:01:06				0:01:32				0:0023		0:01:18		0:00:23		0:00:45		0:00:37				0:00:45				0:04:08		0:01:37		0:00:12		0:02:24						0:02:05

		Max Wait Time		0:19:22								0:08:07		0:13:55		0:07:39				0:13:55						0:11:14		0:09:20		0:11:31		0:07:41				0:11:31				0:11:18		0:09:24		0:07:32		0:19:22		0:08:02				0:19:22				0:08:39		0:09:18		0:10:18		0:07:50		0:05:22				0:10:18				0:12:15		0:15:48		0:03:58		0:13:24						0:15:48

		Service Level (<95% calls under 5 min)		69.24%								89.22%		51.55%		86.84%				75.87%						60.82%		73.83%		78.95%		70.30%				70.98%				61.67%		51.75%		63.04%		67.29%		66.22%				61.99%				88.70%		64.35%		88.46%		82.61%		74.75%				79.77%				27.74%		62.02%		91.79%		48.80%						57.59%

		Talk Time (Avg)		0:07:40								0:08:46		0:06:52		0:06:59				0:07:32						0:09:03		0:06:57		0:07:41		0:06:37				0:07:34				0:05:52		0:08:59		0:07:46		0:06:45		0:09:35				0:07:47				0:06:11		0:08:55		0:06:55		0:08:24		0:06:36				0:07:24				0:09:03		0:06:47		0:07:51		0:08:30						0:08:02

		Call Handle Time (Avg)		0:11:44								0:12:55		0:11:26		0:10:43				0:11:41						0:13:04		0:11:17		0:11:37		0:10:17				0:11:33				0:10:24		0:12:38		0:11:27		0:11:30		0:13:57				0:11:59				0:10:44		0:13:08		0:10:51		0:11:57		0:11:16				0:11:35				0:12:25		0:11:33		0:11:22		0:12:09						0:11:52

		Max Agents		5.19								3.63		2.99		2.26				3.63						3.19		3.10		2.97		2.80				3.19				3.41		3.86		4.29		3.35		2.79				4.29				3.00		3.98		3.13		4.00		3.04				4.00				4.10		4		4.20		5.19						5.19





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		0		0		0		0		0		0		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug29		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week Sep 5		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week Sep 12		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week Sep 19		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		31-Jan

		Calls Received (MNsure)		3203								155		167		124				446				0		131		135		125		119				510				173		158		170		152		114				767				150		156		164		180		131				781				167		174		168		190						699

		Calls Handled		2923								152		163		121				436				0		122		132		123		117				494				166		146		162		140		112				726				140		120		157		149		111				677				145		138		143		164						590

		Calls Abandoned		233								3		3		3				9				0		5		3		2		2				12				7		12		8		11		2				40				0		36		7		0		20				63				22		36		25		26						109

		Abandon % (>5%)(Less Short Aban)		7.67%								1.94%		1.80%		2.42%				2.05%				0.00%		3.82%		2.22%		1.60%		1.68%				2.33%				4.05%		7.59%		4.71%		7.24%		1.75%				5.07%				6.67%		23.08%		4.27%		17.22%		15.27%				13.30%				13.17%		20.69%		14.88%		13.68%						15.61%

		Avg Time to Abandon		0:03:55								0:01:04		0:03:24		0:00:52				0:01:46				0:00:00		0:03:18		0:02:41		0:02:20		0:01:10				0:02:22				0:03:25		0:01:18		0:01:57		0:04:56		0:06:16				0:03:34				0:00:00		0:06:12		0:04:06		0:00:00		0:09:22				0:06:33				0:03:51		0:06:21		0:06:10		0:05:06						0:05:22

		Average Wait Time (>5 min)		0:03:02								0:00:29		0:00:41		0:01:12				0:00:47				0:00:00		0:01:25		0:00:26		0:01:05		0:00:25				0:00:50				0:00:48		0:01:19		0:00:42		0:03:03		0:00:51				0:01:20				0:05:36		0:09:44		0:01:02		0:06:36		0:08:07				0:06:13				0:05:00		0:08:34		0:05:30		0:04:52						0:05:59

		Max Wait Time		0:34:57								0:06:17		0:06:14		0:09:12				0:09:12				0:00:00		0:08:12		0:07:09		0:07:56		0:04:51				0:08:12				0:07:20		0:11:17		0:05:44		0:14:25		0:09:48				0:14:25				0:03:29		0:30:43		0:17:24		0:26:38		0:34:57				0:34:57				0:18:42		0:25:03		0:20:33		0:22:15						0:25:03

		Service Level (<95% calls under 5 min)		54.61%								80.65%		70.66%		71.77%				74.36%				0.00%		62.31%		85.19%		68.80%		80.67%				74.24%				65.90%		62.66%		71.18%		43.42%		74.56%				63.54%				44.67%		19.23%		66.46%		30.56%		23.66%				36.92%				36.53%		13.22%		16.67%		29.47%						23.97%

		Talk Time (Avg)		0:04:47								0:04:27		0:04:00		0:05:05				0:04:30				0:00:00		0:04:52		0:04:22		0:05:05		0:04:00				0:04:34				0:04:33		0:04:35		0:04:14		0:04:16		0:04:45				0:04:28				0:04:54		0:06:32		0:04:34		0:04:42		0:05:16				0:05:11				0:05:11		0:04:56		0:04:48		0:05:43						0:05:09

		Call Handle Time (Avg)		0:07:36								0:06:28		0:06:14		0:07:01				0:06:34				0:00:00		0:07:09		0:06:42		0:07:36		0:06:23				0:06:57				0:06:48		0:06:50		0:06:30		0:06:52		0:07:25				0:06:53				0:08:07		0:09:41		0:07:39		0:08:09		0:09:50				0:08:41				0:08:26		0:08:43		0:08:47		0:09:56						0:08:58

		Max Agents		4.52								2.73		2.83		2.36				2.83				0.00		2.42		2.45		2.60		2.07				2.60				3.14		2.77		2.93		2.67		2.31				3.14				3.00		3.23		3.34		3.00		3.03				3.34				3.40		3		3.49		4.52						4.52





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug29		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week Sep 5		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week Sep 12		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week Sep 19		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		31-Jan

		Calls Received		1285								35		10		16				61						17		73		61		42				193				55		61		61		57		63				297				84		105		50		56		56				351				96		96		88		103						383

		Calls Handled		1057								32		9		15				57						12		59		51		38				160				53		57		60		43		63				277				62		103		46		54		42				307				69		65		61		61						256

		Calls Abandoned		135								2		0		1				4						3		10		8		3				24				1		4		1		10		0				16				0		2		3		0		10				15				17		19		16		24						77

		Abandon %		14.06%								7.49%		4.69%		4.88%				5.69%						24.10%		17.63%		15.13%		7.79%				16.16%				2.56%		6.18%		1.20%		23.03%		0.00%				6.59%				22.77%		2.01%		6.56%		3.69%		23.28%				11.66%				24.85%		29.44%		26.83%		39.72%						30.21%

		Avg Time to Abandon		0:10:57								0:08:15		0:08:32		0:06:14				0:07:40						0:19:06		0:13:17		0:12:06		0:08:44				0:13:18				0:08:30		0:05:51		0:09:30		0:14:54		0:00:00				0:07:45				0:05:54		0:05:01		0:10:59		0:00:00		0:12:29				0:06:52				0:16:29		0:20:40		0:18:31		0:21:09						0:19:12

		Average Wait Time (>5 min)		0:12:51								0:06:12		0:02:29		0:04:10				0:04:17						0:26:47		0:17:27		0:15:55		0:06:12				0:16:35				0:02:09		0:05:40		0:00:40		0:13:28		0:00:11				0:04:25				0:25:17		0:01:38		0:06:50		0:04:18		0:20:44				0:11:45				0:22:24		0:24:32		0:26:46		0:35:22						0:27:16

		Max Wait Time		1:14:30								0:29:19		0:20:27		0:22:57				0:29:19						1:12:14		0:47:47		0:40:01		0:25:11				1:12:14				0:13:16		0:28:21		0:10:33		1:08:15		0:07:37				1:08:15				1:02:48		0:15:13		0:34:29		0:22:47		0:44:18				1:02:48				1:08:50		1:01:37		1:14:30		1:13:53						1:14:30

		Service Level (<95% calls under 5 min)		74.81%								62.55%		91.59%		77.46%				77.20%						36.72%		58.79%		81.94%		69.96%				61.85%				54.25%		88.45%		83.72%		96.44%		89.95%				82.56%				0.00%		86.92%		95.95%		0.00%		5.33%				62.73%				97.16%		70.55%		100.00%		91.08%						89.70%

		Talk Time (Avg)		4:00:00								0:09:34		0:08:00		0:09:24				0:08:59						0:10:00		0:09:05		0:10:26		0:09:52				0:09:50				0:09:06		0:09:57		0:08:04		0:10:12		0:08:54				0:09:14				10:33:36		0:10:26		0:09:49		13:40:48		0:09:12				19:20:46				0:11:40		0:10:52		0:11:24		0:11:00						0:11:14

		Call Handle Time (Avg)		0:17:00								0:17:19		0:15:14		0:17:11				0:16:34						0:17:27		0:17:32		0:19:38		0:16:56				0:17:53				0:16:51		0:18:03		0:15:27		0:18:53		0:16:07				0:17:04				0:09:40		0:18:10		0:16:59		0:09:03		0:17:10				0:14:12				0:20:05		0:19:00		0:18:27		0:19:46						0:19:19

		Percent. calls transferred by front line/General Queue		9.73%								1:23:01		0:26:42		0:47:06				3.63%						0:33:37		2:31:02		2:36:17		1:49:10				1:52:31				1:50:09		2:20:32		2:30:24		2:35:27		2:56:50				2:26:40				0:16:53%		4:05:27		2:24:52		0:17:57%		2:25:33				2:58:37				3:05:18		4:00:50		3:24:23		3:30:58						14.61%

		Max Agents		21.80								14.37		11.29		10.97				14.37						18.07		15.77		16.13		13.11				18.07				15.67		14.78		11.66		13.63		11.09				15.67				13.00		14.82		12.73		10.00		11.86				14.82				21.80		17:09:53		14.39		18.10						21.80

										0		0		0		0		0



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug29		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week Sep 5		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week Sep 12		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week Sep 19		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		31-Jan

		Busy		0								0		0		0				0						0		0		0		0				0				0		you 		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Caller canceled		21								0		1		0				1						2		1		1		2				6				0		0		0		0		0				0				1		1		1		0		2				5				4		3		2		0						9

		Connected		1503								57		19		38				114						155		113		114		47				429				28		49		7		65		0				149				131		9		53		32		76				301				153		121		116		120						510

		Error		0								0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		2								0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		1				1				1		0		0		0						1

		No Answer		140								2		3		2				7						12		7		8		4				31				0		2		0		4		0				6				15		0		4		4		9				32				23		13		16		12						64

		No Response		302								9		3		7				19						17		26		24		10				77				0		11		0		11		0				22				45		0		1		5		6				57				44		27		37		19						127

		Total Requests		1968								68		26		47				141						186		147		147		63				543				28		62		7		80		0				177				192		10		59		41		94				396				225		164		171		151						711

		% Connected 		80.49%								84%		73%		81%				79.25%						83%		77%		78%		75%				78%				100%		79%		100%		81%		na				90%				68%		90%		90%		78%		81%				81%				68%		74%		68%		79%						73.65%





		Top Call Drivers		Sep		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug29		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week Sep 5		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week Sep 12		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week Sep 19		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week Sep 26		31-Jan

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		31																0																0																0																0				17				14								31

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		232										21		17				38						17				15						32				22		17		17		11		17				84				18				14								32				14				18		14						46

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		81																0						20						20				40						21										21								20								20																0

		Enrollment Status Check		414										26		21				47						22		35		18		22				97				25		22		25		18		24				114				24		26				26						76				18		17		20		25						80

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		307								19		13						32						17		20								37				20				22		15		14				71				21		25				25		26				97						23		21		26						70

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1166								43		47		32				122						57		55		41		35				188				77		66		60		63		49				315				54		72		51		72		51				300				63		54		63		61						241

		How Do I Create an Account?		152																0						19		19		15						53						17										17						23										23				14		15		16		14						59

		How Do I Update My Application?		749								41		40		22				103						38		47		42		42				169				52		38		44		20		30				184				43		42		36		23		34				178				37		25		27		26						115

		How To Enroll In a Plan?		683								29		23		23				75						41				32		32				105				43		35		32		29		26				165				36		35		34		35		25				165				51		41		34		47						173

		Income Change		0																0																0																0																0																0

		Income Decrease		125										16		17				33																0				19		24				14						57				20												20						15										15

		Income Increase		168																0								15		15		19				49																0						27		14		27		18				86				19		14										33

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		44								29								29										15						15																0																0																0

		MCRE/Counties		1559								83		63		52				198						73		71		57		90				291				121		101		88		61		77				448				81		80		76		80		49				366				62		68		61		65						256

		MNTR		0																0																0																0																0																0

		Multiple changes		91																0												16				16				19				16								35						20				20						40																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		427								22		19		16				57						19		25		19		19				82				23		19				18		18				78				24		29		17		29		15				114				23		20		29		24						96

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		14																																0										14						14																0

		Recon		50								50																								0																0																0

		Request to Close Application^		40																0								21								21								19								19																0																0

		Residential Address Change/Correction		39												14				14																0												14				14								11								11																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		195								39		37		30				106																0								19				23				42				18				16								34										13						13

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		35								35								35																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		5												5				5																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		34																0												8				8																0						8						8				16										10						10

		CSR-Determination Result		10																0																0																0																0				10												10

		CSR-Status of Enrollment		57								10		8		7												8								8						7		10								17																0								7

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		11								11								11																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		66												5				5						14		11		7		7				39				8						5						13																0										9						9

		How Do I Apply?		79										6						6						7				5		11				23				10		8		7				8				33																0						9		8								17

		How Do I Update My Application?		161										7		8				15						9		14								23				16		12				12						40				24				10		14		14				62				14		7										21

		How To Enroll In a Plan?		111										6						6																0				19				7		6		8				40						8		8								16						24		13		12						49

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		480								7				34				41						38		39		26		15				118				22		11		27		23		10				93				15		20		21		20		25				101				14		38		29		46						127

		Lost or will lose other health care coverage		32																0						9										9								10								10																0										13						13

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		11																										6																		5

		Returned Mail-Mailing Address Update		157								6		8						14								10				11				21						13				19		12				44						14		16								30				31		17										48

		Status of My SEP Request		48																0																0																0						8		8		8						24				12				12								24

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		274								20		12		14				46						12		16				10				38				18		8		12		9		13				60				19		15		8		15		12				69				18		22		14		7						61

		CSR-Determination Result		68																0										10		13				23																0						13		9		13		10				45																0

		CSR-Newborn Status		324								11		17		4				32						18		13		19		26				76				10		22		23		16		13				84				16		16		14		16						62				16		20		21		13						70

		CSR-Pending Case		169								6		13		13				32								8		12		11				31				15		10				12		4				41				11								15				26				14		13		12								39

		CSR-Public Program Status		912								47		54		54				155						63		40		35		37				175				57		53		16		40		34				200						27		58		27		21				133				58		47		78		66						249

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		299								7		16		8				31						20		21		16						57				26		25		10		16		12				89				11		9		10		9		8				47				20		18		19		18						75

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		6																0																0																0																0										6						6

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		2																						2										2																0																0

																				0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		266		 						18		12		8		 		38		 				13				9		16		 		38		 		18		28		14		13		16		 		89		 		12		12		14		12		22		 		72		 		7				11		11				 		29

		Counties		1165		 						65		51		44		 		160		 				60				48		74		 		182		 		103		73		74		48		61		 		359		 		70		68		62		68		37		 		305		 		55				50		54				 		159













		Top Call Drivers		Sep

		CC				10813

		MCRE/Counties		1559		14.42%

		How Do I Apply?		1166		10.78%

		How Do I Update My Application?		749		6.93%

		How To Enroll In a Plan?		683		6.32%

		Password Reset/Account Unlock		427		3.95%

		Enrollment Status Check		414		3.83%

		Gain of ESI/MEC		307		2.84%

		Directed to Submit Verifications		232		2.15%

		Same Day Term		195		1.80%

		Income Increase		168		1.55%

		How Do I Create an Account?		152		1.41%

		Income Decrease		125		1.16%

		Multiple changes		91		0.84%

		Eligibility Verification Notice		81		0.75%

		Recon		50		0.46%

		Lost or will lose employer health care coverage		44		0.41%

		Request to Close Application^		40		0.37%

		Residential Address Change/Correction		39		0.36%

		Transfer to Specialist		35		0.32%

		A Referral		31		0.29%



		Broker		 		2250

		Lost or will lose employer health care coverage		480		21.33%

		How Do I Update My Application?		161		7.16%

		Returned Mail-Mailing Address Update		157		6.98%

		How To Enroll In a Plan?		111		4.93%

		How Do I Apply?		79		3.51%

		Good Faith		66		2.93%

		CSR-Status of Enrollment		57		2.53%

		Status of My SEP Request		48		2.13%

		CSR QHP  Status		34		1.51%

		Lost or will lose other health care coverage		32		1.42%

		Gain of ESI/MEC		11		0.49%

		Residential Address Change/Correction		11		0.49%

		CSR-Determination Result		10		0.44%

		Caller Hung up without speaking		5		0.22%



		ARC				2923

		CSR-Public Program Status		912		31.20%

		CSR-Newborn Status		324		11.08%

		How Do I Apply?		299		10.23%

		CSR- QHP Status		274		9.37%

		CSR-Pending Case		169		5.78%

		CSR-Determination Result		68		2.33%

		Password Reset/Account Unlock		6		0.21%

		Unable to Verify Consumer PII		2		0.07%





Aug 2021 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week Aug 1		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week Aug 8		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week Aug 15		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week Aug 22		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug 29		31-Jan

		Calls Received (MNsure)		14401				778		648		649		631		541				3247				670		642		590		562		562				3026				771		657		607		537		537				3109				642		659		632		561		708				3202				893		924										1817

		Calls Handled		11499				511		519		520		504		456				2511				598		547		475		461		479				2559				591		531		527		459		460				2569				566		516		494		479		541				2595				622		644										1266

		Calls Abandoned		1146				130		49		49		41		33				301				23		36		51		43		34				186				77		35		17		22		22				173				12		47		59		30		79				228				133		126										258

		Abandon % (>5%)(Less Short Aban)		8.31%				16.65%		7.53%		7.53%		6.54%		6.06%				8.86%				3.39%		5.55%		8.63%		7.57%		6.02%				6.23%				9.93%		5.31%		2.86%		4.10%		4.08%				5.26%				1.84%		7.13%		9.41%		5.40%		11.17%				6.99%				14.87%		13.59%										14.23%

		Avg Time to Abandon		0:11:51				0:17:13		0:10:44		0:10:44		0:12:50		0:09:45				0:12:15				0:07:49		0:09:26		0:10:29		0:12:45		0:11:23				0:10:22				0:17:17		0:09:39		0:05:36		0:07:51		0:10:44				0:10:13				0:08:36		0:11:35		0:11:10		0:08:05		0:18:11				0:11:31				0:14:30		0:15:23										0:14:56

		Average Wait Time (>5 min)		0:10:17				0:23:29		0:07:50		0:07:50		0:11:14		0:07:31				0:11:34				0:04:07		0:04:44		0:09:11		0:07:21		0:06:20				0:06:20				0:11:37		0:07:32		0:01:44		0:03:33		0:04:46				0:05:50				0:02:39		0:09:57		0:07:51		0:03:39		0:14:59				0:07:49				0:18:10		0:21:40										0:19:55

		Max Wait Time		1:26:55				1:10:23		0:34:32		0:34:32		0:44:35		0:37:31				1:10:23				0:24:38		0:26:14		0:37:50		0:36:03		0:34:48				0:37:50				1:26:55		0:35:56		0:14:06		0:25:08		0:32:43				1:26:55				0:35:08		0:43:40		0:47:46		0:25:59		1:24:35				1:24:35				0:59:30		0:58:42										0:59:30

		Service Level (<95% calls under 5 min)		73.28%				73.97%		75.49%		75.49%		73.93%		74.43%				74.66%				69.62%		73.44%		76.60%		71.48%		70.67%				72.36%				67.73%		70.36%		71.23%		79.79%		73.30%				72.48%				73.25%		75.51%		75.94%		75.00%		73.18%				74.58%				70.79%		73.86%										72.33%

		Talk Time (Avg)		0:09:36				0:09:41		0:09:42		0:09:42		0:09:51		0:09:52				0:09:45				0:09:30		0:10:05		0:09:58		0:10:19		0:09:23				0:09:51				0:10:12		0:09:56		0:09:05		0:08:51		0:10:07				0:09:38				0:08:45		0:08:58		0:09:28		0:09:15		0:09:54				0:09:16				0:09:33		0:09:31										0:09:32

		Call Handle Time (Avg)		0:17:02				0:17:02		0:17:07		0:17:07		0:16:59		0:17:22				0:17:07				0:16:37		0:17:17		0:16:49		0:18:18		0:16:39				0:17:08				0:17:41		0:17:40		0:15:56		0:16:27		0:17:51				0:17:07				0:16:01		0:16:15		0:16:20		0:17:10		0:17:49				0:16:43				0:16:45		0:17:32										0:17:08

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		83.75%				78.35%		79.09%		79.08%		na		77.45%				78.49%				83.71%		82.54%		83.39%		85.65%		85.76%				84.21%				82.97%		82.49%		84.12%		87.12%		84.39%				84.22%				90.13%		85.16%		84.88%		88.12%		84.54%				86.56%				86.55%		84.02%										85.28%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Helpline (Transfers from Vendor)		444				35		20		19		24		18				116				23		9		11		17		18				78				16		17		14		12		12				71				23		24		18		13		13				91				56		32										88

		Short Abandon (under 60 seconds)		55				2		4		4		4		0				14				1		1		3		2		1				8				2		2		1		1		1				7				1		3		6		4		3				17				4		5										9

		% of calls answered in under 10 minutes		60.94%				31.87%		66.44%		66.34%		56.35%		68.00%				57.80%				80.59%		79.57%		58.31%		61.41%		59.13%				67.80%				58.39%		67.40%		96.68%		84.55%		82.12%				77.83%				91.48%		61.63%		66.03%		83.54%		46.07%				69.75%				31.86%		31.21%										31.53%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		Max Agents		44.71				28.96		24.00		25.00		23.78		20.71				28.96				24.53		24.52		22.00		22.74		20.80				24.53				30.19		25.64		21.34		19.52		21.15				30.19				22.62		29.23		28.44		26.63		35.04				35.04				41.16		44.71										44.71





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week Aug 1		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week Aug 8		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week Aug 15		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week Aug 22		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug 29		31-Jan

		Calls Received (MNsure)		2422				125		86		86		108		75				480				82		94		89		93		88				446				88		116		114		114		83				515				109		122		131		114		126				602				179		200										379

		Calls Handled		2335				119		82		82		108		73				464				81		93		87		89		82				432				84		111		109		107		81				492				105		121		129		113		123				591				164		192										356

		Calls Abandoned		81				6		4		4		0		2				16				1		1		2		4		5				13				4		5		4		7		1				21				4		1		1		1		2				9				15		7										22

		Abandon % (>5%)(Less Short Aban)		3.54%				4.80%		4.65%		4.65%		0.00%		2.67%				3.35%				1.22%		1.06%		2.25%		4.30%		5.68%				2.90%				4.55%		4.31%		3.51%		6.14%		1.20%				3.94%				3.67%		0.82%		0.76%		0.88%		1.59%				1.54%				8.38%		3.50%										5.94%

		Avg Time to Abandon		0:02:19				0:02:36		0:01:39		0:01:39		0:00:00		0:01:44				0:01:31				0:01:22		0:05:33		0:02:00		0:03:00		0:01:57				0:02:46				0:04:14		0:01:25		0:02:17		0:00:51		0:03:00				0:02:21				0:00:56		0:00:33		0:03:13		0:03:31		0:03:46				0:02:23				0:02:41		0:02:27										0:02:34

		Average Wait Time (>5 min)		0:01:12				0:00:31		0:01:39		0:01:39		0:00:44		0:00:56				0:01:05				0:00:51		0:00:29		0:00:54		0:01:27		0:01:07				0:00:57				0:01:21		0:01:40		0:01:34		0:01:33		0:01:33				0:01:32				0:00:36		0:01:30		0:00:51		0:00:26		0:01:01				0:00:52				0:02:17		0:00:56										0:01:36

		Max Wait Time		0:12:41				0:06:51		0:08:54		0:08:54		0:08:30		0:08:03				0:08:54				0:07:09		0:07:11		0:06:53		0:11:34		0:09:22				0:11:34				0:09:58		0:10:14		0:08:34		0:09:32		0:07:15				0:10:14				0:11:10		0:07:02		0:12:41		0:06:26		0:08:33				0:12:41				0:10:01		0:09:58										0:10:01

		Service Level (<95% calls under 5 min)		66.57%				81.60%		53.49%		53.49%		80.56%		77.33%				69.29%				75.61%		87.23%		71.91%		69.89%		67.82%				74.49%				64.77%		53.45%		61.06%		64.04%		61.45%				60.95%				88.07%		57.38%		69.47%		83.33%		69.84%				73.62%				39.11%		69.85%										54.48%

		Talk Time (Avg)		0:07:29				0:07:55		0:08:58		0:08:58		0:08:19		0:08:00				0:08:26				0:07:18		0:07:11		0:07:03		0:07:35		0:08:20				0:07:29				0:06:16		0:08:21		0:06:59		0:07:00		0:07:33				0:07:13				0:06:46		0:06:56		0:07:24		0:07:29		0:08:25				0:07:24				0:07:13		0:06:40										0:06:56

		Call Handle Time (Avg)		0:11:42				0:12:36		0:13:32		0:13:32		0:11:15		0:12:48				0:12:44				0:11:36		0:11:00		0:10:52		0:11:00		0:12:13				0:11:20				0:11:09		0:12:47		0:10:45		0:12:05		0:11:10				0:11:35				0:10:36		0:10:53		0:11:40		0:12:52		0:11:48				0:11:33				0:11:45		0:10:57										0:11:21

		Max Agents		5.87				3.33		2.47		2.47		2.70		2.08				3.33				2.09		2.27		2.10		2.17		2.25				2.27				2.08		3.15		2.63		2.87		2.01				3.15				2.47		3.66		4.18		4.04		4.03				4.18				5.35		6										5.87





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week Aug 1		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week Aug 8		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week Aug 15		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week Aug 22		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug 29		31-Jan

		Calls Received (MNsure)		3176				166		137		137		149		133				722				146		147		139		138		143				713				141		177		162		118		127				725				151		138		110		129		133				661				172		183										355

		Calls Handled		2989				146		128		128		138		124				664				127		136		127		126		135				651				135		169		158		115		123				700				151		131		109		124		130				645				165		164										329

		Calls Abandoned		183				20		9		9		11		9				58				19		11		12		11		8				61				6		8		4		2		4				24				0		6		1		5		2				14				7		19										26

		Abandon % (>5%)(Less Short Aban)		5.80%				12.05%		6.57%		6.57%		7.38%		6.77%				7.87%				13.01%		7.48%		8.63%		7.97%		5.59%				8.54%				4.26%		4.52%		2.47%		1.69%		3.15%				3.22%				0.00%		4.35%		0.91%		3.88%		1.50%				2.13%				4.07%		10.38%										7.23%

		Avg Time to Abandon		0:03:34				0:05:50		0:02:56		0:02:56		0:03:02		0:07:12				0:04:23				0:11:32		0:02:51		0:04:24		0:04:55		0:01:23				0:05:01				0:02:06		0:02:54		0:02:05		0:00:55		0:03:13				0:02:14				0:00:00		0:04:21		0:00:29		0:07:41		0:02:00				0:02:54				0:01:49		0:04:47										0:03:18

		Average Wait Time (>5 min)		0:02:31				0:04:12		0:03:32		0:03:32		0:03:05		0:02:50				0:03:26				0:10:16		0:02:52		0:04:13		0:04:50		0:02:31				0:04:56				0:00:59		0:01:54		0:00:45		0:00:44		0:01:52				0:01:14				0:00:21		0:00:59		0:00:14		0:02:00		0:01:51				0:01:05				0:01:00		0:02:49										0:01:54

		Max Wait Time		0:46:21				0:24:55		0:14:41		0:14:41		0:13:54		0:18:58				0:24:55				0:46:21		0:16:26		0:14:44		0:16:32		0:10:45				0:46:21				0:09:14		0:12:06		0:07:29		0:13:33		0:09:29				0:13:33				0:03:37		0:08:16		0:02:42		0:14:56		0:13:51				0:14:56				0:09:18		0:21:35										0:21:35

		Service Level (<95% calls under 5 min)		53.70%				33.13%		40.88%		40.88%		44.97%		56.39%				43.25%				15.75%		42.18%		32.37%		32.61%		47.55%				34.09%				68.79%		49.15%		69.14%		81.36%		57.48%				65.18%				84.11%		65.94%		88.18%		69.77%		57.89%				73.18%				65.12%		40.44%										52.78%

		Talk Time (Avg)		0:04:58				0:05:01		0:05:23		0:05:23		0:05:41		0:04:38				0:05:13				0:05:28		0:06:00		0:05:39		0:05:56		0:05:16				0:05:39				0:04:11		0:04:45		0:05:12		0:05:34		0:04:57				0:04:55				0:04:11		0:04:30		0:04:29		0:05:06		0:04:15				0:04:30				0:04:44		0:04:27										0:04:35

		Call Handle Time (Avg)		0:07:00				0:07:26		0:07:36		0:07:36		0:07:48		0:06:22				0:07:21				0:07:25		0:08:01		0:07:40		0:07:44		0:07:16				0:07:37				0:05:58		0:06:42		0:07:29		0:07:25		0:06:51				0:06:53				0:05:54		0:06:20		0:06:29		0:07:15		0:05:54				0:06:22				0:06:57		0:06:37										0:06:47

		Max Agents		3.19				2.41		2.16		2.16		2.39		1.76				2.41				2.10		2.42		2.17		2.16		2.18				2.42				1.79		2.52		2.63		1.90		1.87				2.63				1.98		2.31		1.96		2.50		2.13				2.50				3.19		3										3.19





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week Aug 1		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week Aug 8		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week Aug 15		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week Aug 22		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug 29		31-Jan

		Calls Received		444				35		20		19		24		18		0		116				23		9		11		17		18				78				16		17		14		12		12				71				23		24		18		13		13				91				56		32										88

		Calls Handled		363				24		17		16		20		16		0		92				22		8		9		14		15				69				12		15		14		11		11				62				22		20		14		11		9				77				39.4465408805		23										62

		Calls Abandoned		57				7		2		2		3		1		0		16				1		1		2		2		2				7				3		1		0		1		1				7				1		3		3		1		2				11				10.502538138		6										16

		Abandon %		15.96%				29.10%		14.07%		14.07%		13.96%		8.55%		0.00%		15.95%				4.42%		7.26%		17.09%		16.42%		12.41%				11.52%				22.80%		9.82%		3.50%		7.20%		9.58%				10.58%				4.13%		15.38%		19.17%		12.46%		25.75%				15.38%				26.62%		26.13%										26.38%

		Avg Time to Abandon		0:13:28				0:20:25		0:12:00		0:12:00		0:14:01		0:11:49		0:00:00		0:14:03				0:09:08		0:09:27		0:12:31		0:12:58		0:13:46				0:11:34				0:19:57		0:10:59		0:06:36		0:08:54		0:11:47				0:11:38				0:09:24		0:12:17		0:12:57		0:08:35		0:20:13				0:12:41				0:17:10		0:17:44										0:17:27

		Average Wait Time (>5 min)		0:16:12				0:37:03		0:10:50		0:10:50		0:16:49		0:10:46		0:00:00		0:17:15				0:05:58		0:06:07		0:16:11		0:11:30		0:10:24				0:10:02				0:21:21		0:12:07		0:02:12		0:06:08		0:08:20				0:10:01				0:04:35		0:16:00		0:12:23		0:06:23		0:25:29				0:12:58				0:27:28		0:34:01										0:30:44

		Max Wait Time		1:26:55				1:10:23		0:34:32		0:34:32		0:44:35		0:37:31		0:00:00		1:10:23				0:24:38		0:26:14		0:37:50		0:36:03		0:34:48				0:37:50				1:26:55		0:35:56		0:14:06		0:25:08		0:32:43				1:26:55				0:35:08		0:43:40		0:47:46		0:25:59		1:24:35				1:24:35				0:59:30		0:58:42										0:59:30

		Service Level (<95% calls under 5 min)		42.02%				10.24%		31.93%		31.93%		40.57%		36.08%		0.00%		30.15%				48.25%		40.46%		51.93%		60.08%		47.69%				49.68%				41.26%		50.75%		64.52%		59.25%		70.20%				57.20%				85.56%		54.26%		36.62%		73.44%		28.52%				55.68%				13.78%		20.98%										17.38%

		Talk Time (Avg)		0:09:55				0:10:09		0:10:25		0:10:25		0:09:55		0:11:06		0:00:00		0:10:24				0:09:58		0:10:34		0:09:25		0:10:30		0:08:58				0:09:53				0:10:31		0:09:57		0:08:53		0:08:27		0:10:08				0:09:35				0:08:40		0:10:06		0:10:08		0:09:28		0:10:29				0:09:46				0:10:09		0:09:49										0:09:59

		Call Handle Time (Avg)		0:17:50				0:17:34		0:17:53		0:17:53		0:17:11		0:18:40		0:00:00		0:17:50				0:17:35		0:17:49		0:16:20		0:19:00		0:16:14				0:17:23				0:18:23		0:17:55		0:16:05		0:16:13		0:18:25				0:17:24				0:16:44		0:18:18		0:17:44		0:18:17		0:19:11				0:18:02				0:18:40		0:18:24										0:18:32

		Percent. calls transferred by front line/General Queue		3.22%				1:04:46		0:44:26		0:42:09		0:54:46		0:47:54		0:00:00		3.53%				0:49:25		0:20:11		0:26:50		0:43:33		0:46:07				0:37:13				0:29:52		0:37:15		0:33:12		0:32:10		0:32:10				0:32:56				0:51:35		0:52:26		0:41:00		0:33:22		0:26:26				0:40:58				1:30:18		0:49:52										4.87%

		Max Agents		24.36				14.32		12.19		12.23		12.48		10.40		0.00		14.32				12.34		11.63		9.57		10.84		8.94				12.34				14.21		12.69		9.71		8.07		10.18				14.21				11.74		16.61		14.52		13.60		18.96				18.96				21.81		8:39:08										24.36





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week Aug 1		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week Aug 8		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week Aug 15		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week Aug 22		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug 29		31-Jan

		Busy		3				2		0		0		0		0				2				0		0		1		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		16				0		0		0		1		1				2				1		1		0		1		2				5				1		1		0		0		0				2				0		0		0		0		3				3				0		4										4

		Connected		1886				165		84		48		129		58				484				58		62		82		81		59				342				124		100		18		36		44				322				52		98		57		46		128				381				162		195										357

		Error		2				0		0		0		0		0				0				0		0		0		1		0				1				0		0		0		0		0				0				0		1		0		0		0				1				0		0										0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		No Answer		181				12		9		4		12		2				39				2		5		7		5		11				30				4		7		1		3		2				17				5		5		8		11		6				35				30		30										60

		No Response		361				48		18		17		30		14				127				6		11		19		8		16				60				22		31		0		4		11				68				7		14		10		9		12				52				32		22										54

		Total Requests		2449				227		111		69		172		75				654				67		79		109		96		88				439				151		139		19		43		57				409				64		118		75		66		149				472				224		251										475

		% Connected 		77.67%				73%		76%		70%		75%		77%				74.05%				87%		78%		75%		84%		67%				78%				82%		72%		95%		84%		77%				82%				81%		83%		76%		70%		86%				79%				72%		78%										74.84%

																																																																				0



		Top Call Drivers		Aug		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week Aug 1		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week Aug 8		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week Aug 15		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week Aug 22		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week Aug 29		31-Jan

		CC		11499

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		239																0				23				19				25				67				27								20				47								24		18		24				66				32		27										59

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		50																0																0																0				21								29				50																0

		Enrollment Status Check		456						30		22		22						74				37		26		28		21		23				135				32		29		23		22		21				127				26				22		17		23				88				32												32

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		322																0																0				29		21		26		20		21				117				26		30		25		16		25				122				28		55										83

		Good Faith		80																0								18		23		20				61				19												19																0																0

		How Do I Apply?		1325				53		68		59		54		56				290				71		69		57		70		62				329				58		46		72		71		64				311				80		56		54		41		52				283				53		59										112

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1068				44		52		58		50		41				245				61		60		39		26		30				216				72		74		54		35		35				270				58		44		45		48		48				243				35		59										94

		How To Enroll In a Plan?		828				33		35		30		32		39				169				44		47		46		40		43				220				46		32		32		35		29				174				29		30		33		35		38				165				46		54										100

		Income Change		0																0																0																0																0																0

		Income Decrease		44						24		20								44																0																0																0																0

		Income Increase		137				27						21		27				75				26				19								45												17				17																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		581				20		23		20		37		24				124				26		25		37		46		40				174				35		28		21		22						106				21		38		21		19						99				31		47										78

		Lost or will lose other health care coverage		18																0										18						18																0																0																0

		MCRE/Counties		1394				63		59		64		73		49				308				75		64		53		56		61				309				54		63		47		54		57				275				92		72		53		71		67				355				77		70										147

		MNTR		0																0																0																0																0																0

		Multiple changes		94												16				16						22				16						38								19								19						21										21																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		37																0																0										18						18								19								19																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0

		Public Program Status		242				34		26		23		22		26				131				40		28						26				94																0										17						17

		Recon		480				34		59										93				31		33										64								23		28		78				129				52		38		37								127				32		35										67

		Request to Close Application^		190												23				23						27						20				47				19		18		20		21						78										17						17						25										25

		Residential Address Change/Correction		50										29						29																0																0						21										21																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		120				26		27		27								80																0						21						19				40																0																0

		Status of My SEP Request		21																0																0																0												21				21																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		252				35						24		18				77										17						17																0				23		24						23				70				56		32										88

																				0																0																0																0																0

		Broker		2335																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		4																0				4												4																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																																																																																0

		CSR QHP  Status		26																0																0																0						10		9				7				26																0

		CSR-Determination Result		15				7						8						15																0																0																0

		CSR-Status of Enrollment		90				13		9				10		10				42				6		7				10						23						12										12																0						13										13

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		31				12		7						7				26																0												5				5																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		47																0																0						15		10								25				9												9						13										13

		How Do I Apply?		129								7		7						14				7		8		6				10				31								9				11				20				7		11		8				13				39				10		15										25

		How Do I Update My Application?		85						4										4								10		9		7				26				12												12						11				17						28				15												15

		How To Enroll In a Plan?		177				10		4		8				8				30						9				7		12				28				11		14		8				11				44				8				12		11		7				38				18		19										37

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Loss of Public Program		0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		443				7		13		19		9		7				55				7		8		7				13				35				24		37		28		30		16				135				32		18		31		33		38				152				13		53										66

		Lost or will lose other health care coverage		15								6								6																0				9												9																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		15																0								6								6												9				9																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		261								22		14		7				43				31		23		11		17		12				94				19		25		10				12				66				10		29				11		8				58																0

		Status of My SEP Request		23																0										8						8																0								8		7						15																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0																0

		ARC		2989																0																0																0																0																0

		Assister Manual Account Request		3																0						3										3																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		236				21		16		8		13		7				65				2		16		12		22		9				61				12		10		9		12						43				6		10		12		9		11				48				11		8										19

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Newborn Status		222				10		5		5		10		8				38				3		9		9		8		10				39				19		12		11		9		11				62				16		7		10		18		12				63				12		8										20

		CSR-Pending Case		112				4		3		4		10		4				25				2				10		7		8				27				7		12		10		4						33				8		5				3		3				19						8										8

		CSR-Public Program Status		699				9		18		25		12		11				75				15		22		31		26		19				113				37		60		51		32		41				221				41		33		38		35		33				180				64		46										110

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		251				6		8		5				8				27				2		8		10		15		12				47				13		22		9		8		19				71				11		14		13		15		19				72				21		13										34

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		2																0																0												2				2																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0

		Unable to Verify Consumer PII		6										3						3																0																0								3								3																0

																				0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		196				9								11		 		20		 		17		16		7		6				 		46		 		7		14		11		8		11		 		51		 		20				6		15		10		 		51		 		10		18								 		28

		Counties		750				54								38		 		92		 		58		48		46		50				 		202		 		47		49		36		46		46		 		224		 		72				47		56		57		 		232		 		67		52								 











		Top Call Drivers		Aug

		CC		11499

		MCRE/Counties		1394		12.12%

		How Do I Apply?		1325		11.52%

		How Do I Update My Application?		1068		9.29%

		How To Enroll In a Plan?		828		7.20%

		Lost or will lose employer health care coverage		581		5.05%

		Recon		480		4.17%

		Enrollment Status Check		456		3.97%

		Gain of ESI/MEC		322		2.80%

		Transfer to Specialist		252		2.19%

		Public Program Status		242		2.10%

		Directed to Submit Verifications		239		2.08%

		Request to Close Application^		190		1.65%

		Income Increase		137		1.19%

		Same Day Term		120		1.04%

		Multiple changes		94		0.82%

		Good Faith		80		0.70%

		Eligibility Verification Notice		50		0.43%

		Residential Address Change/Correction		50		0.43%

		Income Decrease		44		0.38%

		Password Reset/Account Unlock		37		0.32%

		Status of My SEP Request		21		0.18%

		Lost or will lose other health care coverage		18		0.16%



		Broker		2335

		Lost or will lose employer health care coverage		443		18.97%

		Returned Mail-Mailing Address Update		261		11.18%

		How To Enroll In a Plan?		177		7.58%

		How Do I Apply?		129		5.52%

		CSR-Status of Enrollment		90		3.85%

		How Do I Update My Application?		85		3.64%

		Good Faith		47		2.01%

		Gain of ESI/MEC		31		1.33%

		CSR QHP  Status		26		1.11%

		Status of My SEP Request		23		0.99%

		CSR-Determination Result		15		0.64%

		Lost or will lose other health care coverage		15		0.64%

		Password Reset/Account Unlock		15		0.64%

		ARP Unemployment Insurance Inquiry		4		0.17%



		ARC		2989

		CSR-Public Program Status		699		23.39%

		How Do I Apply?		251		8.40%

		CSR- QHP Status		236		7.90%

		CSR-Newborn Status		222		7.43%

		CSR-Pending Case		112		3.75%

		Unable to Verify Consumer PII		6		0.20%

		Assister Manual Account Request		3		0.10%

		Request to Close Application^		2		0.07%





Jul 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week Jul 4		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week Ju1 11		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week Jul 18		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week Jul 25		31-Jan

		Calls Received (MNsure)		15835										618		585				1203						974		764		689		684				3111				981		952		796		966		1092				4787				802		625		609		565		531				3132				893		726		632		657		694				3602

		Calls Handled		11612										519		510				1029						649		579		500		477				2206				726		645		571		633		653				3230				544		501		505		463		410				2423				640		600		478		513		495				2725

		Calls Abandoned		2015										24		na				24						171		84		92		101				448				135		166		120		190		274				885				117		44		40		31		51				283				112		46		73		59		84				374

		Abandon % (>5%)(Less Short Aban)		11.06%										3.95%		4.00%				3.98%						17.60%		10.94%		13.37%		14.77%				14.17%				13.75%		17.43%		15.05%		19.67%		25.10%				18.20%				14.59%		7.09%		6.50%		5.56%		9.54%				8.66%				12.59%		6.36%		11.57%		8.97%		12.06%				10.31%

		Avg Time to Abandon		0:13:07										0:09:03		0:08:28				0:08:45						0:16:26		0:14:03		0:10:21		0:18:55				0:14:56				0:15:41		0:17:10		0:15:51		0:23:52		0:18:27				0:18:12				0:16:17		0:08:47		0:09:37		0:11:06		0:11:20				0:11:25				0:14:58		0:10:22		0:12:52		0:11:32		0:11:35				0:12:15

		Average Wait Time (>5 min)		0:12:06										0:04:15		0:04:29				0:04:22						0:18:45		0:10:35		0:15:37		0:18:12				0:15:47				0:11:45		0:17:14		0:14:46		0:19:18		0:28:40				0:18:20				0:17:51		0:06:12		0:08:06		0:05:24		0:10:15				0:09:33				0:15:06		0:06:57		0:10:20		0:11:55		0:18:07				0:12:29

		Max Wait Time		1:40:40										0:33:09		0:30:32				0:33:09						1:16:45		0:54:59		0:44:53		1:16:55				1:16:55				1:13:04		0:59:47		0:57:53		1:40:40		1:24:07				1:40:40				1:30:46		0:30:40		0:37:49		0:39:01		0:34:52				1:30:46				1:16:33		0:26:14		0:49:38		0:49:14		1:04:04				1:16:33

		Service Level (<95% calls under 5 min)		71.77%										72.44%		68.61%				70.53%						64.38%		70.16%		73.86%		74.17%				70.64%				67.36%		71.49%		71.90%		68.13%		65.47%				68.87%				73.99%		74.99%		77.06%		77.98%		77.27%				76.26%				67.35%		73.02%		75.51%		74.18%		72.61%				72.53%

		Talk Time (Avg)		0:09:47										0:08:46		0:09:20				0:09:03						0:10:06		0:09:57		0:10:16		0:10:07				0:10:06				0:10:15		0:10:30		0:11:05		0:10:42		0:11:45				0:10:51				0:09:49		0:10:05		0:08:46		0:09:21		0:09:56				0:09:35				0:09:29		0:09:33		0:09:17		0:09:07		0:09:11				0:09:19

		Call Handle Time (Avg)		0:16:51										0:15:19		0:16:22				0:15:50						0:17:26		0:16:42		0:17:37		0:17:07				0:17:13				0:17:02		0:17:29		0:18:14		0:17:38		0:19:01				0:17:52				0:17:18		0:17:12		0:15:28		0:15:54		0:16:56				0:16:33				0:16:23		0:16:53		0:17:03		0:17:00		0:16:48				0:16:49

		Transfer Out		na										na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.79%										84.76%		81.35%				83.05%						85.40%		81.75%		80.89%		81.85%				82.47%				87.73%		83.04%		85.10%		85.21%		84.86%				85.19%				82.44%		85.78%		81.96%		85.65%		82.15%				83.60%				81.18%		87.35%		86.22%		85.26%		83.12%				84.63%

		Complaints Received		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0										0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		342										11		19				30						3		23		2		17				45				17		23		18		23		7				88				14		8		19		7		15				63				12		19		22		33		30				116

		Short Abandon (under 60 seconds)		60										3		1				4						4		5		5		5				19				4		4		3		2		4				17				2		2		0		1		4				9				3		2		2		2		2				11

		% of calls answered in under 10 minutes		53.93%										77.26%		83.27%				80.27%						28.66%		67.20%		28.17%		41.29%				41.33%				56.76%		42.45%		45.67%		45.63%		5.81%				39.27%				44.09%		68.87%		59.22%		77.59%		51.66%				60.29%				43.31%		65.38%		60.72%		42.49%		30.69%				48.52%

		Occupany		na										na		na				ERROR:#DIV/0!						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		45.95										21.10		21.00				21.10						37.57		28.31		26.99		25.72				37.57				36.88		37.02		32.24		38.14		45.95				45.95				30.25		23.78		20.82		19.77		19.77				30.25				32.37		26.89		23.95		24.59		25.60				32.37





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week Jul 4		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week Ju1 11		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week Jul 18		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week Jul 25		31-Jan

		Calls Received (MNsure)		2633										106		60				166						133		115		120		115				483				164		154		191		185		179				873				105		114		94		106		74				493				107		122		128		116		145				618

		Calls Handled		2514										104		59				163						123		109		116		112				460				157		142		176		171		167				813				102		108		93		104		71				478				107		115		121		113		144				600

		Calls Abandoned		115										2		na				2						9		6		4		3				22				6		12		15		14		12				59				2		6		1		2		3				14				0		7		7		3		1				18

		Abandon % (>5%)(Less Short Aban)		3.74%										1.89%		1.67%				1.78%						6.77%		5.22%		3.33%		2.61%				4.48%				3.66%		7.79%		7.85%		7.57%		6.70%				6.71%				1.90%		5.26%		1.06%		1.89%		4.05%				2.83%				0.00%		5.74%		5.47%		2.59%		0.69%				2.90%

		Avg Time to Abandon		0:02:18										0:01:43		0:00:37				0:01:10						0:01:40		0:02:43		0:00:49		0:02:35				0:01:56				0:01:51		0:02:36		0:04:08		0:03:38		0:04:21				0:03:18				0:01:46		0:05:41		0:00:32		0:02:03		0:02:52				0:02:34				0:00:00		0:03:03		0:03:06		0:02:16		0:04:09				0:02:30

		Average Wait Time (>5 min)		0:01:22										0:00:41		0:00:19				0:00:30						0:01:38		0:01:13		0:00:45		0:01:25				0:01:15				0:00:51		0:02:45		0:02:22		0:02:28		0:03:08				0:02:18				0:00:48		0:02:13		0:00:22		0:00:20		0:01:14				0:00:59				0:00:31		0:02:22		0:01:31		0:02:29		0:02:11				0:01:48

		Max Wait Time		0:28:26										0:09:49		0:04:50				0:09:49						0:10:34		0:09:44		0:09:28		0:11:10				0:11:10				0:09:19		0:09:38		0:13:36		0:21:02		0:28:26				0:28:26				0:08:23		0:09:46		0:06:15		0:05:24		0:09:40				0:09:46				0:06:10		0:10:07		0:08:26		0:10:53		0:14:26				0:14:26

		Service Level (<95% calls under 5 min)		67.67%										84.91%		90.00%				87.46%						54.89%		66.96%		79.17%		64.35%				66.34%				70.73%		40.26%		49.21%		51.89%		45.25%				51.47%				75.24%		50.88%		89.36%		84.91%		68.92%				73.86%				84.11%		50.00%		57.81%		52.59%		51.72%				59.25%

		Talk Time (Avg)		0:07:36										0:08:02		0:06:04				0:07:03						0:06:52		0:08:10		0:07:39		0:07:39				0:07:35				0:07:02		0:07:36		0:07:14		0:09:35		0:09:07				0:08:06				0:08:25		0:07:39		0:07:51		0:06:02		0:09:59				0:07:59				0:05:55		0:07:03		0:08:01		0:06:43		0:08:43				0:07:17

		Call Handle Time (Avg)		0:11:09										0:10:52		0:09:54				0:10:23						0:10:35		0:11:51		0:11:15		0:10:25				0:11:01				0:10:53		0:10:57		0:11:39		0:12:23		0:12:33				0:11:41				0:11:48		0:12:03		0:12:22		0:10:02		0:13:00				0:11:51				0:09:41		0:10:41		0:11:25		0:11:07		0:11:24				0:10:51

		Max Agents		5.33										2.51		na				2.51						3.05		2.87		2.90		2.59				3.05				3.80		3.45		4.56		4.71		5.33				5.33				2.67		2.89		2.56		2.32		2.05				2.89				2.30		3		3.07		2.79		3.65				3.65





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week Jul 4		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week Ju1 11		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week Jul 18		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week Jul 25		31-Jan

		Calls Received (MNsure)		3185										164		99				263						145		188		141		142				616				199		171		181		142		139				832				153		117		159		155		127				711				162		168		147		159		127				763

		Calls Handled		2985										151		95				246						138		157		134		127				556				184		147		166		140		130				767				149		116		143		150		124				682				159		158		140		152		125				734

		Calls Abandoned		191										13		na				13						7		31		6		15				59				15		24		13		2		8				62				4		1		15		5		3				28				3		10		7		7		2				29

		Abandon % (>5%)(Less Short Aban)		5.92%										7.93%		4.04%				5.99%						4.83%		16.49%		4.26%		10.56%				9.04%				7.54%		14.04%		7.18%		1.41%		5.76%				7.19%				2.61%		0.85%		9.43%		3.23%		2.36%				3.70%				1.85%		5.95%		4.76%		4.40%		1.57%				3.71%

		Avg Time to Abandon		0:03:23										0:01:57		0:02:49				0:02:23						0:05:05		0:07:33		0:02:18		0:03:39				0:04:38				0:04:46		0:06:24		0:01:58		0:05:18		0:06:07				0:04:54				0:01:09		0:02:45		0:02:53		0:02:37		0:02:13				0:02:19				0:00:49		0:02:21		0:03:03		0:01:35		0:05:32				0:02:40

		Average Wait Time (>5 min)		0:01:46										0:01:28		0:00:46				0:01:07						0:02:48		0:04:38		0:00:25		0:02:35				0:02:36				0:02:26		0:04:52		0:01:49		0:00:59		0:01:39				0:02:21				0:00:48		0:01:27		0:01:28		0:01:21		0:01:19				0:01:16				0:00:55		0:01:54		0:01:41		0:01:36		0:01:28				0:01:30

		Max Wait Time		0:26:05										0:09:21		0:05:47				0:09:21						0:16:31		0:26:05		0:06:15		0:17:40				0:26:05				0:21:56		0:25:36		0:13:22		0:13:20		0:15:09				0:25:36				0:09:14		0:11:33		0:14:56		0:10:46		0:11:44				0:14:56				0:06:58		0:11:05		0:15:12		0:11:13		0:09:07				0:15:12

		Service Level (<95% calls under 5 min)		59.44%										57.93%		71.72%				64.83%						50.34%		38.30%		81.56%		46.48%				54.17%				57.79%		26.90%		51.93%		76.06%		64.75%				55.49%				68.63%		64.96%		62.26%		59.35%		61.42%				63.32%				64.81%		45.24%		62.59%		56.60%		67.72%				59.39%

		Talk Time (Avg)		0:04:26										0:04:24		0:04:34				0:04:29						0:04:39		0:04:25		0:04:07		0:04:49				0:04:30				0:04:18		0:05:05		0:04:20		0:04:40		0:04:50				0:04:38				0:03:59		0:04:53		0:04:27		0:04:20		0:05:01				0:04:32				0:03:51		0:03:57		0:04:04		0:03:59		0:04:24				0:04:03

		Call Handle Time (Avg)		0:06:31										0:06:33		0:06:34				0:06:33						0:06:46		0:06:15		0:06:14		0:06:51				0:06:31				0:06:23		0:07:10		0:06:19		0:06:52		0:07:10				0:06:46				0:05:56		0:07:21		0:06:49		0:06:25		0:07:10				0:06:44				0:05:44		0:05:43		0:06:26		0:05:52		0:06:31				0:06:03

		Max Agents		2.61										2.20		na				2.20						2.08		2.18		1.86		1.93				2.18				2.61		2.34		2.33		2.14		2.07				2.61				1.97		1.90		2.17		2.14		1.98				2.17				2.03		2		2.00		1.98		1.81				2.03





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week Jul 4		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week Ju1 11		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week Jul 18		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week Jul 25		31-Jan

		Calls Received		342										11		19				30						3		23		2		17				45				17		23		18		23		7				88				14		8		19		7		15				63				12		19		22		33		30				116

		Calls Handled		265										10		18				28						2		17		2		11				31				12		15		13		13		5				56				10		7		17		6		13				53				9		17		17		28		24				96

		Calls Abandoned		50										1		0				1						1		4		0		4				8				3		5		3		5		1				18				3		1		2		1		2				7				2		1		4		4		4				15

		Abandon %		19.42%										8.39%		6.67%				7.53%						31.36%		22.54%		20.92%		32.78%				26.90%				27.53%		33.64%		27.42%		41.71%		32.60%				32.58%				27.91%		10.83%		9.12%		8.59%		14.34%				14.16%				19.77%		7.28%		20.27%		13.49%		18.73%				15.91%

		Avg Time to Abandon		0:15:01										0:09:47		0:07:27				0:08:37						0:20:51		0:17:06		0:11:38		0:21:16				0:17:42				0:19:01		0:19:23		0:18:20		0:29:57		0:23:49				0:22:06				0:17:45		0:08:24		0:11:00		0:14:07		0:13:22				0:12:55				0:18:11		0:09:21		0:15:56		0:13:35		0:11:59				0:13:48

		Average Wait Time (>5 min)		0:18:16										0:06:07		0:07:18				0:06:42						0:30:48		0:17:18		0:23:06		0:31:12				0:25:36				0:20:29		0:28:40		0:22:47		0:40:48		0:31:15				0:28:47				0:26:00		0:08:46		0:10:16		0:07:34		0:13:53				0:13:17				0:22:18		0:08:06		0:13:37		0:15:59		0:25:03				0:17:00

		Max Wait Time		1:40:40										0:33:09		0:30:32				0:33:09						1:16:45		0:54:59		0:44:53		1:16:55				1:16:55				1:13:04		0:59:47		0:57:53		1:40:40		1:24:07				1:40:40				1:30:46		0:30:40		0:37:49		0:39:01		0:34:52				1:30:46				1:16:33		0:22:35		0:49:38		0:49:14		1:04:04				1:16:33

		Service Level (<95% calls under 5 min)		22.32%										55.06%		0.00%				27.53%						7.96%		18.38%		9.28%		22.38%				14.50%				16.47%		15.85%		17.21%		16.47%		1.28%				13.46%				23.99%		54.05%		37.68%		38.46%		23.68%				35.57%				23.70%		26.28%		13.49%		25.34%		13.80%				20.52%

		Talk Time (Avg)		0:09:53										0:08:12		0:09:55				0:09:03						0:09:32		0:10:00		0:09:45		0:10:45				0:10:00				0:11:41		0:11:07		0:11:07		0:11:23		0:12:04				0:11:28				0:09:20		0:09:35		0:08:37		0:08:58		0:10:39				0:09:25				0:09:14		0:09:59		0:08:49		0:09:39		0:09:51				0:09:30

		Call Handle Time (Avg)		0:17:25										0:14:36		0:17:19				0:15:57						0:17:19		0:17:17		0:17:16		0:18:13				0:17:31				0:18:59		0:19:13		0:18:57		0:19:33		0:19:21				0:19:12				0:17:19		0:16:57		0:16:09		0:16:25		0:18:20				0:17:02				0:16:52		0:18:02		0:16:46		0:18:00		0:17:29				0:17:25

		Percent. calls transferred by front line/General Queue		2.12%										0:25:37		na				1.78%						0:04:26		0:43:21		0:04:10		0:35:47				0:21:56				0:24:57		0:34:47		0:32:33		0:34:17		0:09:13				0:27:09				0:25:08		0:18:25		0:44:55		0:17:50		0:40:40				0:29:24				0:19:21		0:37:41		0:50:07		1:12:19		0.04				3.36%

		Max Agents		17.79										9.30		10.00				10.00						16.80		12.74		11.66		13.87				16.80				17.20		17.79		14.43		17.32		17.23				17.79				15.30		11.52		9.93		9.08		10.46				15.30				15.65		12:49:15		10.20		12.31		12.31				15.65

										0		0		0		0		0



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week Jul 4		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week Ju1 11		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week Jul 18		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week Jul 25		31-Jan

		Busy		8										0		0				0						3		0		0		1				4				1		1		0		0		1				3				0		0		0		0		1				1				0		0		0		0		0				0

		Caller canceled		12										1		0				1						0		0		1		1				2				0		0		0		1		2				3				1		0		0		0		1				2				1		2		0		0		1				4

		Connected		2232										44		59				103						151		104		115		136				506				122		160		141		152		129				704				139		69		76		43		78				405				151		68		83		96		116				514

		Error		42										0		0				0						31		4		4		0				39				0		0		0		0		0				0				3		0		0		0		0				3				0		0		0		0		0				0

		Invalid Number		2										0		0				0						1		1		0		0				2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		No Answer		234										4		4				8						10		11		26		18				65				6		13		24		29		17				89				10		1		0		7		5				23				12		8		10		12		7				49

		No Response		445										12		6				18						30		26		18		33				107				25		32		26		39		26				148				43		12		10		8		13				86				23		1		12		16		34				86

		Total Requests		2975										61		69				130						226		146		164		189				725				154		206		191		221		175				947				196		82		86		58		98				520				187		79		105		124		158				653

		% Connected 		76.45%										72%		86%				78.82%						67%		71%		70%		72%				70%				79%		78%		74%		69%		74%				75%				71%		84%		88%		74%		80%				79%				81%		86%		79%		77%		73%				79.34%





		Top Call Drivers		Jul		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week Jul 4		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week Ju1 11		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week Jul 18		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week Jul 25		31-Jan

		CC

		MCRE/Counties		1408										80		67		61		208						72		58		50		57				237				67		69		71		61		70				338				67		64		64		70		51				316				63		78		44		67		57				309

		How Do I Apply?		1286										76		58		44		178						66		61		40		38				205				77		74		65		68		70				354				52		48		56		44		49				249				58		62		67		50		63				300

		How Do I Update My Application?		866										39		39		26		104						39		37		34		33				143				57		35		35		43		38				208				33		50		35		44		34				196				44		61		45		31		34				215

		How To Enroll In a Plan?		827										45		32		42		119						43		29		26		25				123				48		64		41		61		53				267				30		36		36		21		24				147				36		36		25		39		35				171

		Enrollment Status Check		618										40		34		21		95						46		38		31		39				154				32		28				28		35				123				40		37		34		24		22				157				37				29				23				89

		Lost or will lose employer health care coverage		506										36		25		37		98						33		30				20				83						25		23		31						79						26		46		34		27				133						28		30		30		25				113

		Request to Close Application^		486												20				20						22		21		36		28				107				29		34		28		27		44				162				20		21		30		19						90				34		26		27		20						107

		Recon		371																0																0																0				35		23		23				46				127				59		84		80		21						244

		Gain of ESI/MEC		221																0						21										21				20												20				24						18						42				36		34				31		37				138

		Income Decrease		209														20		20								24		23		32				79				25		27		22				19				93										17						17																0

		Eligibility Verification Notice		153												18		27		45										19						19				22								22				44										16						16				29												29

		Transfer to Specialist		150																0								23								23										23						23								19								19								22		33		30				85

		Directed to Submit Verifications		133																0																0								20								20				25												25				30		31				27						88

		Public Program Status		132																0										17						17						25										25								18				32				50								20				20				40

		Same Day Term		132												44		26		70								24		20						44																0				18												18																0

		Income Increase		126														26		26												22				22												18				18						21						21				42												18				18

		COVID-19 SEP		112										29		17				46																0								22		23		21				66																0																0

		System Issues-Advised Consumer to Call Back Later		73																0																0				73												73																0																0

		ARP Unemployment Insurance Inquiry		44																0						25						19				44																0																0																0

		Password Reset/Account Unlock		42																0																0								19		23						42																0																0

		Residential Address Change/Correction		39																0																0																0						17										17						22										22

		Multiple changes		24																0																0						24										24																0																0

		Caller Hung Up without Speaking		22																0						22										22																0																0																0

		Good Faith		19																0																0																0												19				19																0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		Income Change		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		MNTR		0																0																0																0																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																																0																0																0

		Notice V19		0																																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		Lost or will lose employer health care coverage		253												19		19		38						10		9								19																0				8		25				27		8				68				24		15		25		22		42				128

		Returned Mail-Mailing Address Update		247										48		16				64										12		41				53				18		20		11								49				21		14		18		14		14				81				10		16		18		18		10

		How To Enroll In a Plan?		177										18						18																0				15		8		18		12		24				77				8		12						5				25						15		15		13		14				57

		How Do I Apply?		172										16		12		9		37										8		12				20				13		21		22		17		14				87																0				10				9		9						28

		CSR-Status of Enrollment		152										11				5		16						11		14		8		8				41						11				17						28				9		10		12				6				37				12		8		10								30

		How Do I Update My Application?		152										15				9		24						10		11								21				18		9		17		14						58				7		9		9		11						36				13												13

		CSR-Determination Result		106												13				13						10		9				11				30								12		12		22				46												6				6						11										11

		COVID-19 SEP		40												10		9		19						11		10								21																0																0																0

		Good Faith		30																0																0																0								10		9						19												11				11

		Password Reset/Account Unlock		28																												6				6												10				10										12						12

		Loss/Gain of MEC^		19																0																0																0								19								19																0

		System Issues-Advised Consumer to Call Back Later		18																0																0				18												18																0																0

		CSR QHP  Status		13																0																0																0																0												13				13

		APTC/CSR Questions		10																0										10						10																0																0																0

		ARP Unemployment Insurance Inquiry		8																0										8						8																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																												7																																				0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																																0																0																0

		Gain of ESI/MEC		0																																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PO box initiave Ph 1		0																																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0										11

		Status of Submitted AOR Form		0																0																0																0																0																0

				0																0																0																0																0

		ARC		0																0																0																0																0

		CSR-Public Program Status		800										57		52		41		150						59		53		37		48				197				66		40		56		46		33				241				36		41		47		60		28				212				48		49		56		39		30

		How Do I Apply?		308										19		23		10		52						20		19		21		26				86				21		12		32		14		22				101				12		11		20		14		12				69				21		17		7		13		10

		CSR-Newborn Status		150										11		14		8		33						9		13		7		18				47						7		10		6		5				28				10		10		8		9		5				42				7		18		4		12		4

		CSR- QHP Status		143										6		17				23						9				11		14				34						8		11		13		11				43				4		6		10		13		10				43				22		8		6		16		5

		CSR-Pending Case		137										17		7		8		32						9		13		8		14				44				11				13		8		8				40				5		7		5				4				21				10		9				6		4

		Assister Manual Account Request		25														4		4								4								4				8												8										9						9

		System Issues-Advised Consumer to Call Back Later		9																0																0				9												9																0

		Unable to Verify Consumer PII		3																0																0						3										3																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		Transfer Caller to MNsure CC		0																																																																								3

				0																0																0																0																0

		PP		0																0																0																0																0

		MCRE		218		 								12		15		8		35						15		13		6		6				40						21		13		11		14				59				13		16		19		21		15		 		84		 		14		16		5				7		 

		Counties		814		 								68		52		53		173						57		45		44		51				197						48		58		50		56				212				54		48		45		49		36		 		232		 		49		62		57				50		 













		Top Call Drivers		Jul

		CC												11612

		MCRE/Counties		1408										12.1%

		How Do I Apply?		1286										11.1%

		How Do I Update My Application?		866										7.5%

		How To Enroll In a Plan?		827										7.1%

		Enrollment Status Check		618										5.3%

		Lost or will lose employer health care coverage		506										4.4%

		Request to Close Application^		486										4.2%

		Recon		371										3.2%

		Gain of ESI/MEC		221										1.9%

		Income Decrease		209										1.8%

		Eligibility Verification Notice		153										1.3%

		Transfer to Specialist		150										1.3%

		Directed to Submit Verifications		133										1.1%

		Public Program Status		132										1.1%

		Same Day Term		132										1.1%

		Income Increase		126										1.1%

		COVID-19 SEP		112										1.0%

		System Issues-Advised Consumer to Call Back Later		73										0.6%

		ARP Unemployment Insurance Inquiry		44										0.4%

		Password Reset/Account Unlock		42										0.4%

		Residential Address Change/Correction		39										0.3%

		Multiple changes		24										0.2%

		Caller Hung Up without Speaking		22										0.2%

		Good Faith		19										0.2%





		Broker												2514

		Lost or will lose employer health care coverage		253										10.1%

		Returned Mail-Mailing Address Update		247										9.8%

		How To Enroll In a Plan?		177										7.0%

		How Do I Apply?		172										6.8%

		CSR-Status of Enrollment		152										6.0%

		How Do I Update My Application?		152										6.0%

		CSR-Determination Result		106										4.2%

		COVID-19 SEP		40										1.6%

		Good Faith		30										1.2%

		Password Reset/Account Unlock		28										1.1%

		Loss/Gain of MEC^		19										0.8%

		System Issues-Advised Consumer to Call Back Later		18										0.7%

		CSR QHP  Status		13										0.5%

		APTC/CSR Questions		10

		ARP Unemployment Insurance Inquiry		8





		ARC												2985

		CSR-Public Program Status		800										26.8%

		How Do I Apply?		308										10.3%

		CSR-Newborn Status		150										5.0%

		CSR- QHP Status		143										4.8%

		CSR-Pending Case		137										4.6%

		Assister Manual Account Request		25										0.8%

		System Issues-Advised Consumer to Call Back Later		9										0.3%

		Unable to Verify Consumer PII		3										0.1%







































Jun 2021 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week Jun 6		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week Jun 13		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week Jun 20		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		31-Jan

		Calls Received (MNsure)		14274						830		644		577		586		0		2637				678		587		539		461		469				2734				740		677		637		589		502		0		3145				851		681		529		591		588				3240				868		846		804								2518

		Calls Handled		11418						587		507		449		449		0		1991				562		505		460		417		415				2359				560		550		526		501		427		0		2563				640		551		475		477		488				2630				632		623		621								1875

		Calls Abandoned		1164						111		53		50		61		0		275				47		30		24		5		20				126				92		48		28		24		25		0		217				103		54		17		41		35				249				109		98		90								296

		Abandon % (>5%)(Less Short Aban)		8.02%						13.38%		8.30%		8.62%		10.38%		0.00%		10.17%				7.00%		5.05%		4.44%		1.10%		4.28%				4.37%				12.44%		7.12%		4.37%		4.14%		4.98%		0.00%		6.61%				12.15%		7.86%		3.18%		6.93%		5.90%				7.20%				12.53%		11.54%		11.18%								11.75%

		Avg Time to Abandon		0:11:42						0:18:52		0:13:40		0:11:25		0:10:34		0:00:00		0:13:37				0:09:52		0:09:52		0:08:05		0:07:40		0:08:14				0:08:44				0:13:10		0:15:44		0:10:02		0:09:37		0:09:30		0:00:00		0:11:36				0:12:44		0:11:04		0:07:57		0:09:03		0:10:47				0:10:19				0:14:36		0:15:23		0:12:41								0:14:13

		Average Wait Time (>5 min)		0:08:04						0:15:16		0:08:34		0:07:53		0:11:09		0:00:00		0:10:43				0:06:55		0:05:27		0:03:10		0:01:11		0:04:46				0:04:17				0:12:50		0:07:47		0:04:34		0:03:28		0:04:18		0:00:00		0:06:35				0:11:45		0:07:30		0:02:57		0:08:03		0:06:30				0:07:21				0:13:51		0:11:41		0:08:40								0:11:24

		Max Wait Time		1:24:20						1:24:20		1:02:33		0:45:54		0:49:38		0:00:00		1:24:20				0:34:59		0:33:22		0:23:02		0:19:52		0:23:10				0:34:59				0:56:04		0:53:35		0:42:02		0:27:17		0:29:04		0:00:00		0:56:04				0:58:35		0:37:06		0:33:13		0:44:45		0:41:38				0:58:35				1:05:22		0:54:32		0:53:03								1:05:22

		Service Level (<95% calls under 5 min)		73.10%						70.45%		75.12%		74.43%		74.62%		0.00%		73.66%				72.76%		73.31%		75.88%		75.49%		75.90%				74.67%				71.48%		73.18%		72.12%		72.49%		73.67%		0.00%		72.59%				69.51%		71.64%		76.76%		76.28%		73.96%				73.63%				70.56%		70.76%		71.57%								70.96%

		Talk Time (Avg)		0:09:25						0:09:31		0:08:46		0:10:34		0:08:59		0:00:00		0:09:27				0:09:17		0:09:40		0:09:12		0:09:36		0:10:25				0:09:38				0:09:29		0:09:28		0:08:36		0:09:35		0:09:12		0:00:00		0:09:16				0:09:38		0:09:25		0:09:34		0:08:41		0:09:46				0:09:24				0:09:43		0:08:53		0:09:31								0:09:22

		Call Handle Time (Avg)		0:16:23						0:16:13		0:15:17		0:17:28		0:16:06		0:00:00		0:16:16				0:16:10		0:17:03		0:15:39		0:16:41		0:17:17				0:16:34				0:16:42		0:16:29		0:15:51		0:16:37		0:16:16		0:00:00		0:16:23				0:16:39		0:16:11		0:16:02		0:15:56		0:16:50				0:16:19				0:16:45		0:15:56		0:16:27								0:16:22

		Transfer Out		na						na		na		na		na		0		na				na		na		na		na		na				na				na		na		na		na		na		0		na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		86.91%						85.02%		87.66%		86.35%		85.00%		0.00%		86.01%				87.03%		86.17%		85.20%		87.68%		87.48%				86.71%				83.90%		84.64%		87.39%		87.59%		85.52%		0.00%		85.81%				82.29%		87.58%		90.67%		86.23%		88.69%				87.09%				89.31%		89.67%		87.87%								88.95%

		Complaints Received		0						0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		0						0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0								0

		Helpline (Transfers from Vendor)		367						14		26		9		21		0		70				14		21		6		7		5				53				21		16		26		16		17		0		96				18		21		14		22		5				80				21		22		25								68

		Short Abandon (under 60 seconds)		47						5		2		0		1		0		8				7		0		3		1		0				11				5		1		4		1		1		0		12				2		4		2		4		1				13				3		0		0								3

		% of calls answered in under 10 minutes		67.80%						52.31%		71.04%		64.43%		58.38%		0.00%		61.54%				65.35%		74.45%		85.74%		92.29%		72.71%				78.11%				51.45%		64.94%		85.96%		86.30%		78.95%		0.00%		73.52%				55.95%		66.06%		87.63%		67.06%		77.32%				70.80%				44.31%		52.49%		68.33%								55.04%

		Occupany		na						na		na		na		na		0.00%		na				na		na		na		na		na				na				na		na		na		na		na		0.00%		na				na		na		na		na		na				na				na		na		na								na

		Max Agents		32.12						29.90		21.75		22.17		20.94		0.00		29.90				24.18		21.96		18.56		17.07		17.90				24.18				27.43		24.60		22.28		21.56		18.07		0.00		27.43				31.33		24.11		18.81		20.79		21.96				31.33				32.12		29.81		29.31								32.12





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week Jun 6		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week Jun 13		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week Jun 20		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		31-Jan

		Calls Received (MNsure)		2565						103		125		115		81				424				116		115		89		123		77				520				96		133		104		85		81		0		499				127		119		109		143		109				607				161		182		172								515

		Calls Handled		2489						103		121		113		80				417				114		111		87		121		76				509				94		130		103		85		75		0		487				124		116		108		140		102				590				157		177		152								486

		Calls Abandoned		70						0		4		2		0				6				2		4		2		2		1				11				2		3		1		0		4		0		10				3		2		1		3		6				15				4		5		19								28

		Abandon % (>5%)(Less Short Aban)		2.66%						0.00%		3.20%		1.74%		0.00%				1.24%				1.72%		3.48%		2.25%		1.63%		1.30%				2.08%				2.08%		2.26%		0.96%		0.00%		4.94%		0.00%		2.05%				2.36%		1.68%		0.92%		2.10%		5.50%				2.51%				2.48%		2.75%		11.05%								5.43%

		Avg Time to Abandon		0:02:14						0:00:00		0:03:04		0:04:22		0:00:00				0:01:51				0:01:01		0:02:24		0:01:49		0:02:17		0:01:32				0:01:48				0:02:37		0:05:07		0:05:48		0:00:00		0:01:58		0:00:00		0:03:06				0:01:48		0:01:37		0:00:46		0:01:54		0:02:45				0:01:46				0:03:17		0:01:28		0:03:13								0:02:39

		Average Wait Time (>5 min)		0:01:05						0:00:16		0:00:37		0:00:55		0:00:49				0:00:39				0:01:09		0:00:51		0:00:47		0:00:20		0:00:06				0:00:38				0:00:22		0:01:16		0:01:01		0:00:19		0:00:48		0:00:00		0:00:45				0:01:03		0:00:56		0:00:45		0:00:52		0:02:04				0:01:08				0:01:55		0:00:58		0:04:02								0:02:18

		Max Wait Time		0:15:02						0:03:26		0:11:47		0:08:31		0:08:52				0:11:47				0:09:42		0:08:19		0:06:47		0:06:25		0:02:40				0:09:42				0:08:51		0:10:00		0:10:35		0:05:26		0:08:23		0:00:00		0:10:35				0:08:40		0:09:25		0:09:32		0:09:10		0:10:21				0:10:21				0:14:19		0:06:24		0:15:02								0:15:02

		Service Level (<95% calls under 5 min)		71.14%						87.38%		84.00%		72.17%		76.25%				79.95%				70.69%		74.78%		71.91%		86.99%		94.81%				79.84%				86.46%		64.66%		73.08%		89.41%		81.25%		0.00%		78.97%				66.93%		73.95%		83.49%		69.93%		44.44%				67.75%				51.55%		68.68%		27.33%								49.19%

		Talk Time (Avg)		0:07:14						0:07:36		0:07:37		0:06:46		0:08:01				0:07:30				0:06:44		0:08:41		0:07:30		0:07:08		0:07:03				0:07:25				0:06:57		0:06:29		0:08:15		0:05:53		0:06:05		0:00:00		0:06:43				0:06:14		0:07:23		0:06:19		0:06:58		0:08:55				0:07:09				0:06:33		0:08:08		0:07:33								0:07:24

		Call Handle Time (Avg)		0:11:02						0:11:34		0:11:27		0:10:37		0:12:10				0:11:27				0:11:22		0:12:27		0:11:39		0:10:27		0:11:36				0:11:30				0:11:00		0:10:49		0:12:03		0:09:36		0:09:43		0:00:00		0:10:38				0:09:59		0:11:10		0:09:49		0:10:07		0:12:07				0:10:38				0:10:01		0:11:24		0:11:29								0:10:58

		Max Agents		4.48						2.65		3.08		2.67		2.19				3.08				2.88		3.07		2.25		2.81		1.96				3.07				2.30		3.13		2.82		1.81		1.64		0.00		3.13				2.75		2.88		2.36		3.15		2.77				3.15				3.50		4		3.88								4.48





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week Jun 6		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week Jun 13		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week Jun 20		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		31-Jan

		Calls Received (MNsure)		3292						149		160		162		125				596				166		152		167		123		116				724				184		132		154		160		149		0		779				156		160		151		138		116				721				155		155		162								472

		Calls Handled		3147						146		155		148		124				573				161		140		160		116		116				693				178		128		149		153		146		0		754				146		154		144		136		112				692				149		140		146								435

		Calls Abandoned		142						2		5		14		1				22				5		12		7		6		0				30				6		4		5		7		2		0		24				10		6		7		2		4				29				6		15		16								37

		Abandon % (>5%)(Less Short Aban)		4.45%						1.34%		3.12%		8.64%		0.80%				3.48%				3.01%		7.89%		4.19%		4.88%		0.00%				3.99%				3.26%		3.03%		3.25%		4.38%		1.34%		0.00%		3.05%				6.41%		3.75%		4.64%		1.45%		3.45%				3.94%				3.87%		9.68%		9.88%								7.81%

		Avg Time to Abandon		0:02:45						0:04:39		0:03:03		0:03:51		0:02:41				0:03:33				0:02:00		0:05:48		0:02:01		0:01:27		0:00:00				0:02:15				0:04:23		0:01:45		0:01:19		0:02:05		0:01:39		0:00:00		0:02:14				0:03:51		0:02:06		0:05:36		0:01:25		0:02:12				0:03:02				0:01:04		0:03:52		0:03:14								0:02:43

		Average Wait Time (>5 min)		0:01:26						0:00:38		0:00:52		0:02:47		0:00:37				0:01:13				0:00:26		0:03:50		0:01:41		0:02:26		0:00:35				0:01:47				0:01:13		0:01:41		0:00:47		0:01:07		0:00:35		0:00:00		0:01:04				0:02:27		0:01:02		0:01:34		0:00:15		0:01:59				0:01:27				0:00:49		0:02:03		0:02:11								0:01:41

		Max Wait Time		0:27:33						0:05:55		0:10:33		0:16:22		0:05:52				0:16:22				0:07:10		0:27:33		0:15:43		0:13:28		0:09:27				0:27:33				0:08:43		0:16:22		0:06:54		0:09:04		0:06:35		0:00:00		0:16:22				0:17:37		0:06:52		0:18:23		0:03:18		0:10:38				0:18:23				0:08:57		0:21:42		0:11:00								0:21:42

		Service Level (<95% calls under 5 min)		64.98%						77.85%		73.75%		48.15%		73.60%				68.34%				82.53%		44.74%		59.88%		57.38%		82.76%				65.46%				64.13%		66.67%		70.13%		62.50%		75.84%		0.00%		67.85%				57.69%		64.38%		60.93%		86.23%		60.34%				65.91%				73.55%		48.39%		50.00%								57.31%

		Talk Time (Avg)		0:04:24						0:03:56		0:04:23		0:04:17		0:04:11				0:04:11				0:03:42		0:04:21		0:05:05		0:04:38		0:03:54				0:04:20				0:04:16		0:04:23		0:04:18		0:04:18		0:03:58		0:00:00		0:04:14				0:04:51		0:04:22		0:04:09		0:04:03		0:04:45				0:04:26				0:04:11		0:05:15		0:05:08								0:04:51

		Call Handle Time (Avg)		0:06:34						0:06:14		0:06:37		0:06:01		0:06:10				0:06:15				0:05:41		0:06:30		0:07:09		0:07:01		0:05:46				0:06:25				0:06:30		0:06:34		0:06:22		0:06:16		0:06:01		0:00:00		0:06:20				0:07:08		0:06:32		0:06:29		0:06:20		0:07:06				0:06:43				0:06:33		0:07:26		0:07:26								0:07:08

		Max Agents		2.57						2.02		2.28		1.98		1.70				2.28				2.03		2.02		2.54		1.83		1.49				2.54				2.57		1.87		2.11		2.13		1.96		0.00		2.57				2.31		2.24		2.08		1.91		1.77				2.31				2.17		2		2.41								2.41





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week Jun 6		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week Jun 13		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week Jun 20		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		31-Jan

		Calls Received		367						14		26		9		21				70				14		21		6		7		5				53				21		16		26		16		17		0		96				18		21		14		22		5				80				21		22		25								68

		Calls Handled		304						9		21		7		16				54				12		19		5		7		5				48				15		13		23		14		15		0		81				14		18		13		19		4				69				15		16		20								52

		Calls Abandoned		46						3		3		1		3				11				1		2		0		0		0				4				4		2		2		1		2		0		11				3		2		1		2		0				9				4		4		4								11

		Abandon %		15.36%						31.28%		16.13%		15.07%		19.44%				20.48%				10.31%		9.29%		8.02%		2.44%		6.91%				7.39%				25.98%		15.61%		9.40%		9.03%		10.63%		0.00%		14.13%				20.67%		13.33%		4.82%		12.32%		10.15%				12.26%				25.81%		24.62%		17.15%								22.53%

		Avg Time to Abandon		0:13:32						0:21:35		0:16:01		0:12:58		0:11:14				0:15:27				0:12:26		0:11:41		0:08:45		0:06:36		0:07:46				0:09:26				0:15:33		0:17:48		0:10:57		0:11:06		0:10:45		0:00:00		0:13:13				0:15:20		0:13:03		0:09:38		0:09:14		0:12:06				0:11:52				0:17:13		0:17:41		0:18:07								0:17:40

		Average Wait Time (>5 min)		0:13:01						0:28:32		0:11:43		0:11:53		0:17:51				0:17:29				0:11:00		0:09:55		0:04:34		0:01:30		0:07:46				0:06:57				0:22:17		0:12:33		0:07:08		0:05:45		0:06:37		0:00:00		0:10:52				0:18:11		0:11:21		0:03:45		0:13:02		0:10:12				0:11:18				0:23:18		0:20:01		0:12:15								0:18:31

		Max Wait Time		1:24:20						1:24:20		1:02:33		0:45:54		0:49:38				1:24:20				0:34:59		0:33:22		0:23:02		0:19:52		0:23:10				0:34:59				0:56:04		0:53:35		0:42:02		0:27:17		0:29:04		0:00:00		0:56:04				0:58:35		0:37:06		0:33:13		0:44:45		0:41:38				0:58:35				1:05:22		0:54:32		0:53:03								1:05:22

		Service Level (<95% calls under 5 min)		40.18%						20.17%		28.68%		39.92%		22.91%				27.92%				45.68%		59.73%		59.24%		73.57%		54.94%				58.63%				31.73%		48.60%		50.36%		67.52%		56.00%		0.00%		50.84%				21.93%		40.54%		51.89%		42.03%		41.94%				39.67%				26.67%		28.75%		16.11%								23.84%

		Talk Time (Avg)		0:09:37						0:10:03		0:09:01		0:11:22		0:09:10				0:09:54				0:09:28		0:10:22		0:10:01		0:09:56		0:11:45				0:10:18				0:10:05		0:10:11		0:08:48		0:09:40		0:09:18		0:00:00		0:09:36				0:09:33		0:10:16		0:09:03		0:08:43		0:09:44				0:09:27				0:09:10		0:08:23		0:08:54								0:08:49

		Call Handle Time (Avg)		0:17:05						0:17:04		0:16:13		0:18:16		0:16:22				0:16:58				0:16:52		0:18:33		0:17:12		0:16:40		0:19:11				0:17:41				0:17:46		0:18:20		0:16:42		0:17:08		0:17:06		0:00:00		0:17:24				0:16:46		0:18:20		0:16:12		0:17:00		0:17:07				0:17:05				0:16:21		0:16:13		0:16:13								0:16:15

		Percent. calls transferred by front line/General Queue		2.57%						0:24:17		0:58:08		0:22:27		0:51:36				2.72%				0:29:44		0:51:30		0:16:01		0:21:51		0:15:21				0:26:53				0:40:51		0:34:01		0:58:46		0:39:07		0:48:45		0:00:00		0:44:18				0:30:27		0:44:24		0:38:06		0:53:36		0:12:14				0:35:45				0:34:50		0:37:26		0:44:46								2.71%

		Max Agents		14.86						14.86		11.34		10.67		9.70				14.86				11.46		10.21		9.78		7.33		9.03				11.46				13.29		12.13		10.86		9.93		9.00		0.00		13.29				13.74		11.97		8.45		9.89		9.92				13.74				13.87		6:01:28		11.49								13.87

										0		0		0		0		0



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week Jun 6		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week Jun 13		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week Jun 20		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		31-Jan

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		Caller canceled		10						1		0		1		0				2				0		1		1		0		1				3				2		1		0		0		0		0		3				0		0		1		0		1				2

		Connected		1371						154		78		66		93				391				105		73		43		9		32				262				135		77		62		42		39		0		355				116		84		29		91		43				363

		Error		1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		1		0		0				1

		Invalid Number		1						0		1		0		0				1				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		No Answer		147						15		6		7		10				38				8		5		3		0		3				19				11		10		19		5		5		0		50				12		4		1		20		3				40

		No Response		259						53		19		15		35				122				20		3		9		0		2				34				13		12		7		6		14		0		52				9		11		5		14		12				51

		Total Requests		1789						223		104		89		138				554				133		82		56		9		38				318				161		100		88		53		58		0		460				137		99		37		125		59				457

		% Connected 		77.87%						69%		75%		74%		67%				71.40%				79%		89%		77%		100%		84%				86%				84%		77%		70%		79%		67%		0%		76%				85%		85%		78%		73%		73%				79%

										830		644		577		586		0		2637				678.00		587		539		461		469				2734				740		677		0

										0:15:16		0:08:34		0:07:53		0:11:09		0:00:00		0:10:43				0:06:55		0:05:27		0:03:10		0:01:11		0:04:46				0:04:17				0:12:50		0:07:47		0:00:00

		Top Call Drivers		Jun		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week Jun 6		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week Jun 13		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week Jun 20		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week Jun 27		31-Jan

		CC		11418

		How Do I Apply?		1370						66		48		40		44				198				72		52		59		40		64				287				70		56		54		59		49				288				82		82		61		77		62				364				72		85		76								233

		MCRE/Counties		1355						86		66		58		50				260				62		56		61		57		54				290				53		60		70		59		49				291				73		58		51		63		48				293				67		74		80								221

		How To Enroll In a Plan?		753						44		28		31		33				136				34		31		25		24		21				135				47		33		32		28		33				173				36		36		33		27		32				164				51		49		45								145

		How Do I Update My Application?		741						33		36		37		33				139				43		39		26				32				140						49		39		42		33				163				42		47		32		24		36				181				43		36		39								118

		Enrollment Status Check		493						29				21						50				22		23		33		23		24				125				30		27		19		23		25				124				28		21		32		21		27				129				28		37										65

		Lost or will lose employer health care coverage		360								26		20		30				76				28		24		20		25						97										22		23				45				26				23				25				74						32		36								68

		Eligibility Verification Notice		344						32		25		24		31				112				52		29		20								101						22		22								44				24		25		17								66				21												21

		Gain of ESI/MEC		343												20				20																0						24		27		29		18				98				40		23		19		19		21				122				34		42		27								103

		Public Program Status		271						27				18						45				25				21								46				24								36				60				32		20		20		23						95								25								25

		Transfer to Specialist		259								26				21				47						21										21				21		16		26				17				80						21				22						43				21		22		25								68

		Income Decrease		206								19								19				20						17		17				54				23				17		20						60				29						19						48				25												25

		Recon		188												25				25												13				13								42		41		45				128												22				22																0

		Request to Close Application^		139						21										21						19										19						22				20						42										15		21				36						21										21

		Income Increase		112																0										18		19				37				28		23										51												24				24																0

		Multiple changes		91						22				16						38								18				15				33																0						20										20																0

		COVID-19 SEP		73																0										17						17																0																0				27				29								56

		A Referral		62										23						23						21										21																0																0						18										18

		Residential Address Change/Correction		54						18		22								40										14						14																0																0																0

		Returned Mail-Mailing Address Update		47																0																0																0								47								47																0

		Carrier Error Report		41												28				28												13				13																0																0																0

		Enrollment Notice		40																0																0																0																0								40								40

		System Issues-Advised Consumer to Call Back Later		28								28								28																0																0																0																0

		Payment/Billig Questions		21																0																0				21												21																0																0

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Create an Account?		0																0																0																0																0																0

		Income Change		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		MNTR		0																0																0																0																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																																0																0																0

		Notice V19		0																																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		513						22		37		51		12				122				44		40		25		38		21				168				30		41		23		47		14				155						24		9		15		20				68				27		17		48

		CSR-Status of Enrollment		179						13		15		14						42				11				6		10		7				34				1				9				6				16				14		14				17		8				53				11		12		11								34

		How Do I Update My Application?		179						7		10		10						27						13		9		15		10				47				19		15										34				9		9		12		13						43				13				15								28

		How Do I Apply?		158								9		8		6				23				11				9		8		6				34																0				9		15		13		21		14				72						13		16								29

		Lost or will lose employer health care coverage		155												11				11				20		13										33				25		28		19				13				85				13		13										26																0

		How To Enroll In a Plan?		111												7				7						9		9				9				27								11								11								12				8				20				16		12		18								46

		COVID-19 SEP		80												7				7				13												13				15		17		8				7				47				13												13																0

		CSR-Determination Result		65						8										8						10										10												10				10								11								11				13		13										26

		APTC/CSR Questions		32																0										8						8						15										15												9				9																0

		APTC Effectuation Issue^		30																0										8						8						15										15										7						7																0

		CSR QHP  Status		10						10										10																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																																0																0																0

		Gain of ESI/MEC		0								8		6																						0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																																0																0																0

		PO box initiave Ph 1		0																																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0

		ARC		0																0																0																0																0

		CSR-Public Program Status		725						43		39		48		34				164				36		60		45		34						175				50		32		53				47				182				38		34		48		40		44				204				73		47		57

		How Do I Apply?		243						9		11		25		10				55				12		20		10		18						60				17		18		22				10				67				12		18		12		8		11				61				23		23		19

		CSR-Newborn Status		174						15		10		5		6				36				16		12		15		9						52				18		5		10				11				44				4		11		6		11		10				42				9		15		11

		CSR- QHP Status		140						11		8		6		6				31				12		11		8		12						43				12		5		12				3				32				14		12						8				34				10		11		6

		CSR-Pending Case		127						11				10		13				34				7		11		12		9						39				4		10		7				7				28						6		7		7		6				26				7		14		17

		CSR - Paper Application		6																0																0																0								3		3						6

		Assister Manual Account Request		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Unable to Verify Consumer PII		9								6								6																0																0				3												3

				0																0																0																0																0

		PP		0																0																0																0																0

		MCRE		217		 						11		9		15				35				12		6		11		13		9				51				18		14		17				15				64				15		14		17		15		6		 		67		 		13		17		12						 

		Counties		772		 						55		49		35				139				50		50		50		44		45				239				35		46		53				34				168				58		44		34		48		42		 		226		 		54		57		68						 











		Top Call Drivers		Jun

		CC		11418

		How Do I Apply?		1370		12.0%

		MCRE/Counties		1355		11.9%

		How To Enroll In a Plan?		753		6.6%

		How Do I Update My Application?		741		6.5%

		Enrollment Status Check		493		4.3%

		Lost or will lose employer health care coverage		360		3.2%

		Eligibility Verification Notice		344		3.0%

		Gain of ESI/MEC		343		3.0%

		Public Program Status		271		2.4%

		Transfer to Specialist		259		2.3%

		Income Decrease		206		1.8%

		Recon		188		1.6%

		Request to Close Application^		139		1.2%

		Income Increase		112		1.0%

		Multiple changes		91		0.8%

		COVID-19 SEP		73		0.6%

		A Referral		62		0.5%

		Residential Address Change/Correction		54		0.5%

		Returned Mail-Mailing Address Update		47		0.4%

		Carrier Error Report		41		0.4%

		Enrollment Notice		40		0.4%

		System Issues-Advised Consumer to Call Back Later		28		0.2%

		Payment/Billig Questions		21		0.2%

		Broker		2489

		Returned Mail-Mailing Address Update		513		20.6%

		CSR-Status of Enrollment		179		7.2%

		How Do I Update My Application?		179		7.2%

		How Do I Apply?		158		6.3%

		Lost or will lose employer health care coverage		155		6.2%

		How To Enroll In a Plan?		111		4.5%

		COVID-19 SEP		80		3.2%

		CSR-Determination Result		65		2.6%

		APTC/CSR Questions		32		1.3%

		APTC Effectuation Issue^		30		1.2%

		CSR QHP  Status		10		0.4%

		ARC		3147

		CSR-Public Program Status		725		23.0%

		How Do I Apply?		243		7.7%

		CSR-Newborn Status		174		5.5%

		CSR- QHP Status		140		4.4%

		CSR-Pending Case		127		4.0%

		CSR - Paper Application		6		0.2%





Apr 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week Apr 4		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week Apr 11		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week Apr 18		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week Apr 25		31-Jan

		Calls Received (MNsure)		13374										640		518				1158				586		651		653		544		545		0		2979				709		530		509		574		583				2905				702		658		525		535		511				2931				787		709		649		560		696				3401

		Calls Handled		11521										598		495				1093				554		594		592		527		509		0		2776				635		506		485		498		478				2603				571		517		446		452		441				2426				575		510		524		476		538				2623

		Calls Abandoned		868										31		11				43				23		45		46		12		26		0		153				60		19		16		16		34				145				52		54		27		31		17				181				112		95		38		29		71				345

		Abandon % (>5%)(Less Short Aban)		5.82%										4.89%		2.21%				3.55%				4.01%		6.91%		7.10%		2.24%		4.82%		0.00%		5.02%				8.49%		3.67%		3.18%		2.76%		5.77%				4.77%				7.46%		8.27%		5.07%		5.76%		3.37%				5.99%				14.29%		13.33%		5.80%		5.25%		10.26%				9.79%

		Avg Time to Abandon		0:08:53										0:07:28		0:07:28				0:07:28				0:08:50		0:09:13		0:11:16		0:08:19		0:08:46		0:00:00		0:09:16				0:09:33		0:07:32		0:05:21		0:05:32		0:09:54				0:07:34				0:09:18		0:10:03		0:07:40		0:08:34		0:10:45				0:09:16				0:14:36		0:11:49		0:08:22		0:07:34		0:11:56				0:10:51

		Average Wait Time (>5 min)		0:04:58										0:04:32		0:01:47				0:03:09				0:03:26		0:05:12		0:04:21		0:02:15		0:03:34		0:00:00		0:03:45				0:05:29		0:02:32		0:02:48		0:02:36		0:05:26				0:03:46				0:06:38		0:06:59		0:03:20		0:05:13		0:02:58				0:05:01				0:13:37		0:11:17		0:03:54		0:05:04		0:12:04				0:09:11

		Max Wait Time		1:02:38										0:26:43		0:14:14				0:26:43				0:31:21		0:23:48		0:49:25		0:35:48		0:32:37		0:00:00		0:49:25				0:34:49		0:17:59		0:22:25		0:16:16		0:34:30				0:34:49				0:29:47		0:34:52		0:19:53		0:30:43		0:21:36				0:34:52				1:02:38		0:55:17		0:31:44		0:43:35		0:55:39				1:02:38

		Service Level (<95% calls under 5 min)		74.91%										74.41%		76.55%				75.48%				72.61%		73.53%		75.21%		76.00%		75.63%		0.00%		74.60%				74.98%		76.40%		73.06%		72.56%		73.14%				74.03%				73.82%		77.99%		77.95%		77.76%		75.50%				76.60%				73.14%		75.22%		75.38%		74.74%		70.62%				73.82%

		Talk Time (Avg)		0:09:13										0:08:28		0:08:21				0:08:24				0:08:54		0:08:51		0:09:11		0:08:54		0:08:43		0:00:00		0:08:54				0:09:16		0:09:07		0:09:16		0:09:36		0:09:37				0:09:22				0:09:46		0:09:22		0:09:46		0:09:20		0:09:04				0:09:27				0:11:16		0:10:14		0:09:07		0:09:37		0:09:50				0:10:00

		Call Handle Time (Avg)		0:15:54										0:15:17		0:14:51				0:15:04				0:15:56		0:15:39		0:16:11		0:15:32		0:15:02		0:00:00		0:15:40				0:15:49		0:15:21		0:15:33		0:16:12		0:16:07				0:15:48				0:16:20		0:16:19		0:15:52		0:15:57		0:15:35				0:16:00				0:18:08		0:17:16		0:15:36		0:16:40		0:17:23				0:17:00

		Transfer Out		na										na		na				na				na		na		na		na		na		0		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		85.52%										86.32%		89.21%				87.77%				86.36%		82.81%		80.08%		82.93%		78.49%		0.00%		82.13%				82.18%		83.53%		84.04%		81.93%		85.20%				83.38%				84.56%		87.36%		86.43%		84.69%		87.61%				86.13%				89.82%		88.83%		90.23%		88.97%		83.14%				88.20%

		Complaints Received		0												0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		0												0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		693										53		43				96				43		52		25		28		50		0		198				49		30		23		32		20				154				40		26		14		30		18				128				5		25		27		23		37				117

		Short Abandon (under 60 seconds)		42										3		0				3				0		0		3		1		2		0		6				2		2		3		1		2				10				1		3		2		2		1				9				2		5		1		4		2				14

		% of calls answered in under 10 minutes		79.25%										76.59%		92.12%				84.35%				83.03%		76.77%		84.80%		89.56%		85.27%		0.00%		83.89%				80.31%		91.67%		84.91%		93.95%		73.98%				84.97%				75.48%		60.55%		85.46%		81.02%		86.17%				77.74%				45.56%		50.03%		87.55%		83.81%		59.67%				65.33%

		Occupany		ERROR:#DIV/0!										na		na				na				na		na		na		na		na		0.00%		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		Max Agents		31.66										21.82		17.09				21.82				20.75		22.51		23.52		18.66		18.29		0.00		23.52				24.92		18.01		17.41		20.52		20.73				24.92				24.92		23.45		18.43		18.51		17.46				24.92				31.66		26.99		22.41		20.46		26.53				31.66





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week Apr 4		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week Apr 11		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week Apr 18		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week Apr 25		31-Jan

		Calls Received (MNsure)		2356										114		87				201				79		100		99		100		97		0		475				104		111		123		88		110				536				100		122		99		98		98				517				121		146		110		144		106				627

		Calls Handled		2325										112		87				199				78		100		99		99		97		0		473				104		111		123		88		107				533				100		122		97		98		97				514				118		139		108		137		104				606

		Calls Abandoned		23										0		0				0				0		0		0		0		0		0		0				0		0		0		0		2				2				0		0		1		0		1				2				3		7		2		6		1				19

		Abandon % (>5%)(Less Short Aban)		0.72%										0.00%		0.00%				0.00%				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%				0.00%		0.00%		0.00%		0.00%		1.82%				0.36%				0.00%		0.00%		1.01%		0.00%		1.02%				0.41%				2.48%		4.79%		1.82%		4.17%		0.94%				2.84%

		Avg Time to Abandon		0:00:41										0:00:00		0:00:00				0:00:00				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00		0:00:00		0:00:00		0:00:00		0:03:15				0:00:39				0:00:00		0:00:00		0:01:59		0:00:00		0:00:53				0:00:34				0:01:30		0:03:17		0:01:16		0:04:13		0:01:01				0:02:15

		Average Wait Time (>5 min)		0:00:12										0:00:03		0:00:01				0:00:02				0:00:06		0:00:02		0:00:02		0:00:01		0:00:02		0:00:00		0:00:02				0:00:14		0:00:05		0:00:05		0:00:02		0:00:15				0:00:08				0:00:02		0:00:02		0:00:37		0:00:02		0:00:02				0:00:09				0:00:14		0:01:03		0:00:41		0:01:27		0:00:04				0:00:41

		Max Wait Time		0:10:02										0:00:58		0:00:08				0:00:58				0:02:51		0:00:10		0:00:11		0:00:08		0:00:11		0:00:00		0:02:51				0:05:35		0:02:55		0:02:39		0:00:10		0:06:14				0:06:14				0:00:09		0:00:08		0:05:22		0:00:10		0:00:25				0:05:22				0:05:24		0:08:46		0:08:54		0:10:02		0:03:03				0:10:02

		Service Level (<95% calls under 5 min)		90.32%										98.25%		100.00%				99.13%				97.44%		100.00%		100.00%		100.00%		100.00%		0.00%		99.49%				93.27%		97.30%		0.00%		100.00%		92.73%				76.66%				100.00%		100.00%		74.75%		100.00%		100.00%				94.95%				90.08%		73.97%		81.82%		63.89%		97.17%				81.39%

		Talk Time (Avg)		0:07:27										0:08:06		0:06:42				0:07:24				0:07:23		0:06:24		0:07:00		0:08:07		0:07:59		0:00:00		0:07:22				0:05:29		0:08:56		0:06:30		0:08:29		0:09:10				0:07:42				0:07:51		0:07:54		0:06:36		0:07:31		0:07:10				0:07:24				0:07:02		0:06:46		0:08:17		0:07:20		0:07:24				0:07:21

		Call Handle Time (Avg)		0:11:05										0:11:18		0:10:40				0:10:59				0:11:00		0:10:01		0:10:42		0:11:58		0:11:07		0:00:00		0:10:57				0:09:01		0:12:22		0:10:40		0:12:03		0:12:31				0:11:19				0:11:53		0:11:31		0:11:16		0:10:55		0:10:31				0:11:13				0:10:23		0:10:17		0:11:56		0:11:07		0:11:11				0:10:58

		Max Agents		3.38										2.81		2.06				2.81				1.93		2.23		2.35		2.63		2.40		0.00		2.63				2.08		3.05		2.91		2.35		2.98				3.05				2.64		3.12		3.04		2.38		2.27				3.12				2.72		3		2.86		3.38		2.58				3.38





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week Apr 4		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week Apr 11		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week Apr 18		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week Apr 25		31-Jan

		Calls Received (MNsure)		3514										173		130				303				212		182		191		153		143		0		881				171		137		132		155		136				731				177		159		163		183		132				814				139		175		148		179		144				785

		Calls Handled		3325										162		123				285				197		176		174		146		134		0		827				158		134		131		152		126				701				161		156		160		174		130				781				130		156		143		168		134				731

		Calls Abandoned		186										11		7				18				15		6		17		7		9		0		54				12		3		0		3		10				28				16		3		3		9		2				33				9		18		5		11		10				53

		Abandon % (>5%)(Less Short Aban)		5.22%										6.36%		5.38%				5.87%				7.08%		3.30%		8.90%		4.58%		6.29%		0.00%		6.03%				7.02%		2.19%		0.00%		1.94%		7.35%				3.70%				9.04%		1.89%		1.84%		4.92%		1.52%				3.84%				6.47%		10.29%		3.38%		6.15%		6.94%				6.65%

		Avg Time to Abandon		0:04:24										0:03:43		0:01:12				0:02:27				0:08:19		0:05:42		0:02:51		0:02:35		0:10:30		0:00:00		0:05:59				0:07:11		0:06:29		0:00:00		0:04:51		0:02:25				0:04:11				0:09:13		0:01:50		0:05:54		0:04:04		0:04:33				0:05:06				0:05:50		0:04:28		0:03:44		0:03:08		0:04:11				0:04:16

		Average Wait Time (>5 min)		0:02:27										0:02:27		0:01:53				0:02:10				0:02:42		0:02:15		0:02:30		0:02:12		0:04:43		0:00:00		0:02:52				0:04:46		0:02:19		0:01:01		0:01:27		0:02:13				0:02:21				0:05:18		0:01:21		0:00:56		0:02:33		0:02:14				0:02:28				0:02:27		0:04:10		0:01:25		0:01:56		0:01:58				0:02:23

		Max Wait Time		0:37:36										0:14:41		0:10:48				0:14:41				0:23:58		0:16:06		0:13:50		0:13:02		0:21:25		0:00:00		0:23:58				0:22:34		0:18:05		0:10:09		0:17:58		0:17:25				0:22:34				0:37:36		0:08:53		0:14:25		0:18:50		0:16:52				0:37:36				0:18:09		0:18:03		0:16:03		0:12:55		0:16:14				0:18:09

		Service Level (<95% calls under 5 min)		52.35%										53.18%		47.69%				50.44%				51.42%		50.00%		45.03%		54.25%		35.66%		0.00%		47.27%				30.41%		55.47%		70.99%		71.61%		55.88%				56.87%				36.16%		64.78%		71.78%		51.91%		55.30%				55.99%				53.24%		32.00%		66.89%		50.28%		53.47%				51.18%

		Talk Time (Avg)		0:04:36										0:04:54		0:05:31				0:05:12				0:04:03		0:04:10		0:04:14		0:04:33		0:05:08		0:00:00		0:04:25				0:04:33		0:04:04		0:04:08		0:04:59		0:04:55				0:04:31				0:04:32		0:04:08		0:04:03		0:04:17		0:04:24				0:04:16				0:04:13		0:05:23		0:05:00		0:03:52		0:04:31				0:04:35

		Call Handle Time (Avg)		0:07:03										0:07:32		0:07:58				0:07:45				0:06:22		0:06:35		0:06:50		0:06:58		0:07:44		0:00:00		0:06:53				0:07:23		0:06:14		0:06:48		0:07:19		0:07:02				0:06:57				0:06:59		0:06:17		0:06:26		0:07:08		0:06:59				0:06:45				0:06:38		0:08:07		0:07:44		0:05:47		0:06:33				0:06:57

		Max Agents		2.81										2.71		2.18				2.71				2.79		2.58		2.64		2.26		2.30		0.00		2.79				2.59		1.86		2.00		2.47		1.97				2.59				2.50		2.18		2.29		2.76		2.02				2.76				1.92		3		2.46		2.16		1.95				2.81





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week Apr 4		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week Apr 11		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week Apr 18		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week Apr 25		31-Jan

		Calls Received		693										53		43				96				43		52		25		28		50		0		198				49		30		23		32		20				154				40		26		14		30		18				128				5		25		27		23		37				117

		Calls Handled		614										47		41				87				40		47		21		27		44		0		179				42		27		22		30		18				138				35		22		13		26		17				114				4		18		24		21		29				96

		Calls Abandoned		60										5		1				6				2		4		3		1		5		0		15				6		2		1		2		2				13				4		3		1		3		1				11				1		4		3		2		6				15

		Abandon %		9.88%										10.53%		3.14%				6.84%				6.18%		8.67%		14.45%		2.70%		11.31%		0.00%		8.66%				14.08%		9.15%		5.24%		5.90%		11.60%				9.19%				11.28%		12.58%		4.94%		10.94%		4.20%				8.79%				19.48%		22.40%		11.15%		7.36%		19.17%				15.91%

		Avg Time to Abandon		0:10:23										0:07:59		0:07:40				0:07:49				0:10:31		0:08:29		0:16:38		0:16:18		0:11:21		0:00:00		0:12:39				0:11:54		0:08:52		0:05:01		0:05:26		0:10:52				0:08:25				0:11:32		0:11:10		0:07:07		0:09:36		0:09:47				0:09:50				0:19:46		0:14:03		0:09:35		0:08:52		0:13:53				0:13:13

		Average Wait Time (>5 min)		0:07:54										0:10:04		0:01:57				0:06:00				0:06:18		0:06:30		0:08:58		0:04:17		0:07:55		0:00:00		0:06:47				0:09:01		0:05:10		0:04:21		0:03:47		0:08:17				0:06:07				0:09:31		0:09:45		0:04:12		0:08:04		0:03:10				0:06:56				0:16:42		0:16:32		0:06:10		0:08:10		0:21:01				0:13:43

		Max Wait Time		1:02:38										0:26:43		0:14:14				0:26:43				0:31:21		0:22:58		0:49:25		0:35:48		0:32:37		0:00:00		0:49:25				0:34:49		0:17:59		0:22:25		0:16:16		0:34:30				0:34:49				0:29:47		0:34:52		0:19:53		0:30:43		0:20:48				0:34:52				1:02:38		0:55:17		0:31:44		0:43:35		0:55:39				1:02:38

		Service Level (<95% calls under 5 min)		47.85%										53.36%		65.16%				59.26%				62.01%		37.58%		31.09%		61.36%		53.87%		0.00%		49.18%				29.22%		57.74%		56.88%		100.00%		51.54%				59.08%				27.89%		40.98%		56.08%		49.63%		39.92%				42.90%				11.50%		12.67%		51.90%		41.90%		26.18%				28.83%

		Talk Time (Avg)		0:09:50										0:09:18		0:08:38				0:08:58				0:10:00		0:09:31		0:10:15		0:09:49		0:10:32		0:00:00		0:10:01				0:10:24		0:10:17		0:10:09		0:10:01		0:08:58				0:09:57				0:11:03		0:09:34		0:09:32		0:09:49		0:09:17				0:09:51				0:11:26		0:10:31		0:09:08		0:10:10		0:10:45				0:10:24

		Call Handle Time (Avg)		0:17:22										0:18:19		0:15:43				0:17:01				0:17:33		0:17:04		0:17:40		0:17:49		0:18:04		0:00:00		0:17:38				0:18:13		0:16:45		0:16:53		0:17:01		0:15:38				0:16:54				0:18:38		0:17:33		0:16:17		0:17:27		0:16:36				0:17:18				0:18:17		0:18:01		0:16:01		0:18:47		0:18:58				0:18:00

		Percent. calls transferred by front line/General Queue		5.61%										8.28%		8.30%				8.29%				7.34%		7.99%		3.83%		5.15%		9.17%		0.00%		6.70%				6.91%		5.66%		4.52%		5.57%		3.43%				5.22%				5.70%		3.95%		2.67%		5.61%		3.52%				4.29%				0.64%		3.53%		4.16%		4.11%		5.32%				3.55%

		Max Agents		12.30										8.50		5.55				8.50				6.94		7.43		6.79		5.86		6.74		0.00		7.43				8.33		4.57		7.01		9.03		7.98				9.03				11.92		11.38		8.28		8.76		8.11				11.92				12.30		7:42:51		10.21		9.80		11.62				12.30

										0		0		0		0		0



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week Apr 4		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week Apr 11		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week Apr 18		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week Apr 25		31-Jan

		Busy		4										0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		3		0		0				3				0		1		0		0		0				1

		Caller canceled		4										0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		2		1		0		1				4

		Connected		887										33		4				37				16		25		21		9		18		0		89				41		18		20		25		40				144				68		76		32		40		30				246				99		85		56		47		84				371

		Error		2										0		0				0				0		1		0		0		0		0		1				0		0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		0				0

		Invalid Number		1										0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		1				1				0		0		0		0		0				0

		No Answer		69										0		0				0				2		2		0		0		1		0		5				1		3		1		2		6				13				4		7		2		1		0				14				8		16		4		3		6				37

		No Response		196										9		3				12				7		4		4		4		6		0		25				3		0		0		7		1				11				13		18		6		9		7				53				11		31		14		14		25				95

		Total Requests		1163										42		7				49				25		32		25		13		25		0		120				45		21		21		34		47				168				85		102		43		50		38				318				118		135		75		64		116				508

		% Connected 		75.70%										79%		57%				67.86%				64%		78%		84%		69%		72%		0%		73%				91%		86%		95%		74%		85%				86%				80%		75%		74%		80%		79%				78%				84%		63%		75%		73%		72%				73.48%





		Top Call Drivers		Apr		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week Apr 4		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week Apr 11		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week Apr 18		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week Apr 25		31-Jan

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		48										24						24																0																0																0																0

		A Referral		199																0																0				24								16				40				21				17								38				22		21										43

		Address Change/Correction		0																0																0																0																0																0

		APTC		50																0								25								25																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		164																0										23						23						19										19				21						19						40																0

		Determination Result		0																0																0																0																0																0																11000

		Directed to GI-Covid SEP		16																0																0																0																0												16				16																13000

		Disable Account Request		0																0																0																0																0																0																13000

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		946										34		29				63				28		35		33		18		23				137				35		24		21				22				102				35		21		18		25		16				115				28		25				22		37				112

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		501										23		17				40																0								28		21		27				76				27		20		17				19				83				21				27		22		33				103

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2452										50		69				119				67		56		76		66		59				324				66		62		52		49		73				302				61		85		60		68		57				331				63		62		61		47		67				300

		How Do I Create an Account?		18																0																0																0																0				18												18

		How Do I Update My Application?		1512										40		40				80				40		48		39		40		32				199				48		49		37		45		34				213				46		29		34		26		37				172				31		37		41		36		39				184

		How To Enroll In a Plan?		1164										30		29				59				23		32		31				27				113				33		27		31		37		41				169				33		31		32		29		29				154				35		26		33		41		39				174

		Income Change		0																0																0																0																0																0

		Income Decrease		99																0												21				21																0																0						22		20				15				57

		Income Increase		19																0																0																0																0				19												19

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		332										34		17				51						20				25						45						23										23				27		20										47																0

		MCRE/Counties		2770										89		62				151				83		92		77		89		62				403				80		84		64		60		66				354				64		57		67		49		65				302				71		63		80		63		73				350

		MNTR		0																0																0																0																0																0

		Multiple changes		30																0																0																0												15				15																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																																0																0																0

		Notice V19		0																																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		601										21		22				43				34		36		25		24		22				141								19				17				36						22		18		32						72										17						17

		Recon		1568												21				21				17		21		104		73		85				300				46		45		49		28		71				239								40		42		22				104				40		51		49		50		50				240

		Request to Close Application^		562																0				23		19		25		24						91				33		17		22		19						91						25		20		25						70						19		21		18						58

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		1266										53		43				96				45		52		25		28		50				200				49		33		23		32		20				157				50		26				30		18				124						25		27		23		37				112

																				0																0																0																0																0

		Broker																		0																0																0																0																0

		ARP FAQ Clarification		35																																								9												6		7		5				8

		APTC/CSR Questions		21																0						6		6		9						21																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		25																0																0																0																0						11		14								25

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		42										9						9																0										6		5				11				5		8										13																0

		CSR-Determination Result		99										6		7				13						7		7				6				20								6				9				15												9				9				9						13						22

		CSR-Status of Enrollment		168										11		9				20						13		6		6		6				31				10		10				7		7				34				6		10		10		8		12				46												8				8

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		5																0																0																0								5								5																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																																0																0																0

		Gain of ESI/MEC		4										7										4												4																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		187										8		6				14				5		12		8		7		8				40				11		8						9				28				10				10		6						26				12		12		10		15		10				59

		How Do I Update My Application?		167												9				9				8				8		6						22				13		8		15		6						42						14				11						25				12		16		11		12						51

		How To Enroll In a Plan?		223												5				5				12		9				7		9				37				11		10		12		11		10				54				10		12		4		9		7				42				11		12		17		15		20				75

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		137																0																0				22												22										10						10				17		26		21		24		17				105

		Lost or will lose other health care coverage		17																0																0																0												17				17																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		8																0																0						8										8																0																0

		Password Reset/Account Unlock		8																																0																0																0												8

		PO box initiave Ph 1		0																																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		4																0				4												4																0																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		10																0																0								6		4						10																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Certification		5																0												5				5																0																0																0

				0																0																0																0																0

		ARC		0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		307										18		15				33				14		9		5		7		15				50				13		13		10		13		10				59				12				17		13		13				55				13		8		11		14		16

		CSR-Determination Result		15																0																0																0						15										15

		CSR-Newborn Status		268										12		4				16				11		5		10		15		5				46				15		10		12		6		9				52				20		7		14		11		15				67				10		18		19		12		8

		CSR-Paper Application		20																0										15						15																0								5								5

		CSR-Pending Case		176										7						7				10		17		8				6				41				13		11		7		10		3				44				9		7				8		11				35				8		7		12		10		5

		CSR-Public Program Status		1179										57		21				78				75		54		56		48		59				292				45		54		45		63		33				240				69		40		41		40		30				220				59		52		43		60		36

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		373										16		9				25				20		19		14		17		14				84				28				12		11		10				61				20		15		18		23		12				88				15		11		14		19		22

		How to Enroll in a Plan		7																0																0						7										7																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		9												3				3																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0

				0																0																0																0																0

		PP		0																0																0																0																0

		MCRE		445		 								21		23				44				23		25		20		17		17				102						24		19		18		23				84				12		18		17		10		20		 		77		 		20		13		15				23		 

		Counties		1185		 								68		39				107				60		67		57		72		45				301						60		45		42		43				190				52		39		50		39		45		 		225		 		51		50		65				50		 









		Top Call Drivers		Apr

		CC				11521

		MCRE/Counties		1773		15.39%

		How Do I Apply?		1564		13.58%

		How Do I Update My Application?		968		8.40%

		Recon		946		8.21%

		Transfer to Specialist		828		7.19%

		How To Enroll In a Plan?		757		6.57%

		Enrollment Status Check		621		5.39%

		Public Program Status		374		3.25%

		Gain of ESI/MEC		359		3.12%

		Request to Close Application^		310		2.69%

		Lost or will lose employer health care coverage		234		2.03%

		A Referral		121		1.05%

		COVID-19 SEP		82		0.71%

		Income Decrease		78		0.68%

		14 Day		48		0.42%

		APTC		25		0.22%

		Income Increase		19		0.16%

		How Do I Create an Account?		18		0.16%

		Directed to GI-Covid SEP		16		0.14%

		Multiple changes		15		0.13%



		Broker				2379

		How To Enroll In a Plan?		223		9.37%

		How Do I Apply?		187		7.86%

		CSR-Status of Enrollment		168		7.06%

		How Do I Update My Application?		167		7.02%

		Lost or will lose employer health care coverage		137		5.76%

		CSR-Determination Result		99		4.16%

		CSR QHP  Status		42		1.77%

		ARP FAQ Clarification		35		1.47%

		COVID-19 SEP		25		1.05%

		APTC/CSR Questions		21		0.88%

		Lost or will lose other health care coverage		17		0.71%

		Status of Submitted AOR Form		10		0.42%

		Paper form via FileNet		8		0.34%

		Password Reset/Account Unlock		8		0.34%

		CSR-Status of Verifications		5		0.21%

		Unable to Verify Certification		5		0.21%

		Gain of ESI/MEC		4		0.17%

		Request to Close Application^		4		0.17%



		ARC				3325

		CSR-Public Program Status		1179		35.46%

		How Do I Apply?		373		11.22%

		CSR- QHP Status		307		9.23%

		CSR-Newborn Status		268		8.06%

		CSR-Pending Case		176		5.29%

		CSR-Paper Application		20		0.60%

		CSR-Determination Result		15		0.45%

		Request to Close Application^		9		0.27%

		How to Enroll in a Plan		7		0.21%





































Mar 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week Mar 7		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week Mar 14		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week Mar21		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		31-Jan

		Calls Received (MNsure)		16377				1074		806		738		655		639				3912				802		659		640		670		701				3472				840		644		ERROR:#REF!		593		604				3407				869		650		665		650		598				3432				756		689		709								2154

		Calls Handled		14800				763		680		691		624		607				3365				737		634		599		608		633				3211				717		682		614		571		567				3151				738		630		616		603		549				3136				679		629		629								1937

		Calls Abandoned		1176				243		100		36		23		22				425				44		20		32		49		53				198				99		0		24		16		27				165				103		15		35		36		38				227				61		45		55								161

		Abandon % (>5%)(Less Short Aban)		6.82%				22.67%		12.39%		4.85%		3.56%		3.47%				9.39%				5.53%		2.97%		4.98%		7.34%		7.62%				5.69%				11.80%		4.00%		3.72%		2.63%		4.40%				5.31%				11.86%		2.29%		5.28%		5.54%		6.28%				6.25%				8.12%		6.56%		7.69%								7.46%

		Avg Time to Abandon		0:08:59				0:16:27		0:10:08		0:08:29		0:05:53		0:06:46				0:09:32				0:09:33		0:07:06		0:07:34		0:10:49		0:08:38				0:08:44				0:09:53		0:08:35		0:08:16		0:06:36		0:08:38				0:08:23				0:12:35		0:06:08		0:08:14		0:10:22		0:08:39				0:09:11				0:10:08		0:07:06		0:10:05								0:09:06

		Average Wait Time (>5 min)		0:05:10				0:21:19		0:09:50		0:02:48		0:01:56		0:02:08				0:07:36				0:03:49		0:01:53		0:02:39		0:05:31		0:05:24				0:03:51				0:08:45		0:03:58		0:02:26		0:02:00		0:04:45				0:04:22				0:09:23		0:01:33		0:05:29		0:05:42		0:03:24				0:05:06				0:05:40		0:03:25		0:05:36								0:04:53

		Max Wait Time		1:32:13				1:32:13		0:45:18		0:20:47		0:23:29		0:19:06				1:32:13				0:40:03		0:27:22		0:25:53		0:45:48		0:43:51				0:45:48				0:37:10		0:28:26		0:38:09		0:28:44		0:36:02				0:38:09				0:54:26		0:14:44		0:27:52		0:51:21		0:24:11				0:54:26				0:38:17		0:28:02		0:34:56								0:38:17

		Service Level (<95% calls under 5 min)		72.76%				69.42%		73.83%		71.92%		71.50%		71.52%				71.64%				67.68%		71.23%		72.58%		72.03%		72.91%				71.29%				70.14%		74.61%		73.96%		73.99%		76.11%				73.76%				71.58%		74.44%		77.94%		74.34%		71.42%				73.94%				70.59%		73.99%		74.88%								73.15%

		Talk Time (Avg)		0:09:19				0:10:14		0:09:59		0:10:09		0:09:34		0:09:19				0:09:51				0:09:28		0:09:18		0:09:48		0:09:47		0:09:20				0:09:32				0:09:23		0:09:22		0:09:02		0:09:28		0:09:37				0:09:22				0:09:24		0:09:01		0:08:54		0:09:09		0:09:32				0:09:12				0:08:29		0:08:45		0:08:39								0:08:37

		Call Handle Time (Avg)		0:16:36				0:17:38		0:17:10		0:17:42		0:17:20		0:17:07				0:17:23				0:17:10		0:16:48		0:17:32		0:17:19		0:16:27				0:17:03				0:16:38		0:16:37		0:16:02		0:16:56		0:16:48				0:16:36				0:16:25		0:16:23		0:16:21		0:15:34		0:16:15				0:16:11				0:15:37		0:15:48		0:15:56								0:15:47

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		86.10%				82.07%		84.87%		81.96%		83.40%		85.32%				83.52%				85.17%		87.06%		84.27%		86.55%		86.42%				85.90%				82.88%		79.28%		86.40%		87.71%		84.23%				84.10%				86.41%		85.57%		86.39%		87.86%		87.92%				86.83%				90.42%		89.61%		90.43%								90.16%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Helpline (Transfers from Vendor)		943				69		41		0		0		46				156				59		33		25		33		52				202				52		42		42		34		52				222				74		45		37		49		25				230				47		41		45								133

		Short Abandon (under 60 seconds)		53				3		6		1		1		2				13				5		3		2		4		1				15				3		0		3		1		1				8				0		2		1		3		5				11				1		3		2								6

		% of calls answered in under 10 minutes		79.05%				20.96%		63.12%		91.32%		98.24%		94.56%				73.64%				82.63%		91.80%		87.81%		74.67%		81.52%				83.69%				51.32%		88.12%		92.35%		89.49%		83.95%				81.05%				60.03%		95.40%		75.32%		80.43%		82.51%				78.74%				75.85%		83.62%		74.88%								78.12%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								ERROR:#DIV/0!

		Max Agents		36.82				36.82		25.89		24.93		20.96		19.87				36.82				29.41		25.16		25.19		25.96		25.69				29.41				32.30		27.00		23.67		22.55		22.92				32.30				31.72		23.56		24.13		22.48		21.61				31.72				26.15		24.14		24.96								26.15





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week Mar 7		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week Mar 14		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week Mar21		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		31-Jan

		Calls Received (MNsure)		2674				108		126		108		111		94				547				102		107		101		111		100				521				116		141		107		112		116				592				146		126		125		97		109				603				117		144		150								411

		Calls Handled		2632				104		118		107		106		94				529				101		107		99		110		99				516				115		140		105		110		115				585				142		124		124		97		108				595				116		143		148								407

		Calls Abandoned		31				4		8		1		5		0				18				0		0		1		0		0				1				0		0		2		1		1				4				3		2		0		0		1				6				1		0		1								2

		Abandon % (>5%)(Less Short Aban)		1.09%				3.70%		6.35%		0.93%		4.50%		0.00%				3.10%				0.00%		0.00%		0.99%		0.00%		0.00%				0.20%				0.00%		0.00%		1.87%		0.89%		0.86%				0.72%				2.05%		1.59%		0.00%		0.00%		0.92%				0.91%				0.85%		0.00%		0.67%								0.51%

		Avg Time to Abandon		0:01:09				0:03:52		0:01:42		0:00:18		0:00:28		0:00:00				0:01:16				0:00:00		0:00:00		0:01:15		0:00:00		0:00:00				0:00:15				0:00:00		0:00:00		0:00:58		0:05:39		0:00:48				0:01:51				0:03:29		0:02:58		0:00:00		0:00:00		0:00:39				0:01:25				0:02:03		0:00:00		0:01:04								0:01:02

		Average Wait Time (>5 min)		0:00:27				0:01:46		0:01:38		0:00:26		0:00:42		0:00:22				0:00:58				0:00:04		0:00:09		0:00:20		0:00:31		0:00:45				0:00:21				0:00:05		0:00:24		0:00:37		0:01:02		0:00:16				0:00:28				0:00:31		0:00:36		0:00:02		0:00:03		0:00:06				0:00:15				0:00:13		0:00:05		0:00:24								0:00:14

		Max Wait Time		0:12:59				0:10:20		0:10:00		0:05:56		0:11:15		0:08:10				0:11:15				0:01:29		0:03:54		0:04:53		0:08:38		0:11:50				0:11:50				0:02:38		0:06:34		0:08:30		0:09:27		0:05:43				0:09:27				0:08:23		0:12:59		0:00:37		0:02:29		0:03:44				0:12:59				0:05:25		0:02:08		0:06:51								0:06:51

		Service Level (<95% calls under 5 min)		86.81%				56.48%		54.76%		86.11%		80.18%		93.62%				74.23%				97.03%		93.46%		90.10%		85.59%		83.00%				89.84%				96.55%		85.11%		83.18%		77.68%		87.07%				85.92%				83.56%		82.54%		99.19%		98.97%		96.33%				92.12%				90.60%		96.50%		88.67%								91.92%

		Talk Time (Avg)		0:07:36				0:06:19		0:07:49		0:08:06		0:09:19		0:07:41				0:07:50				0:07:30		0:06:19		0:09:12		0:07:11		0:07:21				0:07:30				0:07:36		0:08:17		0:07:35		0:07:30		0:05:52				0:07:22				0:07:14		0:07:52		0:07:55		0:07:41		0:07:53				0:07:43				0:07:22		0:07:39		0:07:53								0:07:38

		Call Handle Time (Avg)		0:11:17				0:10:06		0:11:32		0:12:03		0:12:47		0:11:36				0:11:36				0:11:33		0:10:06		0:12:41		0:11:34		0:10:55				0:11:21				0:11:18		0:12:58		0:11:09		0:10:49		0:09:44				0:11:11				0:10:33		0:11:19		0:10:58		0:11:04		0:11:15				0:11:01				0:10:54		0:10:55		0:11:59								0:11:16

		Max Agents		4.00				3.77		3.02		2.87		3.01		2.42				3.77				2.62		2.40		2.79		2.83		2.40				2.83				2.89		4.00		2.60		2.64		2.49				4.00				3.82		3.12		3.04		2.39		2.70				3.82				2.81		3		3.94								3.94





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week Mar 7		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week Mar 14		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week Mar21		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		31-Jan

		Calls Received (MNsure)		4245				207		210		154		216		153				940				223		210		186		195		152				966				159		154		175		182		161				831				207		178		167		182		158				892				215		189		212								616

		Calls Handled		3928				194		198		148		194		143				877				203		197		175		173		144				892				144		150		157		172		153				776				194		163		160		175		151				843				178		176		186								540

		Calls Abandoned		303				12		12		5		22		10				61				19		13		11		22		7				72				15		0		16		9		8				48				12		15		7		7		7				48				36		13		25								74

		Abandon % (>5%)(Less Short Aban)		7.39%				5.80%		5.71%		3.25%		10.19%		6.54%				6.30%				8.52%		6.19%		5.91%		11.28%		4.61%				7.30%				9.43%		2.60%		9.14%		4.95%		4.97%				6.22%				5.80%		8.43%		4.19%		3.85%		4.43%				5.34%				16.74%		6.88%		11.79%								11.80%

		Avg Time to Abandon		0:03:44				0:01:48		0:03:10		0:01:15		0:05:50		0:02:58				0:03:00				0:05:12		0:03:35		0:04:18		0:04:41		0:04:23				0:04:25				0:03:58		0:00:00		0:03:44		0:01:29		0:01:06				0:02:34				0:04:01		0:03:16		0:03:05		0:03:38		0:02:31				0:03:18				0:05:44		0:04:01		0:06:33								0:05:26

		Average Wait Time (>5 min)		0:03:14				0:01:57		0:02:19		0:00:57		0:03:34		0:01:53				0:02:08				0:02:19		0:02:05		0:01:30		0:03:12		0:02:17				0:02:16				0:04:03		0:02:57		0:04:37		0:02:15		0:01:39				0:03:06				0:03:20		0:04:04		0:02:25		0:01:41		0:01:31				0:02:36				0:09:00		0:04:06		0:05:10								0:06:05

		Max Wait Time		0:25:40				0:12:43		0:14:50		0:06:42		0:17:41		0:11:03				0:17:41				0:15:29		0:11:40		0:16:13		0:17:34		0:15:55				0:17:34				0:23:09		0:19:57		0:13:55		0:14:39		0:09:18				0:23:09				0:15:37		0:25:40		0:17:15		0:09:16		0:18:15				0:25:40				0:22:24		0:15:44		0:22:18								0:22:24

		Service Level (<95% calls under 5 min)		41.85%				52.66%		45.71%		67.53%		38.43%		56.86%				52.24%				44.39%		48.57%		51.61%		32.82%		47.37%				44.95%				25.79%		48.70%		22.29%		52.20%		54.66%				40.73%				32.04%		43.82%		56.29%		54.40%		63.29%				49.97%				15.81%		26.98%		21.33%								21.37%

		Talk Time (Avg)		0:04:26				0:03:54		0:04:10		0:04:44		0:04:22		0:03:57				0:04:13				0:04:14		0:03:52		0:04:21		0:04:40		0:03:51				0:04:11				0:03:53		0:04:33		0:04:36		0:04:37		0:04:17				0:04:23				0:04:32		0:04:59		0:03:58		0:04:37		0:04:27				0:04:30				0:04:32		0:04:57		0:05:15								0:04:54

		Call Handle Time (Avg)		0:06:22				0:05:33		0:05:50		0:06:40		0:06:26		0:05:35				0:06:00				0:05:59		0:05:26		0:06:26		0:06:32		0:05:28				0:05:58				0:05:27		 0:06:24		0:06:31		0:06:20		0:05:59				0:06:04				0:06:28		0:06:59		0:05:41		0:06:15		0:05:55				0:06:15				0:07:09		0:07:37		0:07:48								0:07:31

		Max Agents		3.24				2.39		2.57		2.19		2.78		1.77				2.78				2.70		2.38		2.51		2.52		1.75				2.70				1.75		2.00		2.27		2.42		2.04				2.42				2.80		2.53		2.02		2.43		1.99				2.80				2.83		3		3.24								3.24





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week Mar 7		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week Mar 14		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar				Week Mar21		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		31-Jan

		Calls Received		1026				69		41		37		46		46		0		239				59		33		25		33		52				202				52		42		42		34		52				222				74		45		37		49		25				230				47		41		45								133

		Calls Handled		903				43		34		35		45		44		0		201				53		31		23		28		44				179				45		39		39		33		48				204				59		42		34		43		22				200				42		39		38								118.7484464379

		Calls Abandoned		101				26		7		3		1		1		0		38				5		2		1		4		6				18				5		0		3		1		2				11				11		2		2		5		3				23				4		1		5								10.7410258711

		Abandon %		9.82%				36.13%		16.24%		8.82%		2.31%		2.48%		0.00%		13.20%				9.09%		5.71%		5.44%		13.89%		13.68%				9.56%				11.72%		6.42%		6.63%		3.12%		5.08%				6.59%				19.22%		5.65%		5.52%		11.11%		12.14%				10.73%				10.66%		3.66%		12.75%								9.02%

		Avg Time to Abandon		0:11:37				0:23:39		0:12:47		0:09:25		0:05:25		0:08:15		0:00:00		0:11:54				0:11:49		0:07:23		0:11:52		0:15:23		0:12:16				0:11:44				0:11:27		0:07:13		0:11:28		0:07:30		0:12:02				0:09:56				0:16:37		0:06:46		0:11:45		0:13:51		0:08:53				0:11:34				0:16:07		0:09:24		0:13:22								0:12:57

		Average Wait Time (>5 min)		0:09:00				0:37:24		0:14:30		0:03:28		0:02:09		0:02:32		0:00:00		0:12:00				0:08:13		0:02:15		0:04:26		0:10:52		0:13:39				0:07:53				0:09:55		0:03:22		0:04:45		0:03:09		0:07:40				0:05:46				0:16:32		0:02:55		0:09:16		0:15:14		0:06:44				0:10:08				0:11:11		0:04:51		0:11:34								0:09:12

		Max Wait Time		1:32:13				1:32:13		0:45:18		0:20:47		0:23:29		0:19:06		0:00:00		1:32:13				0:40:03		0:27:22		0:25:53		0:45:48		0:43:51				0:45:48				0:37:10		0:28:26		0:38:09		0:28:44		0:36:02				0:38:09				0:54:26		0:14:44		0:27:52		0:51:21		0:24:11				0:54:26				0:38:17		0:28:02		0:34:56								0:38:17

		Service Level (<95% calls under 5 min)		37.57%				2.51%		11.62%		0.00%		44.91%		37.18%		0.00%		19.24%				47.71%		52.17%		50.91%		35.79%		33.98%				44.11%				18.97%		0.00%		54.64%		65.74%		32.55%				42.98%				24.47%		67.09%		29.05%		43.48%		40.00%				40.82%				38.28%		46.39%		37.45%								40.71%

		Talk Time (Avg)		0:10:09				0:11:48		0:11:42		0:10:04		0:09:11		0:09:12		0:00:00		0:10:23				0:11:16		0:10:02		0:10:59		0:10:32		0:10:34				0:10:40				0:10:08		0:10:10		0:10:12		0:10:21		0:10:46				0:10:19				0:10:27		0:10:23		0:08:40		0:10:16		0:10:17				0:10:00				0:09:04		0:09:58		0:09:12								0:09:24

		Call Handle Time (Avg)		0:17:53				0:18:59		0:18:49		0:17:13		0:16:47		0:17:00		0:00:00		0:17:45				0:19:02		0:17:23		0:18:13		0:18:35		0:18:51				0:18:24				0:17:30		0:17:47		0:17:03		0:18:20		0:18:01				0:17:44				0:18:15		0:19:11		0:16:43		0:18:27		0:17:43				0:18:03				0:17:56		0:17:54		0:16:31								0:17:27

		Percent. calls transferred by front line/General Queue		6.27%				6.42%		5.09%		5.01%		7.02%		7.20%		0.00%		6.15%				7.36%		5.01%		3.91%		4.93%		7.42%				5.72%				6.19%		na		6.52%		5.73%		8.61%				6.76%				8.52%		6.92%		5.56%		7.54%		4.18%				6.54%				6.22%		5.95%		6.35%								6.17%

		Max Agents		27.39				27.39		18.91		18.29		15.12		14.26		0.00		27.39				22.90		7.40		6.21		7.61		8.03				22.90				10.10		19.00		7.65		6.76		7.48				19.00				10.33		7.54		6.72		7.74		5.51				10.33				7.84		14:11:44		7.48								7.84





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week Mar 7		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week Mar 14		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week Mar21		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		31-Jan

		Busy		2				0		0		0		0		0				0				0		0		0		0		0				0				2		0		0		0		0				2				0		0		0		0		0				0				0		0		0								0

		Caller canceled		5				1		0		0		0		0				1				1		0		1		0		0				2				1		0		0		0		0				1				0		0		1		0		0				1				0		0		0								0

		Connected		637				104		49		15		4		13				185				29		8		10		21		35				103				37		32		18		14		26				127				61		8		23		34		19				145				29		12		36								77

		Error		7				3		0		0		0		0				3				3		0		1		0		0				4				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		66				15		1		0		0		0				16				1		0		0		3		6				10				6		3		0		0		2				11				6		0		4		2		1				13				3		6		7								16

		No Response		124				24		5		2		0		4				35				8		1		4		2		8				23				2		12		6		7		5				32				9		0		8		4		5				26				3		5		0								8

		Total Requests		841				147		55		17		4		17				240				42		9		16		26		49				142				48		47		24		21		33				173				76		8		36		40		25				185				35		23		43								101

		% Connected 		79.46%				71%		89%		88%		100%		76%				84.91%				69%		89%		63%		81%		71%				75%				77%		68%		75%		67%		79%				73%				80%		100%		64%		85%		76%				81%				83%		52%		84%								83.72%





		Top Call Drivers		March		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week Mar 7		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week Mar 14		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week Mar21		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week Mar 28		31-Jan

		CC

		1095A Questions		142				21						16						37				21												21								19		20						39				25		20										45																0

		14 Day		58				20		22				16						58																0																0																0																0

		A Referral		253				20				23				28				71				19				21		22						62								26				24				50				25				26				19				70																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		41						21										21												20				20																0																0																0

		Carrier Error Report		73																0										42						42																0										31						31																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		17																0																0																0												17				17																0

		COVID-19 SEP		223								24		20		16				60												16				16				23						19						42						21				22		16				59				22		24										46

		Determination Result		18																0						18										18																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		34										14						14								20								20																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		896				58		54		31		37		60				240				42		37		34		39		43				195				41		39		24		36		24				164				31		44		41		33		37				186				38		29		44								111

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		279																0																0				34				25				33				92				27		24		28								79				32		35		41								108

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1578				55		64		66		55		70				310				70		77		70		67		59				343				59		89		71		67		76				362				56		69		75		82		63				345				61		81		76								218

		How Do I Create an Account?		100						24										24				23		30										53																0																0				23												23

		How Do I Update My Application?		1081				44		41		51		50		47				233				60		44		60		48		46				258				55		41		39		41		44				220				66		49		37		44		40				236				52		36		46								134

		How To Enroll In a Plan?		817				36		35		46		40		21				178				44		29		37		31		36				177				36				53		38		35				162				35		30		31		38		41				175				44		35		46								125

		Income Change		0																0																0																0																0																0

		Income Decrease		59																0						18				21						39																0				20												20																0

		Income Increase		27																0																0				27												27																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		168																0																0				22								20				42						25				25		27				77				25				24								49

		MCRE/Counties		2073				119		102		101		88		95				505				105		110		81		92		91				479				123		96		93		78		75				465				111		89				84		79				363				106		82		73								261

		MNTR		0																0																0																0																0																0

		Multiple changes		43								27								27												16				16																0																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0

		Notice V19		0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		178				22		24										46								19		20						39										33						33																0						22		38								60

		Recon		99																0																0						76										76																0								23								23

		Request to Close Application^		236								27				16				43				23		19		23				21				86								20		19						39								18		23						41						27										27

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		1012				69		41		37		46		33				226				59		33		25		33		52				202				52		42		41		34		52				221				74		45		37		49		25				230				47		41		45								133

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		APTC/CSR Questions		21												5				5																0												6				6				10												10																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		41						11		11								22						13										13								6								6																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status																																																																																		0

		CSR QHP  Status		63																0								8		9						17																0								10		9		9				28						9		9								18

		CSR-Determination Result		72																0												7				7										6		6				12						7		10				6				23				8		10		12								30

		CSR-Status of Enrollment		216				9		18		10		10		8				55				8		12		7				12				39				8						14		9				31				17		13		12		12		13				67				8				16								24

		CSR-Status of Reported Change		38				9				9		6						24				7												7				7												7																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		211				11		10				5		9				35				5		17				8		10				40				7				7		7		17				38				15		16		12		10						53				13		20		12								45

		How Do I Update My Application?		180				11				11		8		7				37				7		10		11		13		9				50				10		17		14		8		8				57						15				10						25						11										11

		How To Enroll In a Plan?		233						14				8		5				27				11				16		14		16				57				12				16		13						41				10		19		14				19				62				14		19		13								46

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		195				32		30		20								82						35		20		14						69						19		5								24																0				20												20

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		10																0																0																0				10												10

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		39																0																0																0										33		6				39																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0

		ARC		0																0																0																0																0

		Assister Manual Account Request		32				8		6										14																0																0						7										7				11

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0

		CSR- QHP Status		315				12		9		14		11		21				67				30		14		19		12		9				84				7		12		23		14		7				63				12		13		12		7		15				59				13		14		15

		CSR-Determination Result		25																0						11						5				16																0								9								9

		CSR-Newborn Status		294				20				11		12		11				54				8		10		8		16		18				60				22		11		15		13		7				68				17		7		8		12		24				68				15		12		17

		CSR-Pending Case		193						12		9		16		12				49				9				16		9						34				19		9		12		7		10				57				15						7		11				33						12		8

		CSR-Public Program Status		1309				72		79		54		66		53				324				64		57		57		64		81				323				77		49		32		41		46				245				62		57		42		50		60				271				68		43		35

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		478				21		20		18		24		27				110				23		30		18		20		19				110				19		17		16		19		22				93				30		13		20		20		18				101				28		19		17

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0

				0																0																0																0																0

		PP		27								27								27																0																0																0

		MCRE		582		 		44		28		74		24		24				194		 		33				24		24		26				107				34		16		26		16		17				109				29		26		16		20		18		 		109		 		26		18		19						 

		Counties		1428		 		75		74				64		71				284		 		72				57		68		65				262				89		80		67		62		58				356				82		63		58		64		61		 		328		 		80		64		54						 













		Top Call Drivers		March

		CC				14800

		MCRE/Counties		2073		14.01%

		How Do I Apply?		1578		10.66%

		How Do I Update My Application?		1081		7.30%

		Transfer to Specialist		1012		6.84%

		Enrollment Status Check		896		6.05%

		How To Enroll In a Plan?		817		5.52%

		Gain of ESI/MEC		279		1.89%

		A Referral		253		1.71%

		Request to Close Application^		236		1.59%

		COVID-19 SEP		223		1.51%

		Public Program Status		178		1.20%

		Lost or will lose employer health care coverage		168		1.14%

		1095A Questions		142		0.96%

		How Do I Create an Account?		100		0.68%

		Recon		99		0.67%

		Carrier Error Report		73		0.49%

		Income Decrease		59		0.40%

		14 Day		58		0.39%

		Multiple changes		43		0.29%

		Caller Hung Up without Speaking		41		0.28%

		Duplicate 1095-A Request^		34		0.23%

		Income Increase		27		0.18%

		Determination Result		18		0.12%

		Close in lieu of Processing Change		17		0.11%



		Broker				2632

		How To Enroll In a Plan?		233		8.85%

		CSR-Status of Enrollment		216		8.21%

		How Do I Apply?		211		8.02%

		Lost or will lose employer health care coverage		195		7.41%

		How Do I Update My Application?		180		6.84%

		CSR-Determination Result		72		2.74%

		CSR QHP  Status		63		2.39%

		COVID-19 SEP		41		1.56%

		Status of Submitted AOR Form		39		1.48%

		CSR-Status of Reported Change		38		1.44%

		APTC/CSR Questions		21		0.80%

		Password Reset/Account Unlock		10		0.38%



		ARC				3928

		CSR-Public Program Status		1309		33.32%

		How Do I Apply?		478		12.17%

		CSR- QHP Status		315		8.02%

		CSR-Newborn Status		294		7.48%

		CSR-Pending Case		193		4.91%

		Assister Manual Account Request		32		0.81%

		CSR-Determination Result		25		0.64%







































Feb 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 31		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week Feb 7		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week Feb 14		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week Feb 21		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		31-Jan

		Calls Received (MNsure)		15874				981		817		751		744		758				4051				859		775		702		675		598				3609						1400		1017		809		808				4034				963		702		810		858		847				4180

		Calls Handled		14357				944		784		722		720		738				3907				783		727		681		649		581				3421						1147		924		778		789				3639				818		634		740		518		679				3390

		Calls Abandoned		652				7		8		5		5		3				29				27		13		18		3		3				65						98		72		20		20				210				114		46		51		na		139				349

		Abandon % (>5%)(Less Short Aban)		4.74%				0.71%		1.01%		0.72%		0.66%		0.40%				0.70%				3.14%		1.73%		2.55%		0.51%		0.46%				1.68%						7.63%		6.07%		2.42%		2.45%				4.64%				10.79%		6.25%		6.24%		20.00%		16.37%				11.93%

		Avg Time to Abandon		0:14:05				0:18:02		0:12:56		0:13:24		0:13:31		0:15:13				0:14:37				0:11:37		0:13:50		0:12:12		0:20:30		0:17:32				0:15:08						0:21:01		0:13:48		0:08:11		0:10:00				0:13:15				0:16:54		0:12:06		0:10:25		0:14:43		0:12:25				0:13:18

		Average Wait Time (>5 min)		0:05:09				0:02:32		0:01:49		0:01:52		0:01:59		0:01:26				0:01:56				0:04:37		0:03:09		0:03:04		0:02:02		0:01:45				0:02:55						0:10:04		0:06:14		0:02:20		0:04:14				0:05:43				0:10:54		0:07:09		0:06:36		0:10:52		0:14:34				0:10:01

		Max Wait Time		1:27:49				0:32:14		0:23:23		0:15:35		0:14:56		0:12:57				0:32:14				0:20:18		0:20:55		0:15:49		0:12:24		0:14:09				0:20:55						1:27:49		0:54:31		0:17:16		0:31:36				1:27:49				0:57:06		0:39:56		0:36:03		0:55:56		1:00:11				1:00:11

		Service Level (<95% calls under 5 min)		75.86%				79.98%		83.42%		80.54%		82.17%		91.52%				83.53%				46.97%		66.34%		96.79%		81.00%		85.59%				75.34%						53.79%		82.02%		91.97%		84.21%				78.00%				75.22%		84.99%		93.72%		4.48%		74.46%				66.57%

		Talk Time (Avg)		0:08:52				0:08:17		0:09:03		0:08:00		0:08:41		0:08:30				0:08:30				0:08:44		0:08:49		0:03:53		0:09:19		0:09:28				0:08:03						0:09:15		0:08:49		0:09:52		0:09:43				0:09:25				0:09:33		0:09:55		0:10:08		0:07:42		0:10:14				0:09:30

		Call Handle Time (Avg)		0:13:16				0:11:45		0:12:58		0:11:26		0:12:07		0:11:49				0:12:01				0:12:16		0:12:16		0:10:45		0:13:38		0:13:52				0:12:33						0:12:49		0:12:55		0:14:56		0:14:33				0:13:48				0:14:38		0:15:33		0:16:07		0:09:45		0:17:16				0:14:40

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		0		na				na

		First Call Resolution %		83.07%				79.50%		81.52%		87.20%		84.97%		83.38%				83.31%				82.33%		85.03%		84.83%		81.02%		81.76%				82.99%						83.85%		82.79%		79.91%		79.29%				81.46%				82.68%		84.08%		85.06%		86.27%		na				84.52%

		Complaints Received		10				0		0		0		0		0				0				2		1		0		0		0				3						4		0		0		0				4				2		0		1		0		0				3

		Complaints Resolved		16				2		1		1		0		0				4				4		1		0		0		0				5						3		1		1		0				5				1		0		1		0		0				2

		Helpline (Transfers from Vendor)		2303				188		181		146		144		157				816				158		138		102		80		78				556						234		99		136		87				556				106		79		115		0		75				375

		Short Abandon (under 60 seconds)		79				5		5		6		6		5				27				8		4		0		3		1				16						13		10		1		0				24				5		0		2		1		4				12

		% of calls answered in under 10 minutes		85.39%				93.87%		92.27%		95.83%		95.24%		97.07%				94.86%				83.99%		88.95%		97.00%		94.37%		94.50%				91.76%						70.73%		85.80%		95.80%		91.73%				86.02%				84.34%		86.70%		94.51%		39.00%		40.03%				68.92%

		Occupany		72.59%				78.91%		77.64%		70.03%		79.61%		80.89%				77.41%				88.14%		82.11%		na		72.95%		61.53%				76.18%						88.72%		86.06%		70.95%		71.94%				79.42%				71.04%		47.34%		53.69%		na		na				57.36%

		Max Agents		29.28				27.79		29.28		26.03		23.23		23.18				29.28				20.31		23.17		19.18		18.59		18.95				23.17						24.83		21.82		24.50		17.41				24.83				16.31		13.65		15.57		na		24.51				24.51





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 31		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week Feb 7		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week Feb 14		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week Feb 21		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		31-Jan

		Calls Received (MNsure)		2693				144		130		131		118		109				632				116		114		124		113		80				547						242		164		154		118				678				178		147		160		178		173				836

		Calls Handled		2644				135		129		128		117		106				615				116		113		124		113		80				546						238		159		153		118				668				170		146		160		176		163				815

		Calls Abandoned		36				8		1		1		0		2				12				0		1		0		0		0				1						4		2		1		0				7				7		1		0		0		8				16

		Abandon % (>5%)(Less Short Aban)		1.23%				5.56%		0.77%		0.76%		0.00%		1.83%				1.78%				0.00%		0.88%		0.00%		0.00%		0.00%				0.18%						1.65%		1.22%		0.65%		0.00%				0.88%				3.93%		0.68%		0.00%		1.12%		4.62%				2.07%

		Avg Time to Abandon		0:00:59				0:02:55		0:01:02		0:01:07		0:00:00		0:00:38				0:01:08				0:00:00		0:00:30		0:00:00		0:00:00		0:00:00				0:00:06						0:00:58		0:04:35		0:00:40		0:00:00				0:01:33				0:01:45		0:00:38		0:00:00		0:00:00		0:02:23				0:01:11

		Average Wait Time (>5 min)		0:00:25				0:01:24		0:00:06		0:00:09		0:00:11		0:00:09				0:00:23				0:00:09		0:00:16		0:00:10		0:00:12		0:00:04				0:00:10						0:00:27		0:00:13		0:00:20		0:00:05				0:00:16				0:01:04		0:00:16		0:00:27		0:00:25		0:02:03				0:00:51

		Max Wait Time		0:11:00				0:11:00		0:03:43		0:02:45		0:03:34		0:04:03				0:11:00				0:04:40		0:10:41		0:03:11		0:05:04		0:04:22				0:10:41						0:10:10		0:06:42		0:07:29		0:03:00				0:10:10				0:08:35		0:03:15		0:05:53		0:05:54		0:10:17				0:10:17

		Service Level (<95% calls under 5 min)		87.13%				72.22%		96.15%		91.60%		90.68%		94.44%				89.02%				95.69%		94.74%		92.74%		94.69%		98.75%				95.32%						82.64%		90.24%		90.26%		96.61%				89.94%				65.73%		85.71%		81.88%		85.39%		52.60%				74.26%

		Talk Time (Avg)		0:08:03				0:08:34		0:08:29		0:08:35		0:07:54		0:08:26				0:08:23				0:07:07		0:08:07		0:06:34		0:08:12		0:09:30				0:07:54						0:07:59		0:08:36		0:08:04		0:08:33				0:08:18				0:07:52		0:06:50		0:07:13		0:08:10		0:08:15				0:07:40

		Call Handle Time (Avg)		0:11:38				0:12:17		0:12:15		0:11:59		0:11:40		0:12:19				0:12:06				0:10:53		0:11:50		0:10:25		0:11:47		0:12:32				0:11:29						0:11:54		0:11:40		0:11:34		0:12:17				0:11:51				0:11:38		0:10:38		0:10:42		0:11:12		0:11:30				0:11:08

		Max Agents		6.65				3.69		3.51		3.41		3.03		2.93				3.69				2.81		2.97		2.87		2.96		2.23				2.97						6.65		4.35		3.93		3.22				6.65				4.40		3.45		3.80		5.00		4.92				5.00





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 31		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week Feb 7		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week Feb 14		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week Feb 21		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		31-Jan

		Calls Received (MNsure)		3720				189		226		212		197		152				976				185		200		175		191		170				921						250		236		214		177				877				192		208		195		199		152				946

		Calls Handled		3515				187		218		202		191		150				948				184		193		171		167		162				877						228		216		192		169				805				173		191		182		195		144				885

		Calls Abandoned		191				2		7		7		6		1				23				1		7		4		24		6				42						22		20		22		8				72				19		16		11		0		8				54

		Abandon % (>5%)(Less Short Aban)		5.21%				1.06%		3.10%		3.30%		3.05%		0.66%				2.23%				0.54%		3.50%		2.29%		12.57%		3.53%				4.49%						8.80%		8.47%		10.28%		4.52%				8.02%				9.90%		7.69%		5.64%		2.01%		5.26%				6.10%

		Avg Time to Abandon		0:03:29				0:00:58		0:03:11		0:01:50		0:01:43		0:01:49				0:01:54				0:00:18		0:01:44		0:02:57		0:03:42		0:03:43				0:02:28						0:09:11		0:04:46		0:04:02		0:02:35				0:05:08				0:05:02		0:03:30		0:05:30		0:00:00		0:03:50				0:04:28

		Average Wait Time (>5 min)		0:02:16				0:01:29		0:01:23		0:02:14		0:02:15		0:00:38				0:01:35				0:00:12		0:00:49		0:00:58		0:02:13		0:00:31				0:00:56						0:05:20		0:03:19		0:03:48		0:01:31				0:03:29				0:04:50		0:03:34		0:03:59		0:01:36		0:01:30				0:03:05

		Max Wait Time		0:37:13				0:17:50		0:09:39		0:15:49		0:18:24		0:06:29				0:18:24				0:04:00		0:06:49		0:09:57		0:16:38		0:08:38				0:16:38						0:26:53		0:17:55		0:18:31		0:12:50				0:26:53				0:37:13		0:14:07		0:16:47		0:11:56		0:08:52				0:37:13

		Service Level (<95% calls under 5 min)		53.73%				69.31%		60.62%		49.53%		51.27%		73.68%				60.88%				89.73%		63.50%		77.71%		45.55%		79.41%				71.18%						24.40%		40.68%		35.98%		50.28%				37.84%				33.85%		38.94%		30.93%		58.29%		63.16%				45.03%

		Talk Time (Avg)		0:04:17				0:04:44		0:04:52		0:04:15		0:03:52		0:03:52				0:04:19				0:04:07		0:04:32		0:03:59		0:05:01		0:04:16				0:04:23						0:04:20		0:04:30		0:04:24		0:03:39				0:04:13				0:04:18		0:03:58		0:04:44		0:04:15		0:04:04				0:04:15

		Call Handle Time (Avg)		0:06:12				0:07:20		0:07:20		0:06:44		0:05:54		0:06:32				0:06:46				0:06:36		0:06:41		0:05:11		0:06:38		0:05:54				0:06:12						0:06:02		0:06:16		0:06:08		0:05:33				0:05:59				0:05:55		0:05:37		0:06:21		0:05:47		0:05:39				0:05:51

		Max Agents		3.56				3.05		3.56		3.02		2.51		2.18				3.56				2.70		2.87		1.97		2.46		2.13				2.87						3.06		3.01		2.62		2.08				3.06				2.27		2.39		2.23		3.00		1.81				3.00





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 31		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week Feb 7		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week Feb 14		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week Feb 21		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		31-Jan

		Calls Received		2585				188		181		146		144		157				816				158		138		102		80		78				556						234		208		316		87				845				106		72		115		na		75				368

		Calls Handled		2326				183		174		143		141		153				795				150		132		99		79		76				536						156		166		296		87				704				79		54		104		na		54				290

		Calls Abandoned		36				2		4		1		1		0				7				4		3		1		1		0				8						67		21		0		3				91				-3		8		-9		0		-67				-71

		Abandon %		8.51%				1.10%		2.09%		0.38%		0.75%		0.00%				0.86%				2.54%		1.87%		1.08%		0.67%		0.35%				1.30%						28.51%		21.00%		5.06%		5.52%				15.02%				20.42%		12.24%		7.68%		na		27.06%				16.85%

		Avg Time to Abandon		0:10:30				0:12:16		0:05:59		0:09:08		0:04:52		0:00:00				0:06:27				0:09:19		0:09:21		0:07:07		0:06:30		0:09:51				0:08:25						0:22:47		0:13:39		0:07:23		0:08:45				0:13:08				0:17:02		0:12:06		0:10:24		na		0:16:26				0:13:59

		Average Wait Time (>5 min)		0:09:07				0:03:30		0:03:04		0:01:21		0:01:59		0:01:11				0:02:13				0:02:23		0:01:40		0:00:13		0:01:33		0:01:00				0:01:21						0:35:18		0:19:29		0:04:29		0:06:56				0:16:33				0:19:00		0:11:14		0:08:29		na		0:26:46				0:16:22

		Max Wait Time		1:27:49				0:32:14		0:23:23		0:15:35		0:14:56		0:12:57				0:32:14				0:20:18		0:20:55		0:09:30		0:11:17		0:10:48				0:20:55						1:27:49		0:54:31		0:17:16		0:31:36				1:27:49				0:57:06		0:39:56		0:36:03		na		1:00:11				1:00:11

		Service Level (<95% calls under 5 min)		47.00%				65.56%		60.78%		66.92%		63.67%		75.85%				66.56%				60.97%		77.53%		93.55%		68.35%		74.30%				74.94%						6.57%		11.83%		41.67%		44.12%				26.05%				29.02%		20.55%		24.19%		0.00%		8.11%				20.47%

		Talk Time (Avg)		0:11:25				0:11:43		0:11:07		0:10:21		0:12:12		0:11:47				0:11:26				0:10:24		0:12:00		0:10:31		0:11:03		0:11:50				0:11:09						0:13:14		0:11:28		0:12:09		0:11:48				0:12:09				0:11:01		0:11:07		0:10:51		na		0:10:52				0:10:57

		Call Handle Time (Avg)		0:19:33				0:20:21		0:19:27		0:19:10		0:20:22		0:20:34				0:19:58				0:18:26		0:19:56		0:17:58		0:19:37		0:19:57				0:19:10						0:21:04		0:20:28		0:21:16		0:19:41				0:20:37				0:18:46		0:18:52		0:18:28		na		0:17:41				0:18:26

		Percent. calls transferred by vendor		17.33%				4:35:57		5:19:01		4:39:56		4:38:42		4:58:15				20.17%				4:24:51		4:16:24		3:29:13		2:50:40		3:07:49				3:37:48						5:08:51		4:54:30		9:22:28		2:35:02				5:30:13				2:38:30		2:27:41		3:24:26		na		2:07:30				2:39:32

		Max Agents		24.13				16.04		13.96		11.15		11.85		11.88				16.04				12.41		11.38		10.82		12.72		12.47				12.72						24.13		20.43		17.84		18.69				24.13				21.96		19.80		23.39		na		16.58				23.39





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 31		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week Feb 7		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week Feb 14		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week Feb 21		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		31-Jan

		Busy		2				0		0		0		0		0				0				0		0		0		0		0				0						0		1		0		0				1				0		0		0		na		1				1

		Caller canceled		7				0		0		0		0		0				0				0		0		0		0		1				1						2		0		0		0				2				0		3		1		na		0				4

		Connected		946				26		21		4		13		7				71				28		8		1		13		4				54						202		114		35		47				398				157		120		90		na		56				423

		Error		29				0		0		0		0		0				0				0		0		0		0		0				0						4		2		0		3				9				10		9		0		na		1				20

		Invalid Number		4				0		0		0		0		0				0				0		1		0		0		0				1						2		1		0		0				3				0		0		0		na		0				0

		No Answer		101				4		2		0		0		0				6				0		0		0		0		0				0						33		16		3		3				55				17		12		8		na		3				40

		No Response		158				3		3		0		0		0				6				6		0		0		1		2				9						35		14		11		4				64				36		16		15		na		12				79

		Total Requests		1247				33		26		4		13		7				83				34		9		1		14		7				65						278		148		49		57				532				220		160		114		na		73				567

		% Connected 		81.89%				79%		81%		100%		100%		100%				91.91%				82%		89%		100%		93%		57%				84%						73%		77%		71%		82%				76%				71%		75%		79%		na		77%				76%																ERROR:#DIV/0!





		Top Call Drivers		February		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week Jan 31		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week Feb 7		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week Feb 14		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week Feb 21		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week Feb 28		31-Jan

		CC

		1095A Questions		77												22				22				25												25																0				30												30																0

		14 Day		57				31		26										57																0																0																0																0

		A Referral		189																0								21				20				41						40				25						65				26		32		25								83																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		74								29								29								22								22																0				23												23																0

		Carrier Error Report		26																0																0												26				26																0																0

		Checking on Status of Reported Change		216				32				26								58				21		22										43						33		30		25		27				115																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		119																0																0								29								29						24		34				32				90																0

		CRM Contact Merge		20																0						20										20																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		92						22						22				44								28		20						48																0																0																0

		Disable Account Request		263				30				23				22				75				26		26		20		20						92								32		40						72				24												24																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		1094				69		58		68		70		85				350				118		64		67		56		40				345						77		52		37		47				213				64		27		43				52				186																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		113																0																0								27				24				51								29				33				62																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1572				104		99		87		75		84				449				73		91		78		100		50				392						116		111		85		99				411				86		68		97				69				320																0

		How Do I Create an Account?		34				34												34																0																0																0																0

		How Do I Update My Application?		633						32		29		35		33				129				39		33		39		35		31				177						63		48		1		29				141				59		42		45				40				186																0

		How To Enroll In a Plan?		902				64		56		42		46		49				257				37		45		44		48		32				206						94		70		52		35				251				66		39		38				45				188																0

		Income Change		0																0																0																0																0																0

		Income Decrease		113				34		25										59				21												21																0						33										33																0

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		167						26		22								48								23		33		33				89																0												30				30																0

		MCRE/Counties		2085				149		111		117		118		95				590				135		128		115		109		122				609						140		133		102		117				492				115		90		119				70				394																0

		MNTR		0																0																0																0																0																0

		Multiple changes		41																0												18				18										23						23																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		128																0												65				65						63										63																0																0

		Public Program Status		27																0						27										27																0																0																0

		Recon		184						54										54												19				19						40						29				69						21						21				42																0

		Request to Close Application^		328				36				22								58				22		21				22						65						33		30		28		31				122				35		27		21								83																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		57										28		29				57																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		75																0																0																0												75				75																0

																				0																0																0																0																0

		Broker																		0																0																0																0																0

		APTC/CSR Questions		7				7												7																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		11																0																0																0						11										11																0

		CSR Consumer not present		8				8												8																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		33																0								13								13												6				6								14								14																0

		CSR-Determination Result		31																0												5				5								14								14												12				12																0

		CSR-Status of Enrollment		285				14		20		25		11		18				88				19		17				20		12				68						28		14		11		10				63				24		12		15				15				66																0

		CSR-Status of Reported Change		127				8		10		16		8						42				11		10				8		9				38						14		17				6				37				10												10																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of SEP														6

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Notice														6

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		13				13												13																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		10																0								10								10																0																0																0

		How Do I Apply?		99						9		9								18				8		8		10		9						35						15				13		7				35						11										11																0

		How Do I Update My Application?		113								11		10						21										8						8						16				13						29				12		16		15				12				55																0

		How To Enroll In a Plan?		209						8		9		14		8				39				9		9		12		7		9				46						31		16		19		8				74				18				16				16				50																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		150										7		6				13				23		13		27				5				68										13						13				19		11		15				11				56																0

		Lost or will lose other health care coverage		8						8										8																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		11																0																0								11								11																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC		0																0																0																0																0																0

		Assister Manual Account Request		11																0						11										11																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		279				27		24				13						64				20		15		13		14		12				74						21		19		18		17				75				19		13		25				9				66																0

		CSR-Determination Result		182				18		25		33		26		37				139				31												31																0				12												12																0

		CSR-Newborn Status		296				14		17		32		11		6				80				26		19		24		8		12				89						14		22		16		19				71				9		24		15				8				56																0

		CSR-Pending Case		94												7				7								8				6				14						12		10		7		13				42						9		14				8				31																0

		CSR-Public Program Status		1108				64		52		58		61		36				271				67		63		67		49		66				312						84		94		63		48				289				42		68		78				48				236																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		382				14		25		22		21		15				97				15		16		19		14		18				82						27		24		24		21				96				12		27		48				20				107																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		27								19								19										8						8																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP		0																0																0																0																0																0

		MCRE		612		 		38		26		117		32		23				236		 				32		35		29		28				124						40		41		30		40				151				30		25		33				13		 		101		 												 		0

		Counties		1425		 		111		85		87		86		72				441		 				96		80		80		94				350						100		92		72		77				341				85		65		86				57		 		293		 												 		0



		Top Call Drivers		February

		CC				14357

		MCRE/Counties		2085		14.52%

		How Do I Apply?		1572		10.95%

		Enrollment Status Check		1094		7.62%

		How To Enroll In a Plan?		902		6.28%

		How Do I Update My Application?		633		4.41%

		Request to Close Application^		328		2.28%

		Disable Account Request		263		1.83%

		Checking on Status of Reported Change		216		1.50%

		A Referral		189		1.32%

		Recon		184		1.28%

		Lost or will lose employer health care coverage		167		1.16%

		PO box initiave Ph 2		128		0.89%

		COVID-19 SEP		119		0.83%

		Gain of ESI/MEC		113		0.79%

		Income Decrease		113		0.79%

		Directed to Submit Verifications		92		0.64%

		1095A Questions		77		0.54%

		Caller Hung Up without Speaking		74		0.52%

		14 Day		57		0.40%

		Multiple changes		41		0.29%

		How Do I Create an Account?		34		0.24%

		Public Program Status		27		0.19%

		Carrier Error Report		26		0.18%

		CRM Contact Merge		20		0.14%





		Broker				2644

		CSR-Status of Enrollment		285		10.78%

		How To Enroll In a Plan?		209		7.90%

		Lost or will lose employer health care coverage		150		5.67%

		CSR-Status of Reported Change		127		4.80%

		How Do I Update My Application?		113		4.27%

		How Do I Apply?		99		3.74%

		CSR QHP  Status		33		1.25%

		CSR-Determination Result		31		1.17%

		Gain of ESI/MEC		13		0.49%

		COVID-19 SEP		11		0.42%

		Password Reset/Account Unlock		11		0.42%

		Good Faith		10		0.38%

		CSR Consumer not present		8		0.30%

		Lost or will lose other health care coverage		8		0.30%

		APTC/CSR Questions		7		0.26%





		ARC				3515

		CSR-Public Program Status		1108		31.52%

		How Do I Apply?		382		10.87%

		CSR-Newborn Status		296		8.42%

		CSR- QHP Status		279		7.94%

		CSR-Determination Result		182		5.18%

		CSR-Pending Case		94		2.67%

		Prospect/Pending case		27		0.77%

		Assister Manual Account Request		11		0.31%

























































Jan 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week Jan 3		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week Jan 10		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week Jan 17		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week Jan 24		31-Jan

		Calls Received (MNsure)		19591																				1449		1191		945		1030		906				5521				1071		1016		870		880		869				4706						1514		1014		1012		988				4528				1152		905		894		911		974		0		4836

		Calls Handled		19006																				1415		1164		943		1019		900				5441				1059		968		859		860		864				4610						1420		978		952		968				4319				1115		869		865		895		892		0		4636

		Calls Abandoned		192																				0		0		2		6		3				11				5		20		6		8		2				41						31		20		19		2				72				13		7		9		6		34		0		68

		Abandon % (>5%)(Less Short Aban)		0.96%																				0.00%		0.00%		0.24%		0.52%		0.30%				0.21%				0.45%		1.98%		0.67%		0.82%		0.18%				0.82%						1.92%		1.73%		1.90%		0.21%				1.44%				1.10%		0.75%		1.04%		0.58%		3.48%		0.00%		1.39%

		Avg Time to Abandon		0:08:05																				0:00:00		0:00:00		0:09:10		0:10:55		0:09:49				0:05:58				0:03:13		0:08:33		0:07:52		0:05:49		0:09:38				0:07:01						0:08:21		0:10:15		0:11:04		0:03:28				0:08:17				0:10:29		0:15:31		0:11:56		0:06:59		0:10:31		0:00:00		0:11:05

		Average Wait Time (>5 min)		0:01:36																				0:01:22		0:01:29		0:00:11		0:00:21		0:00:13				0:00:43				0:00:14		0:02:35		0:00:54		0:01:00		0:00:21				0:01:01						0:03:13		0:02:53		0:02:11		0:01:06				0:02:21				0:02:37		0:02:23		0:02:00		0:00:41		0:03:46		0:00:00		0:02:17

		Max Wait Time		0:39:24																				0:07:38		0:08:45		0:24:54		0:23:02		0:11:40				0:24:54				0:08:06		0:29:58		0:39:24		0:27:01		0:16:38				0:39:24						0:25:13		0:27:14		0:25:08		0:15:13				0:27:14				0:31:34		0:19:03		0:20:38		0:21:38		0:30:59		0:00:00		0:31:34

		Service Level (<95% calls under 5 min)		87.10%																				91.99%		92.70%		95.58%		97.03%		98.16%				95.09%				98.37%		74.51%		91.99%		93.72%		98.18%				91.36%						70.05%		88.71%		79.56%		93.51%				82.96%				77.60%		77.71%		82.65%		95.35%		61.72%		0.00%		79.00%

		Talk Time (Avg)		0:08:22																				0:07:30		0:08:18		0:08:27		0:08:28		0:08:28				0:08:14				0:08:31		0:08:25		0:08:53		0:08:34		0:08:08				0:08:30						0:08:17		0:08:41		0:08:05		0:07:58				0:08:15				0:08:37		0:08:40		0:08:30		0:08:10		0:08:27		0:00:00		0:08:29

		Call Handle Time (Avg)		0:11:43																				0:10:12		0:10:51		0:11:34		0:11:36		0:11:46				0:11:12				0:12:00		0:11:27		0:12:02		0:11:58		0:11:40				0:11:49						0:12:02		0:12:40		0:11:36		0:11:02				0:11:50				0:12:15		0:12:18		0:11:44		0:11:31		0:12:10		0:00:00		0:12:00

		Transfer Out		na																				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na		0		na

		First Call Resolution %		82.39%																				79.70%		79.66%		80.79%		83.59%		83.43%				81.44%				84.96%		82.61%		82.73%		80.28%		83.40%				82.80%						81.34%		81.53%		84.43%		84.54%				82.96%				81.53%		82.42%		83.62%		82.67%		81.69%		0.00%		82.39%

		Complaints Received		8																				0		2		0		0		1				3				2		0		0		0		1				3						0		1		1		0				2				0		0		0		0		0		0		0

		Complaints Resolved		14																				0		2		0		0		1				3				2		0		0		4		1				7						0		1		1		0				2				0		0		1		1		0		0		2

		Helpline (Transfers from Vendor)		3731																				438		369		222		181		167				1377				195		181		145		155		130				806						242		164		152		157				715				177		177		146		161		172		0		833

		Short Abandon (under 60 seconds)		90																				11		9		0		0		0				20				3		6		0		2		1				12						17		0		10		3				30				7		4		4		2		11		0		28

		% of calls answered in under 10 minutes		94.61%																				97.65%		97.73%		97.71%		98.23%		98.74%				98.01%				98.84%		92.41%		95.34%		95.07%		98.82%				96.10%						89.53%		91.70%		92.58%		97.51%				92.83%				92.96%		89.70%		93.42%		97.09%		84.41%		0.00%		91.52%

		Occupany		2014.43%																				84.34%		91.40%		52.40%		61.59%		56.14%				69.17%				65.67%		70.57%		64.76%		70.51%		71.24%				68.55%						88.43%		81.39%		85.14%		85.76%				85.18%				8291.91%		7378.12%		7742.45%		7700.62%		8061.00%		0.00%		7834.82%

		Max Agents		50.33																				44.68		39.75		50.33		45.95		41.36				50.33				40.71		34.06		33.87		29.44		27.95				40.71						39.06		31.00		27.71		25.01				39.06				32.17		30.79		27.32		26.38		25.96		0.00		32.17





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week Jan 3		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week Jan 10		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week Jan 17		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week Jan 24		31-Jan

		Calls Received (MNsure)		3180																				151		179		150		158		163				801				188		186		162		140		131				807						231		186		159		172				748				181		163		131		157		192				824

		Calls Handled		3079																				150		178		149		155		162				794				187		169		157		137		130				780						207		176		155		165				703				177		160		130		152		183				802

		Calls Abandoned		92																				1		1		0		3		1				6				1		16		5		0		1				23						23		9		4		7				43				4		2		1		5		8				20

		Abandon % (>5%)(Less Short Aban)		2.75%																				0.66%		0.56%		0.00%		1.90%		0.61%				0.75%				0.53%		8.60%		3.09%		0.00%		0.76%				2.60%						9.96%		4.84%		2.52%		4.07%				5.35%				2.21%		1.23%		0.76%		3.18%		4.17%				2.31%

		Avg Time to Abandon		0:02:24																				0:03:42		0:02:50		0:00:00		0:01:34		0:00:24				0:01:42				0:05:06		0:02:23		0:03:29		0:00:00		0:01:49				0:02:33						0:03:56		0:02:10		0:01:33		0:01:22				0:02:15				0:04:12		0:06:56		0:00:35		0:02:52		0:01:05				0:03:08

		Average Wait Time (>5 min)		0:00:46																				0:00:24		0:00:46		0:00:13		0:00:32		0:01:26				0:00:40				0:00:11		0:01:05		0:00:29		0:00:06		0:00:16				0:00:25						0:03:07		0:00:59		0:00:26		0:00:58				0:01:22				0:00:41		0:00:37		0:00:29		0:00:30		0:00:46				0:00:36

		Max Wait Time		0:21:35																				0:06:24		0:10:53		0:03:23		0:10:30		0:08:45				0:10:53				0:05:41		0:08:30		0:07:00		0:02:29		0:04:50				0:08:30						0:21:35		0:08:34		0:07:04		0:07:56				0:21:35				0:09:46		0:12:28		0:06:28		0:16:34		0:07:59				0:16:34

		Service Level (<95% calls under 5 min)		78.42%																				86.09%		84.36%		87.33%		85.44%		67.48%				82.14%				92.55%		67.20%		80.25%		95.71%		87.79%				84.70%						33.77%		65.59%		81.13%		72.09%				63.15%				77.90%		85.28%		86.26%		89.81%		79.17%				83.68%

		Talk Time (Avg)		0:08:20																				0:07:21		0:07:58		0:09:14		0:08:28		0:08:15				0:08:15				0:07:38		0:08:29		0:08:10		0:07:40		0:08:38				0:08:07						0:08:49		0:07:56		0:09:12		0:08:37				0:08:38				0:08:23		0:07:59		0:08:22		0:08:50		0:08:14				0:08:21

		Call Handle Time (Avg)		0:12:07																				0:11:25		0:11:33		0:13:09		0:11:56		0:12:28				0:12:06				0:11:09		0:12:06		0:11:52		0:12:00		0:12:24				0:11:54						0:12:50		0:12:06		0:13:03		0:12:23				0:12:35				0:12:21		0:11:23		0:11:30		0:12:20		0:12:03				0:11:55

		Max Agents		5.90																				3.81		4.57		4.36		4.11		4.49				4.57				4.64		4.55		4.14		3.65		3.58				4.64						5.90		4.73		4.49		4.54				5.90				4.86		4		3.32		4.17		4.90				4.90





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week Jan 3		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week Jan 10		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week Jan 17		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week Jan 24		31-Jan

		Calls Received (MNsure)		4053																				224		215		211		228		192				1070				235		170		249		199		211				1064						234		242		213		182				871				250		233		223		175		167				1048

		Calls Handled		3859																				216		206		208		216		183				1029				226		168		238		194		193				1019						210		217		196		170				793				243		223		215		173		164				1018

		Calls Abandoned		191																				8		9		3		12		8				40				9		1		11		5		18				44						24		25		17		12				78				7		10		8		1		3				29

		Abandon % (>5%)(Less Short Aban)		4.77%																				3.57%		4.19%		1.42%		5.26%		4.17%				3.72%				3.83%		0.59%		4.42%		2.51%		8.53%				3.98%						10.26%		10.33%		7.98%		6.59%				8.79%				2.80%		4.29%		3.59%		0.57%		1.80%				2.61%

		Avg Time to Abandon		0:03:02																				0:03:05		0:03:30		0:01:47		0:03:22		0:03:47				0:03:06				0:02:03		0:02:02		0:02:34		0:02:14		0:04:56				0:02:45						0:05:05		0:03:04		0:02:48		0:03:29				0:03:36				0:02:44		0:02:21		0:02:27		0:02:18		0:03:31				0:02:40

		Average Wait Time (>5 min)		0:02:09																				0:02:46		0:01:51		0:00:44		0:03:53		0:01:06				0:02:04				0:00:35		0:00:28		0:01:49		0:01:32		0:03:44				0:01:37						0:04:07		0:03:43		0:01:48		0:02:09				0:02:56				0:02:19		0:02:55		0:02:45		0:01:03		0:00:47				0:01:57

		Max Wait Time		0:19:25																				0:11:59		0:12:23		0:07:28		0:16:29		0:08:34				0:16:29				0:05:29		0:05:56		0:12:50		0:10:32		0:19:25				0:19:25						0:16:29		0:14:16		0:17:23		0:13:45				0:17:23				0:13:09		0:18:52		0:12:15		0:08:13		0:09:35				0:18:52

		Service Level (<95% calls under 5 min)		54.11%																				39.73%		60.93%		75.36%		37.72%		64.06%				55.56%				74.04%		81.76%		57.83%		65.33%		40.28%				63.85%						28.63%		29.34%		53.52%		54.95%				41.61%				48.00%		42.92%		42.15%		66.29%		77.84%				55.44%

		Talk Time (Avg)		0:04:40																				0:05:19		0:04:41		0:04:36		0:05:12		0:04:42				0:04:54				0:04:18		0:04:27		0:04:27		0:04:44		0:05:22				0:04:39						0:04:13		0:04:50		0:04:27		0:04:55				0:04:36				0:04:29		0:04:40		0:04:54		0:04:14		0:04:26				0:04:32

		Call Handle Time (Avg)		0:07:11																				0:07:58		0:06:54		0:07:44		0:07:43		0:07:11				0:07:30				0:06:49		0:06:59		0:06:51		0:07:13		0:08:28				0:07:16						0:06:32		0:06:44		0:06:33		0:07:50				0:06:54				0:07:08		0:07:13		0:07:26		0:06:43		0:06:47				0:07:03

		Max Agents		3.86																				3.82		3.16		3.57		3.71		2.92				3.82				3.43		2.61		3.63		3.11		3.63				3.63						3.05		3.25		2.85		2.96				3.25				3.86		4		3.55		2.59		2.48				3.86





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week Jan 3		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week Jan 10		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week Jan 17		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week Jan 24		31-Jan

		Calls Received		3731																				438		369		222		181		167		0		1377				195		181		145		155		130				806						242		164		152		157				715				177		177		146		161		172				833

		Calls Handled		3501																				428		352		215		167		160		0		1322				187		166		136		143		128				760						206		140		139		151				635				168		170		138		151		157				784

		Calls Abandoned		141																				5		12		7		7		3		0		34				5		12		7		7		1				32						22		12		8		2				44				5		4		6		5		10				31

		Abandon %		3.99%																				1.14%		3.25%		3.02%		4.04%		1.90%		0.00%		2.67%				2.59%		6.38%		4.73%		4.78%		1.07%				3.91%						8.94%		7.61%		5.00%		1.23%				5.70%				2.99%		2.37%		3.83%		3.40%		5.87%				3.69%

		Avg Time to Abandon		0:07:12																				0:12:06		0:03:48		0:09:10		0:10:55		0:09:49		0:00:00		0:09:09				0:03:13		0:03:34		0:07:52		0:05:49		0:09:38				0:06:01						0:05:29		0:07:08		0:07:28		0:03:28				0:05:53				0:09:08		0:05:19		0:08:26		0:06:59		0:08:51				0:07:44

		Average Wait Time (>5 min)		0:03:25																				0:01:55		0:03:14		0:02:16		0:01:45		0:00:59		0:00:00		0:02:01				0:00:31		0:03:28		0:05:09		0:03:37		0:01:09				0:02:46						0:07:33		0:06:50		0:02:31		0:01:17				0:04:32				0:04:52		0:03:31		0:03:57		0:02:18		0:06:56				0:04:18

		Max Wait Time		0:39:24																				0:21:04		0:23:44		0:24:54		0:23:02		0:11:40		0:00:00		0:24:54				0:08:06		0:29:58		0:39:24		0:27:01		0:16:38				0:39:24						0:25:13		0:27:14		0:25:08		0:15:13				0:27:14				0:31:34		0:19:03		0:20:38		0:21:38		0:30:59				0:31:34

		Service Level (<95% calls under 5 min)		56.81%																				78.62%		47.15%		69.13%		65.73%		78.34%		0.00%		67.79%				80.47%		63.41%		43.07%		57.51%		78.49%				64.59%						15.68%		26.15%		60.29%		72.39%				43.63%				54.50%		52.99%		53.50%		56.43%		38.64%				51.21%

		Talk Time (Avg)		0:11:45																				0:12:29		0:12:15		0:12:32		0:11:34		0:11:14		0:00:00		0:12:00				0:12:11		0:11:55		0:11:36		0:11:50		0:11:29				0:11:48						0:10:57		0:11:22		0:11:26		0:12:15				0:11:30				0:12:25		0:11:11		0:12:00		0:11:18		0:11:48				0:11:44

		Call Handle Time (Avg)		0:20:27																				0:20:51		0:20:47		0:20:43		0:19:42		0:19:08		0:00:00		0:20:14				0:20:20		0:19:59		0:20:03		0:19:49		0:20:55				0:20:13						0:20:49		0:20:42		0:20:27		0:20:01				0:20:29				0:21:07		0:19:52		0:21:20		0:20:54		0:21:05				0:20:51

		Percent. calls transferred by vendor		19%																				30%		31%		23%		18%		18%		0%		24%				18%		18%		17%		18%		15%				17%						16%		16%		15%		16%				16%				15%		20%		16%		18%		18%				17%

		Max Agents		20.66																				19.92		16.25		13.29		13.00		12.87		0.00		19.92				16.80		13.36		11.49		12.76		12.82				16.80						20.66		15.45		14.13		13.92				20.66				18.02		14.30		12.93		14.16		15.36				18.02

										0		0		0		0		0



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week Jan 3		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week Jan 10		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week Jan 17		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week Jan 24		31-Jan

		Busy		349																				1		0		0		0		0		0		1				0		0		0		0		0				0						87		87		87		87				348				0		0		0		0		0				0

		Caller canceled		6																				0		0		0		0		0		0		0				0		0		0		0		1				1						1		1		0		0				2				1		1		0		0		1				3

		Connected		551																				21		26		22		17		11		0		97				3		16		38		27		10				94						79		49		21		10				159				43		42		37		21		58				201

		Error		45																				0		0		0		0		0		0		0				0		1		2		2		1				6						14		13		8		3				38				1		0		0		0		0				1

		Invalid Number		1																				0		0		0		0		0		0		0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		1				1

		No Answer		35																				2		0		2		1		1		0		6				3		3		4		3		0				13						3		6		0		0				9				0		3		0		1		3				7

		No Response		73																				2		0		2		3		0		0		7				0		1		5		3		1				10						4		15		2		0				21				3		9		1		12		10				35

		Total Requests		1060																				26		26		26		21		12		0		111				6		21		49		35		13				124						188		171		118		100				577				48		55		38		34		73				248

		% Connected 		66.17%																				81%		100%		85%		81%		92%		0%		88%				50%		76%		78%		77%		77%				72%						42%		29%		18%		10%				25%				90%		76%		97%		62%		79%				80.91%





		Top Call Drivers		January		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week Jan 3		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week Jan 10		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week Jan 17		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week Jan 24		31-Jan

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		204																0				39				34		23						96				25				27		25						77																0												31				31

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		461																0						39				28		24				91				33		35		32		24						124						58				25		27				110				51		32				21		32				136

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		147																0				41												41						24						26				50																0								29				27				56

		Disable Account Request		353																0				47		29		38		24						138				28		22				22						72						47		35		26						108						35										35

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		1863																0				135		120		103		123		116				597				115		91		70		100		79				455						120		93		101		84				398				108		58		87		79		81				413

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		314																0																0				31								36				67						35		45		31		37				148						27				29		43				99

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1780																0				127		116		98		104		92				537				90		69		74		84		81				398						127		90		100		62				379				92		101		95		95		83				466

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		717																0				53		37		42		32		55				219				43		34		35		36		38				186						59		38		33		36				166				41		28		37		40						146

		How To Enroll In a Plan?		1010																0				69		50		44		44		59				266				75		61		47		62		40				285						60		38		51		56				205				48		50		45		62		49				254

		Income Change		0																0																0																0																0																0

		Income Decrease		378																0				44		36		37								117				30		28		25		22		24				129						41						25				66				39								27				66

		Income Increase		51																0																0																0								29				22				51																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		227																0												27				27																0								26		39						65				33		41		31		30						135

		MCRE/Counties		2917																0				225		174		155		177		116				847				152		130		150		124		132				688						205		135		128		132				600				173		159		151		159		140				782

		MNTR		0																0																0																0																0																0

		Multiple changes		53																0						30										30								23								23																0																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Payment/Billing Questions		246																0				67		64		40		43		32				246																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		23																0																0																0																0										23						23

		Recon		29																0												29				29																0																0																0

		Request to Close Application^		356																0										24		27				51						24		30		26		25				105								36		25		23				84						33		26		25		32				116

		Residential Address Change/Correction		65																0																0																0						37										37				28												28

		Returned Mail-Mailing Address Update		112																0								40								40												36				36																0								36								36

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		158																0				12		10		8								30				15		14				6		12				47						17		10				11				38				18		16		9								43

		CSR-Determination Result		64																0						9				9						18						14										14						19				13						32																0

		CSR-Status of Enrollment		413																0				30		21		17		9		25				102				24		23		27		22		23				119						27		32		29		24				112						24		15		18		23				80

		CSR-Status of Reported Change		163																0				12								10				22				15		14		8		10						47						16		19		10		12				57				10						17		10				37

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		9																0						9										9																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		14																0				14												14																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		64																0								11								11								14				7				21								10								10										12		10				22

		How Do I Update My Application?		132																0				11		18		11				10				50				14				9		12						35										9						9				16				12		10						38

		How To Enroll In a Plan?		122																0								10		18		9				37				9						12		17				38										13		11				24								7				16				23

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		174																0										10		10				20						15		11				10				36						15		13				10				38				16		14		12		12		26				80

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Premium amount		32																0																0																0																0						32										32

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		Status of Submitted AOR Form		12																0																0																0																0						12										12

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC		0																0																0																0																0																0

		Assister Manual Account Request		16																0				16												16																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		355																0				26		24		19		29		15				113				18		12		28		18		38				114						17		20		13		20				70				24				18		16						58

		CSR-Determination Result		424																0				24		21		27		18		25				115				43		27		26				37				133										16		30				46				22		37		24		25		22				130

		CSR-Newborn Status		306																0						24		15		14		26				79				16		21		22		13		14				86						18		26		11		16				71				18		25		17				10				70

		CSR-Pending Case		108																0						15										15										20		13				33						12		11								23						18				10		9				37

		CSR-Public Program Status		1193																0				60		75		64		44		37				280				77		47		44		64		48				280						73		87		75		67				302				67		80		67		65		52				331

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		392																0				15				28		32		27				102				18		15		30		26						89						24		24		21		21				90				33		27		23		12		16				111

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP		0																0																0																0																0																0

		MCRE		801		 														0		 		58		35		48		57		22				220				33		40		41		19		45				178						49		42		40		44		 		175		 		65		49		42		32		40		 		228

		Counties		2029		 														0		 		167		139		107		120		94				627				119		90		109		105						423						156		93		88		88		 		425		 		108		110		109		127		100		 		554



		Top Call Drivers		January

		CC														19006

		MCRE/Counties		2917												0.1534812437

		Enrollment Status Check		1863												0.0980238454

		How Do I Apply?		1780												0.0936567068

		How To Enroll In a Plan?		1010												0.0531422887

		How Do I Update My Application?		717												0.0377257634

		Checking on Status of Reported Change		461												0.0242560347

		Income Decrease		378												0.0198888962

		Request to Close Application^		356												0.0187313414

		Disable Account Request		353												0.018573493

		Gain of ESI/MEC		314												0.016521464

		Payment/Billing Questions		246												0.0129435673

		Lost or will lose employer health care coverage		227												0.0119438609

		Caller Hung Up without Speaking		204												0.01073369

		Directed to Submit Verifications		147												0.0077345707

		Returned Mail-Mailing Address Update		112												0.0058930063

		Residential Address Change/Correction		65												0.0034200483

		Multiple changes		53												0.0027886548

		Income Increase		51												0.0026834225

		Recon		29												0.0015258677

		Public Program Status		23												0.0012101709





		Broker														3079

		CSR-Status of Enrollment		413												0.1341344592

		Lost or will lose employer health care coverage		174												0.0565118545

		CSR-Status of Reported Change		163												0.052939266

		CSR QHP  Status		158												0.0513153621

		How Do I Update My Application?		132												0.042871062

		How To Enroll In a Plan?		122												0.0396232543

		CSR-Determination Result		64												0.0207859695

		How Do I Apply?		64												0.0207859695

		Premium amount		32												0.0103929847

		Gain of ESI/MEC		14												0.0045469308

		Status of Submitted AOR Form		12												0.0038973693

		Error by MNsure		9												0.002923027





		ARC														3959

		CSR-Public Program Status		1193												0.3013387219

		CSR-Determination Result		424												0.107097752

		How Do I Apply?		392												0.0990149028

		CSR- QHP Status		355												0.0896691084

		CSR-Newborn Status		306												0.0772922455

		CSR-Pending Case		108												0.0272796161

		Assister Manual Account Request		16												0.0040414246











































Dec 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week Dec 6		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week Dec 13		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week Dec 20		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27

		Calls Received (MNsure)		42913						1849		1635		1653		1442		194		6773				2106		1784		1622		1557		1548		234		8851				2953		2830		1732		1798		1993		445		11751		385		3910		5058		828		276						10457				1497		1320		1256		1008						5081

		Calls Handled		41799						1842		1635		1653		1442		194		6766				2105		1784		1621		1556		1547		234		8847				2794		2679		1731		1798		1991		445		11438		385		3638		4584		828		276						9711				1496		1290		1249		1002						5037

		Calls Abandoned		250						2		0		0		0		0		2				0		0		0		0		0		0		0				21		25		0		0		0		0		46		0		76		124		0		0						201				0		1		0		0						1

		Abandon % (>5%)(Less Short Aban)		0.23%						0.11%		0.00%		0.00%		0.00%		0.00%		0.02%				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%				0.71%		0.88%		0.00%		0.00%		0.00%		0.00%		0.27%		0.00%		1.93%		2.38%		0.00%		0.00%						0.86%				0.00%		0.08%		0.00%		0.00%						0.02%

		Avg Time to Abandon		0:03:16						0:07:27		0:00:00		0:00:00		0:00:00		0:00:00		0:01:29				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:20:14		0:16:47		0:00:00		0:00:00		0:00:00		0:00:00		0:06:10		0:00:00		0:12:35		0:13:52		0:00:00		0:00:00						0:05:17				0:00:00		0:13:51		0:00:00		0:00:00						0:03:27

		Average Wait Time (>5 min)		0:00:42						0:00:16		0:00:01		0:00:01		0:00:01		0:00:09		0:00:05				0:00:01		0:00:04		0:00:02		0:00:02		0:00:01		0:00:01		0:00:02				0:03:42		0:02:35		0:00:01		0:00:01		0:00:05		0:00:01		0:01:04		0:00:00		0:03:58		0:04:49		0:00:01		0:00:01						0:01:46				0:00:04		0:01:34		0:00:18		0:00:09						0:00:31

		Max Wait Time		0:45:43						0:07:06		0:00:04		0:00:05		0:00:03		0:02:39		0:07:06				0:01:17		0:07:51		0:01:36		0:02:12		0:00:08		0:00:02		0:07:51				0:16:56		0:11:05		0:00:39		0:00:05		0:04:01		0:00:02		0:16:56		0:00:02		0:30:28		0:45:43		0:01:17		0:00:50						0:45:43				0:02:50		0:08:06		0:04:08		0:05:10						0:08:06

		Service Level (<95% calls under 5 min)		92.07%						99.13%		100.00%		100.00%		100.00%		100.00%		99.83%				99.95%		99.61%		99.94%		99.94%		99.94%		100.00%		99.89%				66.20%		71.02%		99.94%		100.00%		99.90%		100.00%		89.51%		100.00%		41.82%		30.83%		100.00%		100.00%						74.53%				99.93%		88.11%		99.44%		98.91%						96.60%

		Talk Time (Avg)		0:08:16						0:07:13		0:08:09		0:08:02		0:08:08		0:07:34		0:07:49				0:08:04		0:07:56		0:08:14		0:08:08		0:08:23		0:08:30		0:08:12				0:08:50		0:08:55		0:08:37		0:08:31		0:08:39		0:09:25		0:08:49		0:09:26		0:08:54		0:09:06		0:07:39		0:07:56						0:08:36				0:08:04		0:08:27		0:07:44		0:07:26						0:07:55

		Call Handle Time (Avg)		0:10:47						0:10:13		0:10:33		0:10:14		0:10:26		0:10:09		0:10:19				0:10:25		0:10:15		0:10:37		0:10:38		0:11:05		0:10:37		0:10:36				0:11:25		0:11:30		0:11:02		0:10:57		0:11:11		0:11:57		0:11:20		0:11:34		0:11:35		0:11:46		0:10:15		0:10:25						0:11:07				0:10:42		0:10:58		0:10:27		0:10:06						0:10:33

		Transfer Out		na						na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na		na		na		na		na		na						na				na		na		na		na						na

		First Call Resolution %		83.94%						78.10%		80.27%		83.06%		84.40%		84.52%		82.07%				84.43%		84.70%		84.77%		85.71%		82.97%		86.94%		84.92%				85.20%		85.41%		87.01%		88.11%		85.00%		82.52%		85.54%		86.04%		86.84%		86.98%		82.15%		79.84%						84.37%				82.65%		82.50%		82.83%		83.20%						82.79%

		Complaints Received		11						1		0		2		0		0		3				0		0		0		0		0		0		0				3		2		0		0		0		0		5		0		1		0		0		0						1				1		1		0		0						2

		Complaints Resolved		17						1		0		1		0		0		2				6		0		0		0		0		0		6				2		2		0		0		0		0		4		0		2		0		0		0						2				0		2		1		0						3

		Helpline (Transfers from Vendor)		11461						520		463		464		354		52		1853				551		470		402		398		417		52		2290				685		716		450		446		593		130		3020		96		1027		1311		224		89						2747				466		409		381		295						1551

		Short Abandon (under 60 seconds)		231						4		0		0		0		0		4				1		0		1		1		1		0		4				34		32		1		0		2		0		69		0		46		87		0		0						133				1		11		5		4						21

		% of calls answered in under 10 minutes		96.86%						99.62%		100.00%		100.00%		100.00%		100.00%		99.92%				99.95%		100.00%		99.94%		99.94%		99.94%		100.00%		99.96%				94.04%		93.71%		99.94%		100.00%		99.90%		100.00%		97.93%		100.00%		72.96%		63.73%		100.00%		100.00%						87.34%				99.93%		97.73%		99.44%		99.40%						99.13%

		Occupany		62.38%						73.90%		56.87%		57.01%		46.44%		56.11%		58.07%				59.94%		61.84%		60.26%		58.39%		55.95%		49.06%		57.57%				91.32%		90.45%		61.24%		56.43%		66.49%		35.00%		66.82%		29.61%		87.26%		85.60%		46.51%		29.46%						55.69%				75.75%		84.32%		69.98%		64.97%						73.76%

		Max Agents		103.50						78.50		90.73		90.31		100.47		9.25		100.47				103.50		86.87		93.47		84.54		88.54		13.43		103.50				96.57		96.99		91.33		97.36		92.81		38.37		97.36		39.39		83.00		84.00		48.36		26.00						84.00				55.97		48.70		55.43		43.36						55.97





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week Dec 6		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week Dec 13		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week Dec 20		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27

		Calls Received (MNsure)		7435						311		283		260		263		20		1137				242		361		373		386		360		32		1754				476		490		418		396		416		87		2283				734		675		120		13						1542				164		204		207		144						719

		Calls Handled		6682						293		271		254		260		20		1098				237		333		351		355		347		31		1654				413		405		388		383		378		87		2054				506		543		119		13						1181				162		190		201		142						695

		Calls Abandoned		738						15		12		6		3		0		36				4		27		22		31		13		1		98				62		85		28		11		38		0		224				227		132		1		0						360				2		12		5		1						20

		Abandon % (>5%)(Less Short Aban)		6.20%						4.82%		4.24%		2.31%		1.14%		0.00%		2.50%				1.65%		7.48%		5.90%		8.03%		3.61%		3.12%		4.97%				13.03%		17.35%		6.70%		2.78%		9.13%		0.00%		8.17%				30.93%		19.56%		0.83%		0.00%						12.83%				1.22%		5.88%		2.42%		0.69%						2.55%

		Avg Time to Abandon		0:03:22						0:02:37		0:04:02		0:01:48		0:03:50		0:00:00		0:02:27				0:02:01		0:05:58		0:03:46		0:04:52		0:03:30		0:03:53		0:04:00				0:04:18		0:04:15		0:05:45		0:02:07		0:06:20		0:00:00		0:03:47				0:07:56		0:06:44		0:03:22		0:00:00						0:04:30				0:01:56		0:04:26		0:01:46		0:00:22						0:02:07

		Average Wait Time (>5 min)		0:02:27						0:02:17		0:01:26		0:00:34		0:00:55		0:00:15		0:01:05				0:00:21		0:03:30		0:02:15		0:02:59		0:01:48		0:01:17		0:02:01				0:03:45		0:06:15		0:01:34		0:01:10		0:03:52		0:00:45		0:02:53				0:10:07		0:09:53		0:00:20		0:00:03						0:05:05				0:00:21		0:02:10		0:01:41		0:00:33						0:01:11

		Max Wait Time		0:42:22						0:20:00		0:10:18		0:05:16		0:09:55		0:04:44		0:20:00				0:05:02		0:19:10		0:21:52		0:17:26		0:15:52		0:09:20		0:21:52				0:17:03		0:23:33		0:17:11		0:16:49		0:36:07		0:08:26		0:36:07				0:42:22		0:41:11		0:04:02		0:00:13						0:42:22				0:08:20		0:21:21		0:17:15		0:09:24						0:21:21

		Service Level (<95% calls under 5 min)		63.40%						58.52%		65.02%		77.69%		72.24%		95.00%		73.69%				84.23%		40.17%		60.32%		52.85%		64.44%		71.88%		62.32%				25.21%		20.82%		64.27%		68.94%		43.03%		77.01%		49.88%				23.57%		23.11%		84.17%		100.00%						57.71%				82.93%		60.29%		67.15%		83.22%						73.40%

		Talk Time (Avg)		0:08:20						0:09:00		0:08:10		0:08:48		0:08:14		0:08:43		0:08:35				0:08:25		0:08:13		0:08:15		0:08:20		0:08:19		0:09:12		0:08:27				0:08:30		0:09:21		0:07:56		0:08:34		0:08:50		0:10:28		0:08:56				0:09:16		0:09:01		0:09:13		0:05:23						0:08:13				0:07:17		0:07:41		0:07:17		0:07:44						0:07:29

		Call Handle Time (Avg)		0:11:39						0:12:23		0:11:15		0:11:57		0:11:33		0:10:50		0:11:35				0:11:54		0:11:24		0:11:18		0:11:32		0:11:35		0:12:42		0:11:44				0:11:57		0:13:14		0:11:27		0:12:00		0:12:14		0:14:14		0:12:31				0:12:37		0:12:22		0:12:35		0:08:17						0:11:27				0:11:08		0:10:33		0:11:03		0:11:18						0:11:00

		Max Agents		14.93						8.06		6.77		6.75		6.67		0.48		8.06				6.30		8.43		8.82		9.10		8.94		0.87		9.10				10.96		11.91		9.90		10.22		10.28		2.75		11.91				14.18		14.93		3.38		0.24						14.93				4.01		4		4.93		3.59						4.93





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week Dec 6		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week Dec 13		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week Dec 20		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27

		Calls Received (MNsure)		5663						262		245		266		258		15		1046				301		300		264		285		255		23		1428				309		293		301		331		259		68		1561				365		376		165		77						983				181		165		152		147						645

		Calls Handled		5152						234		231		242		246		15		968				276		281		254		254		248		21		1334				251		257		268		285		239		68		1368				313		334		148		76						871				164		159		145		143						611

		Calls Abandoned		505						28		13		24		11		0		76				25		19		9		30		7		1		91				58		35		33		46		20		0		192				52		42		17		1						112				17		6		7		4						34

		Abandon % (>5%)(Less Short Aban)		7.34%						10.69%		5.31%		9.02%		4.26%		0.00%		5.86%				8.31%		6.33%		3.41%		10.53%		2.75%		4.35%		5.95%				18.77%		11.95%		10.96%		13.90%		7.72%		0.00%		10.55%				14.25%		11.17%		10.30%		1.30%						9.26%				9.39%		3.64%		4.61%		2.72%						5.09%

		Avg Time to Abandon		0:03:29						0:03:49		0:02:47		0:06:12		0:03:33		0:00:00		0:03:16				0:03:24		0:02:30		0:02:14		0:06:07		0:01:27		0:00:35		0:02:42				0:06:02		0:04:24		0:04:01		0:05:01		0:04:01		0:00:00		0:03:54				0:06:53		0:05:39		0:04:16		0:00:19						0:04:16				0:03:20		0:05:19		0:01:23		0:03:15						0:03:19

		Average Wait Time (>5 min)		0:03:03						0:03:15		0:02:23		0:03:45		0:02:07		0:00:11		0:02:20				0:03:09		0:03:08		0:01:43		0:05:55		0:01:03		0:00:01		0:02:29				0:06:54		0:06:13		0:04:11		0:05:28		0:02:52		0:00:01		0:04:16				0:06:00		0:05:53		0:04:37		0:00:33						0:04:15				0:02:38		0:02:23		0:00:50		0:01:40						0:01:52

		Max Wait Time		0:39:49						0:18:02		0:16:27		0:19:46		0:15:15		0:02:34		0:19:46				0:18:37		0:11:05		0:11:18		0:20:31		0:10:11		0:00:04		0:20:31				0:33:12		0:21:20		0:18:56		0:25:25		0:17:50		0:00:03		0:33:12				0:28:15		0:39:49		0:19:45		0:06:15						0:39:49				0:19:19		0:17:24		0:08:07		0:15:06						0:19:19

		Service Level (<95% calls under 5 min)		51.21%						42.37%		44.90%		34.96%		49.22%		93.33%		52.96%				29.57%		34.33%		50.38%		31.58%		68.63%		100.00%		52.42%				17.15%		33.11%		24.92%		34.44%		41.70%		100.00%		41.89%				32.05%		39.63%		27.27%		85.71%						46.17%				53.04%		56.36%		70.39%		70.75%						62.64%

		Talk Time (Avg)		0:05:02						0:05:36		0:05:38		0:04:55		0:05:11		0:06:31		0:05:34				0:04:18		0:04:49		0:04:50		0:05:20		0:04:26		0:03:32		0:04:32				0:05:10		0:05:26		0:05:30		0:05:03		0:04:53		0:05:17		0:05:13				0:04:56		0:05:19		0:05:24		0:04:18						0:04:59				0:05:06		0:05:14		0:04:43		0:04:29						0:04:53

		Call Handle Time (Avg)		0:07:35						0:08:13		0:08:19		0:07:37		0:07:43		0:08:34		0:08:05				0:06:48		0:07:28		0:07:47		0:08:13		0:06:49		0:06:43		0:07:18				0:07:36		0:08:08		0:08:32		0:07:36		0:08:04		0:07:18		0:07:52				0:07:36		0:08:04		0:07:57		0:07:00						0:07:39				0:07:00		0:07:12		0:07:15		0:06:34						0:07:00

		Max Agents		5.99						4.27		4.27		4.10		4.22		0.29		4.27				4.17		4.66		4.39		4.64		3.76		0.31		4.66				4.24		4.64		5.09		4.82		4.29		1.10		5.09				5.29		5.99		2.62		1.18						5.99				2.55		3		2.34		2.09						2.55





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week Dec 6		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week Dec 13		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week Dec 20		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27

		Calls Received		11461						520		463		464		354		52		1853				551		470		402		398		417		52		2290				685		716		450		446		593		130		3020		96		1027		1311		224		89						2747				466		409		381		295						1551

		Calls Handled		9914						509		443		435		339		52		1778				505		457		383		374		404		51		2174				542		510		407		406		462		129		2456		94		792		828		236		87						2037				429		391		364		285						1469

		Calls Abandoned		758						9		15		26		12		0		62				34		8		15		16		9		0		82				103		111		25		26		67		0		332		0		82		152		2		2						237				18		11		10		6						45

		Abandon %		4.39%						1.73%		3.24%		5.60%		3.39%		0.00%		2.79%				6.17%		1.70%		3.73%		4.02%		2.16%		0.00%		2.96%				15.04%		15.50%		5.56%		5.83%		11.30%		0.00%		8.87%		0.00%		7.94%		11.63%		0.89%		2.25%						4.54%				3.86%		2.69%		2.62%		2.03%						2.80%

		Avg Time to Abandon		0:05:43						0:03:16		0:06:34		0:07:26		0:04:29		0:00:00		0:04:21				0:05:51		0:01:39		0:04:58		0:04:22		0:04:22		0:00:00		0:03:32				0:13:24		0:12:32		0:08:03		0:05:18		0:11:14		0:00:00		0:08:25		0:00:00		0:06:20		0:11:13		0:03:44		0:08:35						0:05:58				0:08:50		0:05:03		0:04:39		0:06:55						0:06:21

		Average Wait Time (>5 min)		0:07:18						0:01:35		0:06:07		0:07:53		0:03:33		0:00:42		0:03:58				0:06:45		0:03:07		0:05:56		0:05:19		0:02:26		0:00:25		0:03:59				0:20:40		0:29:33		0:11:52		0:07:29		0:21:25		0:01:58		0:15:29		0:00:04		0:12:33		0:16:20		0:02:29		0:01:44						0:06:38				0:08:57		0:05:26		0:07:43		0:03:44						0:06:27

		Max Wait Time		1:02:42						0:13:21		0:23:51		0:29:46		0:16:29		0:10:21		0:29:46				0:26:18		0:18:13		0:23:33		0:18:14		0:14:23		0:08:02		0:26:18				0:48:40		1:02:42		0:30:43		0:32:49		0:42:25		0:15:33		1:02:42		0:02:33		0:30:28		0:45:43		0:19:16		0:15:29						0:45:43				0:35:39		0:19:16		0:35:28		0:24:03						0:35:39

		Service Level (<95% calls under 5 min)		40.75%						55.30%		36.60%		21.91%		43.59%		86.54%		48.79%				32.84%		47.55%		31.00%		35.10%		56.28%		90.20%		48.83%				5.57%		3.14%		10.29%		27.93%		6.14%		68.22%		20.22%		97.87%		9.52%		4.73%		64.73%		74.16%						50.20%				31.45%		23.04%		35.71%		52.72%						35.73%

		Talk Time (Avg)		0:13:27						0:13:23		0:13:36		0:13:13		0:13:16		0:12:24		0:13:10				0:14:08		0:13:06		0:13:55		0:13:47		0:13:55		0:11:46		0:13:26				0:14:57		0:14:30		0:14:14		0:14:36		0:13:58		0:14:31		0:14:27		0:13:08		0:14:34		0:14:39		0:13:39		0:15:08						0:14:13				0:12:31		0:12:27		0:11:27		0:11:43						0:12:02

		Call Handle Time (Avg)		0:21:52						0:21:49		0:22:00		0:21:52		0:21:46		0:20:23		0:21:34				0:22:48		0:21:19		0:21:26		0:21:56		0:22:08		0:20:01		0:21:36				0:23:04		0:23:06		0:22:30		0:23:05		0:22:15		0:23:07		0:22:51		0:21:36		0:23:11		0:23:06		0:22:37		0:22:37						0:22:37				0:21:05		0:21:17		0:19:20		0:21:15						0:20:44

		Percent. calls transferred by vendor		27.32%						6:44:58		6:47:46		6:44:12		5:53:30		6:25:58		27.17%				6:16:45		6:19:22		5:56:53		6:08:05		6:27:54		5:20:00		6:04:50				5:34:01		6:04:19		6:14:08		5:57:11		7:08:27		7:00:40		6:19:48		5:59:03		6:18:13		6:13:14		6:29:33		7:44:20						6:32:53				7:28:15		7:26:10		7:16:48		7:01:25						30.43%

		Max Agents		46.15						24.72		21.70		21.14		16.44		2.36		24.72				25.68		21.65		18.23		18.22		19.86		2.27		25.68				27.77		26.33		20.39		20.82		22.83		6.63		27.77		4.61		43.99		46.15		11.79		4.37						46.15				20.13		11:44:02		15.63		13.46						20.13

										0		0		0		0		0



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week Dec 6		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week Dec 13		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week Dec 20		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27

		Busy		2						0		0		1		0		0		1				0		0		0		0		0		0		0				1		0		0		0		0		0		1		0		0		0		0		0				0		0				0		0		0		0						0

		Caller canceled		19						0		0		0		0		0		0				0		0		1		1		0		0		2				1		3		0		1		1		0		6		0		3		8		0		0				0		11				0		0		0		0						0

		Connected		1410						11		53		71		28		0		163				65		28		26		27		14		0		160				137		195		82		66		152		6		638		0		158		117		7		3				0		285				70		28		40		26						164

		Error		202						0		0		0		1		0		1				1		0		0		0		0		0		1				6		12		1		4		12		0		35		0		33		132		0		0				0		165				0		0		0		0						0

		Invalid Number		2						0		0		0		0		0		0				0		0		0		0		0		0		0				0		1		0		0		0		0		1		0		1		0		0		0				0		1				0		0		0		0						0

		No Answer		66						0		1		2		0		0		3				3		1		3		2		1		0		10				5		14		3		5		6		1		34		0		4		2		0		1				0		7				9		0		0		3						12

		No Response		91						0		1		5		1		0		7				8		1		0		0		0		0		9				8		13		10		5		7		0		43		0		10		6		0		0				0		16				6		1		5		4						16

		Total Requests		1792						11		55		79		30		0		175				77		30		30		30		15		0		182				158		238		96		81		178		7		758		0		209		265		7		4				0		485				85		29		45		33						192

		% Connected 		85.50%						100%		96%		90%		93%		na		93.19%				84%		93%		87%		90%		93%		na		90%				87%		82%		85%		81%		85%		86%		84%		na		76%		44%		100%		75%				0%		74%				82%		97%		89%		79%						86.65%

																								0.00		0		0		0		0		0		0



		Top Call Drivers		December		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week Dec 6		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week Dec 13		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week Dec 20		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week Dec 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		1143						84		54		74		72		12		296				92		73		79		70		75		16		405				124		138		62		74		60				458																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		861								42		48		54				144						59		84		55		51		10		259				72				49				52				173		19		112		103										234				42						38						80

		Carrier Error Report		51																0																0																0								31		20						51																0

		Checking on Status of Reported Change		44																0																0																0																0								44								44

		Close in lieu of Processing Change		84														7		7																0																0				77												77																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		121																0																0																0										9						9				53		59										112

		Disable Account Request		358																0												45				45						65								22		87		15		88		146				14						263																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		4097						153		151		121		111		17		553				181		149		143		173		163		19		828				317		287		155		188		207		33		1187		32		340		427		115		39						953				200		161		171		128						660

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		88																0																0																0																0				45						43						88

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		3914						158		154		136		126		19		593				187		184		147		147		150		22		837				262		269		188		187		202		60		1168		57		375		526		78		23						1059				116		106		95		79						396

		How Do I Create an Account?		807														7		7																0																0						101										101																0

		How Do I Update My Application?		2303						110		106		128		107		9		460				130		145		110		90		109		25		609				157		175		128		113		102		32		707		24		140		143		37		21						365				63		73		63		44						243

		How To Enroll In a Plan?		3665						167		113		174		142		22		618				197		158		155		129		`52		28		667				277		253		171		204		182		63		1150		57		466		552		46								1121				74		70		62		51						257

		Income Change		0																0																0																0																0																0

		Income Decrease		1395								75		72		52				199				74		75		69		70		67		7		362				101		82		56		83		72		17		411				128		122		35		19						304				58		47		38								143

		Income Increase		39						39										39																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		5727						220		213		182		197		31		843				306		241		221		231		196		32		1227				385		376		243		273		258		62		1597		45		545		706		127		44						1467				230		191		174		137						732

		MNTR		722																0																0						117		224		227		154		39		761		113														113																0

		Multiple changes		86												31				31				55												55																0																0																0

		Multiple Household IDs		0																0																0														14		14																0																0

		No IC		38																0																0																0										38						38																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		444						51		53		36						140				54		45		45		51						195				65						44						109																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Payment/Billing questions																																																																						56		39		51		43

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		28																0																0																0								28								28																0

		Request to Close Application^		1618						78		68		63		52		8		269				99		82		64		58		74		8		385				89		108		84		85		91		25		482		23		195		220		31								469						35		34								69

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		102														15		15														18		18																0								29		23						52										35						35

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		APTC/CSR Questions		9																0																0																0																0				9												9

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		238						27		21		22		18				88				14		23		36		32						105										34				7		41								9		2						11																0

		CSR-Determination Result		446										18		16				34						26		26		28		37				117				35		39		43				34		6		157				55		59		7								121				9		14										23

		CSR-Status of Enrollment		446						18				20						38				28		23		29								80				29		39		32		35		28				163				40				9		2						51				24		40		28		22						114

		CSR-Status of Reported Change		97						19										19																0																0								9								9				18		16		25		10						69

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		2														2		2																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		2														2		2																0																0																0																0

		Enrollment Status Check		10																0														3		3																0										1						1										9						9

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		348								20				16		4		40				16		33				26		33		5		113				34						35		28		8		105				46		56				1						103																0

		How Do I Update My Application?		514						44		25		32		17		9		127				28		35		42		30		37		8		180				52		34		36		36				8		166								15								15				12		13		17								42

		How To Enroll In a Plan?		466								28		22		27				77				26				29		33		27		4		119						38		27		39		39				143				56		49										105								13		13						26

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		47																0																0																0																0						12		20		15						47

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		2														2		2																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		125																0																0								31				30				61						64										64																0

		Paper form via FileNet		1																0																0																0										1						1																0

		Password Reset/Account Unlock		54								24								24														4		4				30												30																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		127						29										29												23				23						35								6		41				40												40																0

		Status of My SEP Request		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC		0																0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0														3		3																0																0

		CSR- QHP Status		545						39		34		31		26		2		132				39		29		25		31		22		1		147				27		30		24		27		28		12		148				27		30				10						67				16		15		22		11						64

		CSR-Determination Result		549								25		20		16				61						29		44		39		27		5		144				18		37		42		39		30				166				39		43		37		14						133				23		7		11		9						50

		CSR-Newborn Status		206						14		18		26						58				22		15						26				63										33						33								5								5				22				13		12						47

		CSR-Pending Case		244						17						21				38				21				22		25				5		73				20		18		14				16		3		71				29		18		8		6						61						9										9

		CSR-Public Program Status		1327						54		81		78		65		3		281				60		67		66		77		62		5		337				70		64		60		72		70		18		354				77		73		24		17						191				68		46		25		48						187

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		1														1		1																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions																1

		How Do I Apply?		618						24		32		36		29		5		126				30		38		45		33		26				172				27		25		38		36		17		7		150				45		41		19		6						111				20		17		13		16						66

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0														1		1																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP		76												76				76																0																0																0																0

		MCRE		2003		 				77		64		65		121		9		336		 		105		82		69		82		70		11		419				131		103		83		113		89		12		531		15		179		198		42		14		 		 		448		 		60		63		47		137				 		307

		Counties		3776		 				143		149		117				22		431		 		201		159		152		149		126		21		808				254		273		160		160		169		50		1066		30		366		508		85		30		 		 		1019		 		170		128		127		128				 		553







		Top Call Drivers		December						41799

		CC

		MCRE/Counties		5727						13.70%

		Enrollment Status Check		4097						9.80%

		How Do I Apply?		3914						9.36%

		How To Enroll In a Plan?		3665						8.77%

		How Do I Update My Application?		2303						5.51%

		Request to Close Application^		1618						3.87%

		Income Decrease		1395						3.34%

		A Referral		1143						2.73%

		Caller Hung Up without Speaking		861						2.06%

		MNTR		722						1.73%

		Determination Result		0						0.00%

		Directed to GI-Term		0						0.00%

		Directed to Submit Verifications		121						0.29%

		Disable Account Request		358						0.86%

		Duplicate 1095-A Request^		0						0.00%

		Enrollment Notice		0						0.00%

		Passive Enrollment Question		444						1.06%

		How Do I Create an Account?		108						0.26%

		Returned Mail-Mailing Address Update		102						0.24%

		Gain of ESI/MEC		88						0.21%

		Multiple changes		86						0.21%

		Close in lieu of Processing Change		84						0.20%

		Carrier Error Report		51						0.12%

		Checking on Status of Reported Change		44						0.11%

		Income Increase		39						0.09%

		No IC		38						0.09%

		Recon		28						0.07%



		Broker								6682

		How Do I Update My Application?		514						7.69%

		How To Enroll In a Plan?		466						6.97%

		CSR-Determination Result		446						6.67%

		CSR-Status of Enrollment		446						6.67%

		How Do I Apply?		348						5.21%

		CSR QHP  Status		238						3.56%

		Request to Close Application^		127						1.90%

		Paper Application		125						1.87%

		CSR-Status of Reported Change		97						1.45%

		Password Reset/Account Unlock		54						0.81%

		Lost or will lose employer health care coverage		47						0.70%

		Enrollment Status Check		10						0.15%

		APTC/CSR Questions		9						0.13%

		CSR-Status of Verifications		2						0.03%

		Eligibility Verification Notice		2						0.03%

		No Changes		2						0.03%

		Paper form via FileNet		1						0.01%



		ARC								5152

		CSR-Public Program Status		1327						25.76%

		How Do I Apply?		618						12.00%

		CSR-Determination Result		549						10.66%

		CSR- QHP Status		545						10.58%

		CSR-Pending Case		244						4.74%

		CSR-Newborn Status		206						4.00%

		CSR-Status of Verifications		1						0.02%





Nov 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week Nov 1		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week Nov 8		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week Nov 15		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week Nov 22		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29

		Calls Received (MNsure)		28035		348		2026		1335		1145		1144		1019		110		7127				1623		1437		1157		1394		1308		135		7054				1705		1516		1312		1175		1127		147		6982				1645		1488		1081						144		4358				2514												2514

		Calls Handled		27404		348		1785		1326		1145		1142		1018		110		6874				1551		1376		1146		1347		1300		134		6854				1669		1488		1306		1175		1127		147		6912				1645		1488		1080						143		4356				2408												2408

		Calls Abandoned		148		0		103		0		0		0		0		0		103				7		4		0		3		0		0		14				3		4		0		0		0		0		7				0		0		0						0		0				24												24

		Abandon % (>5%)(Less Short Aban)		0.38%		0.00%		5.10%		0.00%		0.00%		0.00%		0.00%		0.00%		0.73%				0.43%		0.28%		0.00%		0.22%		0.00%		0.00%		0.15%				0.18%		0.26%		0.00%		0.00%		0.00%		0.00%		0.07%				0.00%		0.00%		0.00%						0.00%		0.00%				0.95%												0.95%

		Avg Time to Abandon		0:06:59		0:00:00		0:10:39		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:01:46				0:24:51		0:30:53		0:00:00		0:32:18		0:00:00		0:00:00		0:14:40				0:12:56		0:20:10		0:00:00		0:00:00		0:00:00		0:00:00		0:05:31				0:00:00		0:00:00		0:00:00						0:00:00		0:00:00				0:12:57												0:12:57

		Average Wait Time (>5 min)		0:00:59		0:00:01		0:05:35		0:00:20		0:00:02		0:00:10		0:00:03		0:00:14		0:00:55				0:01:49		0:01:35		0:00:26		0:01:43		0:00:30		0:00:42		0:01:07				0:01:00		0:01:08		0:00:19		0:00:02		0:00:01		0:00:03		0:00:25				0:00:03		0:00:02		0:00:01						0:00:40		0:00:11				0:02:16												0:02:16

		Max Wait Time		0:30:25		0:08:07		0:30:25		0:04:30		0:02:37		0:06:03		0:01:43		0:13:37		0:30:25				0:11:15		0:13:57		0:05:31		0:15:31		0:05:36		0:08:51		0:15:31				0:11:44		0:11:24		0:03:46		0:02:28		0:00:04		0:01:40		0:11:44				0:02:47		0:02:59		0:00:26						0:04:58		0:04:58				0:18:25												0:18:25

		Service Level (<95% calls under 5 min)		90.95%		99.71%		37.84%		99.33%		100.00%		99.23%		99.90%		94.55%		90.08%				83.18%		84.69%		98.01%		88.31%		98.78%		95.56%		91.42%				91.20%		89.18%		99.54%		100.00%		100.00%		100.00%		96.65%				100.00%		100.00%		99.91%						99.31%		99.80%				76.81%												76.81%

		Talk Time (Avg)		0:08:36		0:08:54		0:09:16		0:08:12		0:08:17		0:26:10		0:08:12		0:08:50		0:11:07				0:08:23		0:08:34		0:08:15		0:07:54		0:07:47		0:07:49		0:08:07				0:07:45		0:08:14		0:08:16		0:07:52		0:08:23		0:07:28		0:07:59				0:07:52		0:08:04		0:07:58						0:08:40		0:08:08				0:07:39												0:07:39

		Call Handle Time (Avg)		0:10:37		0:11:30		0:12:44		0:10:43		0:10:45		0:10:43		0:10:50		0:11:06		0:11:12				0:11:08		0:11:15		0:10:51		0:10:52		0:10:59		0:10:09		0:10:52				0:10:26		0:10:44		0:10:44		0:10:20		0:10:56		0:09:42		0:10:28				0:10:06		0:10:17		0:10:15						0:10:39		0:10:19				0:10:13												0:10:13

		Transfer Out		na		na		na		na		na		na		na		0		na				na		na		na		na		na		na		na				0		0		0		0		0		0		na				na		na		na						na		na				na												na

		First Call Resolution %		80.65%		74.35%		78.95%		82.72%		82.42%		84.00%		83.22%		90.36%		82.29%				82.87%		80.84%		85.76%		84.14%		82.46%		0.00%		69.34%				82.76%		82.74%		83.42%		83.82%		84.01%		87.93%		84.11%				83.56%		83.61%		84.18%						95.45%		86.70%				80.83%												80.83%

		Complaints Received		12		0		0		2		0		0		0		0		2				0		2		0		0		0		0		2				1		0		0		0		1		0		2				1		0		4						0		5				1												1

		Complaints Resolved		14		0		1		2		0		0		0		0		3				0		1		0		0		1		0		2				0		1		1		0		3		0		5				1		0		3						0		4				0												0

		Helpline (Transfers from Vendor)		7635		113		426		374		366		306		288		0		1873				475		453		312		364		382		0		1986				468		438		357		346		337		0		1946				457		423		289						0		1169				661												661

		Short Abandon (under 60 seconds)		235		0		129		4		0		2		1		0		136				16		17		4		12		2		0		51				5		6		5		0		0		0		16				0		0		1						0		1				31												31

		% of calls answered in under 10 minutes		97.28%		100.00%		66.81%		99.33%		100.00%		99.74%		99.90%		99.01%		94.97%				95.44%		95.48%		99.05%		96.56%		99.39%		99.26%		97.53%				97.83%		98.09%		99.54%		100.00%		100.00%		100.00%		99.24%				100.00%		100.00%		99.91%						99.31%		99.80%				94.87%												94.87%

		Occupany		247.10%		36.98%		92.87%		74.01%		68.25%		69.23%		57.50%		50.00%		64.12%				8.27%		82.93%		71.93%		85.09%		71.39%		56.35%		62.66%				75.93%		77.92%		64.06%		5471.48%		49.85%		41.66%		963.48%				64.49%		65.39%		50.51%						57.42%		59.45%				85.77%												85.77%

		Max Agents		88.55		30.53		62.93		59.82		56.80		57.58		60.46		6.40		62.93				62.37		58.09		50.75		59.79		62.52		5.98		62.52				72.99		64.72		67.20		66.58		74.53		9.09		74.53				73.37		69.02		68.23						6.82		73.37				88.55												88.55





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week Nov 1		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week Nov 8		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week Nov 15		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week Nov 22		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29

		Calls Received (MNsure)		4599		19		285		229		190		222		181				1126				217		215		225		235		252				1144				257		279		233		199		234				1202				253		262		248								763				364												364

		Calls Handled		4448		19		279		224		187		220		180				1109				210		214		218		229		249				1120				252		274		221		197		225				1169				241		249		228								718				332												332

		Calls Abandoned		132		0		5		3		3		0		1				12				7		1		5		2		2				17				5		5		12		2		5				29				11		11		20								42				32												32

		Abandon % (>5%)(Less Short Aban)		3.82%		0.00%		1.75%		1.31%		1.58%		0.00%		0.55%				0.87%				3.23%		0.47%		2.22%		0.85%		0.79%				1.51%				1.95%		1.79%		5.15%		1.01%		2.14%				2.41%				4.35%		4.20%		8.06%								5.54%				8.79%												8.79%

		Avg Time to Abandon		0:02:48		0:00:00		0:01:57		0:02:07		0:01:55		0:00:00		0:03:26				0:01:34				0:01:36		0:00:39		0:03:07		0:01:47		0:02:44				0:01:58				0:02:05		0:02:36		0:02:11		0:02:06		0:03:19				0:02:27				0:03:36		0:03:48		0:01:58								0:03:07				0:04:54												0:04:54

		Average Wait Time (>5 min)		0:01:21		0:00:04		0:00:31		0:00:43		0:00:41		0:00:08		0:00:16				0:00:23				0:00:27		0:00:20		0:00:46		0:00:23		0:00:32				0:00:29				0:00:50		0:00:26		0:01:23		0:00:12		0:00:36				0:00:41				0:01:17		0:02:32		0:02:14								0:02:01				0:03:14												0:03:14

		Max Wait Time		0:22:59		0:00:54		0:08:59		0:06:19		0:07:47		0:05:39		0:03:39				0:08:59				0:07:16		0:05:10		0:10:13		0:05:20		0:09:43				0:10:13				0:08:17		0:12:00		0:22:59		0:04:16		0:09:27				0:22:59				0:12:59		0:15:10		0:15:41								0:15:41				0:18:52												0:18:52

		Service Level (<95% calls under 5 min)		68.99%		94.74%		82.04%		74.24%		73.68%		92.76%		87.85%				84.22%				81.57%		86.98%		78.12%		83.33%		83.67%				82.73%				70.82%		87.81%		66.09%		89.45%		79.06%				78.65%				68.25%		45.04%		47.98%								53.76%				45.60%												45.60%

		Talk Time (Avg)		0:07:52		0:07:52		0:07:30		0:07:38		0:08:23		0:07:40		0:08:12				0:07:52				0:07:50		0:07:28		0:07:26		0:07:00		0:08:28				0:07:38				0:07:51		0:08:04		0:09:03		0:07:51		0:07:46				0:08:07				0:07:46		0:08:28		0:07:57								0:08:03				0:07:42												0:07:42

		Call Handle Time (Avg)		0:11:16		0:10:41		0:10:29		0:10:57		0:12:00		0:10:53		0:11:33				0:11:05				0:11:15		0:10:44		0:10:39		0:10:10		0:11:44				0:10:54				0:11:05		0:11:06		0:12:30		0:11:26		0:10:39				0:11:21				0:11:18		0:12:12		0:11:14								0:11:34				0:11:26												0:11:26

		Max Agents		8.43		1.00		6.52		5.45		4.98		5.32		4.62				6.52				5.25		5.10		5.18		5.19		6.51				6.51				6.21		6.77		6.14		5.00		5.51				6.77				6.08		6.75		5.69								6.75				8.43												8.43





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week Nov 1		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week Nov 8		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week Nov 15		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week Nov 22		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29

		Calls Received (MNsure)		4681		11		265		228		193		241		190				1128				258		239		255		240		218				1210				259		233		270		267		224				1253				295		271		250								816				274												274

		Calls Handled		4310		11		252		216		177		211		183				1050				245		221		237		218		211				1132				237		222		236		240		212				1147				261		247		234								742				239												239

		Calls Abandoned		368		0		13		12		16		29		7				77				13		18		18		22		7				78				21		11		34		27		12				105				34		24		15								73				35												35

		Abandon % (>5%)(Less Short Aban)		8.37%		0.00%		4.91%		5.26%		8.29%		12.03%		3.68%				5.70%				5.04%		7.53%		7.06%		9.17%		3.21%				6.40%				8.11%		4.72%		12.59%		10.11%		5.36%				8.18%				11.53%		8.86%		6.00%								8.80%				12.77%												12.77%

		Avg Time to Abandon		0:04:27		0:00:00		0:01:55		0:02:32		0:05:03		0:06:04		0:05:12				0:03:27				0:03:38		0:02:46		0:03:20		0:05:26		0:02:48				0:03:35				0:06:39		0:03:32		0:03:22		0:02:34		0:02:10				0:03:39				0:05:20		0:05:21		0:03:46								0:04:49				0:06:45												0:06:45

		Average Wait Time (>5 min)		0:04:02		0:00:01		0:01:21		0:02:03		0:03:32		0:05:24		0:01:56				0:02:22				0:02:21		0:03:10		0:02:36		0:03:25		0:01:47				0:02:39				0:03:26		0:02:19		0:04:26		0:03:32		0:02:02				0:03:09				0:04:13		0:04:34		0:02:50								0:03:52				0:08:09												0:08:09

		Max Wait Time		0:25:47		0:00:02		0:06:53		0:12:03		0:15:53		0:24:19		0:15:34				0:24:19				0:13:36		0:23:06		0:14:57		0:23:37		0:11:36				0:23:37				0:20:56		0:13:22		0:19:31		0:17:55		0:14:48				0:20:56				0:17:18		0:22:28		0:15:07								0:22:28				0:25:47												0:25:47

		Service Level (<95% calls under 5 min)		38.52%		100.00%		51.70%		53.95%		38.86%		27.08%		57.37%				54.83%				47.67%		38.91%		46.27%		42.08%		56.42%				46.27%				41.31%		46.78%		28.52%		32.21%		53.12%				40.39%				24.75%		26.20%		48.80%								33.25%				17.88%												17.88%

		Talk Time (Avg)		0:05:13		0:09:50		0:04:55		0:05:03		0:04:44		0:05:03		0:05:28				0:05:50				0:04:49		0:05:30		0:04:55		0:05:25		0:04:41				0:05:04				0:05:10		0:04:59		0:05:12		0:04:37		0:04:48				0:04:57				0:04:36		0:05:12		0:04:26								0:04:44				0:05:30												0:05:30

		Call Handle Time (Avg)		0:07:37		0:12:01		0:07:29		0:07:23		0:07:46		0:07:21		0:08:08				0:08:21				0:07:14		0:07:58		0:07:17		0:08:13		0:06:58				0:07:32				0:07:41		0:07:10		0:07:27		0:06:56		0:06:49				0:07:12				0:07:08		0:07:30		0:07:02								0:07:13				0:07:50												0:07:50

		Max Agents		4.19		0.29		4.19		3.54		3.05		3.47		3.31				4.19				3.94		3.92		3.84		3.98		3.27				3.98				4.05		3.56		3.91		3.70		3.23				4.05				4.14		4.12		3.66								4.14				4.16												4.16





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week Nov 1		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week Nov 8		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week Nov 15		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week Nov 22		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29

		Calls Received		7459		113		426		374		366		321		288				1888				475		453		312		364		382				1986				468		438		357		346		337				1946				457		423		289								1169				661												470

		Calls Handled		7190		112		396		371		365		321		287				1852				450		430		306		344		366				1896				433		420		348		335		320				1856				430		407		282								1119				560												467

		Calls Abandoned		201		0		23		2		0		0		1				26				22		17		6		18		14				77				26		10		8		9		9				62				20		10		4								34				96												2

		Abandon %		2.20%		0.00%		5.31%		0.53%		0.00%		0.00%		0.35%				1.03%				4.63%		3.75%		1.92%		4.95%		3.66%				3.78%				5.56%		2.28%		2.24%		2.60%		2.67%				3.07%				4.38%		2.36%		1.38%								2.71%				14.52%												0.40%

		Avg Time to Abandon		0:03:19		0:00:00		0:06:13		0:05:10		0:00:00		0:00:00		0:01:05				0:02:04				0:04:45		0:05:00		0:02:32		0:04:56		0:05:11				0:04:28				0:04:33		0:04:16		0:04:57		0:03:33		0:04:44				0:04:24				0:07:23		0:04:45		0:01:55								0:04:41				0:07:47												0:00:56

		Average Wait Time (>5 min)		0:02:18		0:00:12		0:05:27		0:00:29		0:00:07		0:00:13		0:00:33				0:01:10				0:04:36		0:03:10		0:01:05		0:04:12		0:03:09				0:03:14				0:06:19		0:02:04		0:01:51		0:03:06		0:02:43				0:03:12				0:05:39		0:03:47		0:01:06								0:03:30				0:16:51												0:00:26

		Max Wait Time		0:31:49		0:08:07		0:30:25		0:09:12		0:04:47		0:14:56		0:07:01				0:30:25				0:25:58		0:25:48		0:12:46		0:19:45		0:31:49				0:31:49				0:22:24		0:17:18		0:17:54		0:18:14		0:26:41				0:26:41				0:25:19		0:20:02		0:11:27								0:25:19				0:42:50												0:24:55

		Service Level (<95% calls under 5 min)		66.16%		95.61%		46.54%		87.67%		96.46%		95.64%		79.86%				83.63%				37.21%		68.30%		75.00%		30.58%		57.74%				53.77%				24.68%		54.13%		64.04%		50.00%		60.65%				50.70%				31.71%		62.00%		72.03%								55.25%				11.43%												87.44%

		Talk Time (Avg)		0:14:04		0:14:37		0:14:24		0:13:30		0:14:33		0:14:49		0:14:16				0:14:21				0:13:34		0:14:16		0:14:02		0:14:17		0:15:04				0:14:14				0:15:07		0:14:35		0:14:21		0:15:05		0:15:16				0:14:52				0:14:37		0:14:05		0:13:22								0:14:01				0:14:20												0:12:53

		Call Handle Time (Avg)		0:23:14		0:22:16		0:24:00		0:22:06		0:23:40		0:24:06		0:24:22				0:23:25				0:22:41		0:23:32		0:22:13		0:24:24		0:24:04				0:23:22				0:24:34		0:23:49		0:23:22		0:24:36		0:24:44				0:24:13				0:24:15		0:22:58		0:22:01								0:23:04				0:22:51												0:22:08

		Percent. calls transferred by vendor		29.63%		32.5%		21.0%		28.0%		32.0%		26.7%		28.3%				28.08%				7:01:26		7:33:56		6:28:18		6:16:00		7:00:33				6:52:03				6:35:15		6:56:02		6:31:49		7:04:02		7:10:35				6:51:33				6:40:02		6:49:21		6:24:58								6:38:07				6:18:36												35.24%

		Max Agents		29.95		5.69		29.95		18.26		19.18		17.18		15.54				29.95				22.73		22.64		15.10		18.64		19.62				22.73				23.62		22.31		18.12		18.30		17.70				23.62				23.21		20.81		13.84								23.21				28.43												11.11





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week Nov 1		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week Nov 8		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week Nov 15		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week Nov 22		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week Nov 29

		Busy		20		0		0		0		0		0		0				0				0		0		0		0		19				19				0		0		0		0		0				0				0		0		0								0				1												1

		Caller canceled		1		0		0		0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0								0				0												0

		Connected		546		0		27		6		0		2		1				36				31		18		7		17		26				99				69		19		13		17		17				135				40		43		5								88				188												188

		Error		9		0		1		0		0		0		0				1				1		0		0		0		0				1				2		1		1		1		0				5				0		0		0								0				2												200.00%

		Invalid Number		1		0		0		0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		0		0								0				0												0:00:00

		No Answer		46		0		10		0		0		0		0				10				0		1		0		4		0				5				9		2		2		0		1				14				4		0		1								5				12												0:00:00

		No Response		36		0		7		0		0		0		0				7				3		0		0		0		3				6				1		0		1		2		2				6				4		5		0								9				8												0:00:00

		Total Requests		659		0		45		6		0		2		1				54				35		19		7		21		48				130				83		22		17		20		20				162				48		48		6								102				211												21100.00%

		% Connected 		82.69%		na		60%		100%		0%		100%		100%				72.00%				89%		95%		100%		81%		55%				84%				83%		86%		76%		85%		85%				83%				83%		90%		83%								1				89%												21:23:01





		Top Call Drivers		November		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week Nov 1		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week Nov 8		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week Nov 15		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week Nov 22		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		44170.00

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		997		14				49		47		10		52		4		176				81		57		60		54		50		5		307				72		65		42		56		33		5		273				58		58		45						11		172				90												90

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		558						51				6				3		60						34				42		61				137				71		51		44		32		34		3		235						30		34						2		66				65												65

		Carrier Error Report		31		31														31																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Enroll		3														3		3																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		35																0														3		3												35		4		39																0																0

		Disable Account Request		51		16														16						35								5		40														6		6																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		1950				113		69		79		12		70		12		355				131		94		95		82		92		11		505				115		114		104		109		106		11		559				117		117		114						13		361				205												205

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2531		50		189		169		120		11		105		6		650				166		135		126		128		138		22		715				150		120		123		104		92		18		607				144		144		128						20		436				183												183

		How Do I Create an Account?		541														5		5										34				4		38																0														3		3																0

		How Do I Update My Application?		1837		29		100		89		85		13		75		13		404				103		98		101		127		94		18		541				113		83		87		84		107		12		486				118		118		66						18		320				134												134

		How To Enroll In a Plan?		2190		45		179		129		125		23		92		14		607				130		131		112		102		102		24		601				126		126		121		89		70		14		546				109		109		93						19		330				163												163

		Income Change		0																0																0																0																0																0

		Income Decrease		1246		23		101		66		64		8		54				316				94		92		43		69		61				359				80		83		73		63		42				341				60		60		33						2		155				77												77

		Income Increase		145						39		37		5						81				32				32								64																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		34								30		4						34																0																0																0																0

		MCRE/Counties		3049		21		169		135		128		123		123		7		706				156		160		128		153		164		13		774				198		203		130		128		140		12		811				177		177		136						11		501				293												293

		Multiple changes		367												27				27				51				31				42				124				53		47										100				36		36										72				44												44

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		34																0																0								34								34														2		2																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		883		21				63		49				37		4		174				57		57		43		51				5		213				68		56		43		45		54		6		272				54		54		42								150				85												85

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		177		34										28				62																0										73						73								42								42																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0																0

		Broker																		0																0																0																0																0

		APTC/CSR Questions		39								11								11																0																0				14		14										28																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		141				30								15				45										21		18				39						20						20				40								17								17																0

		CSR-Determination Result		225						16		14								30				15		15		15		20		19				84				19		19		17		14						69								21								21				21												21

		CSR-Status of Enrollment		269		5		17		30				8		18				78						18										18				18		26		18		12		27				101				19		19										38				34												34

		CSR-Status of Reported Change		17																0												17				17																0																0																0

		CSR-Status Before Appt		14										3						3								11								11																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		16																0				16												16																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		11		11														11																0																0																0																0

		How Do I Apply?		252				20		12		15				12				59				15		10		16		15						56				17				19		14		17				67				25		25										50				20												20

		How Do I Update My Application?		490				29		15		20		3		19				86				28		30		31		31		30				150				21		41		20		25		21				128				31		31		26								88				38												38

		How To Enroll In a Plan?		425				21		20		19		3		22				85				23		23		27		27		35				135				31		24				18		22				95				31		31		15								77				33												33

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		3		3														3																0																0																0																0

		Lost or will lose other health care coverage		0																0																0																0																0																0

		Moved to Minnesota		4		4														4																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		4										4						4																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		41																0																0								26								26								15								15																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		13										4						4				9												9																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		411		2		25		31		8		3		20				89				30		26				22		23				101				36		23		19		19		18				115				29		29		18								76				30												30

		CSR-Determination Result		466				32		16		50		10		31				139				20		21		44		21		31				137				35		19		25		33		2				114				18		18		17								53				23												23

		CSR-Newborn Status		225				24		13		10								47						22		16		12		13				63				22		19		23		18		14				96								19								19																0

		CSR-Pending Case		67										1		9				10								11								11																0				17		17										34				12												12

		CSR-Public Program Status		1189		2		74		62		27		3		31				199				91		38		69		58		68				324				69		83		62		90		59				363				74		74		87								235				68												68

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		490				41		17		14				25				97				26		16		29		40		23				134				35		21		35		34		22				147				28		28		24								80				32												32

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Multiple Changes		1		1														1																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		1		1														1																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		1		1														1																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

																				0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		1063		5		48		42		34		34		34		2		199		 		44		42		31		45		59		3		224				198		54		42		45		36		1		376				60		66		47						3		176		 		95										 		95

		Counties		2088		16		121		93		94		89		89		5		507		 		112		118		97		108		105		10		550				150		149		88		83		104		11		585				159		111		89						8		367		 		108										 		108













		Top Call Drivers		November

		CC				27404

		MCRE/Counties		3049		0.1112611298

		How Do I Apply?		2531		0.0923587797

		How To Enroll In a Plan?		2190		0.0799153408

		Enrollment Status Check		1950		0.0711574953

		How Do I Update My Application?		1837		0.0670340096

		Income Decrease		1246		0.0454678149

		A Referral		997		0.0363815501

		Request to Close Application^		883		0.0322215735

		Caller Hung Up without Speaking		558		0.020361991

		Multiple changes		367		0.0133922055

		Returned Mail-Mailing Address Update		177		0.0064589111

		Income Increase		145		0.0052911984

		Disable Account Request		51		0.0018610422

		How Do I Create an Account?		39		0.0014231499

		Directed to Submit Verifications		35		0.0012771858

		Lost or will lose employer health care coverage		34		0.0012406948

		Passive Enrollment Question		34		0.0012406948

		Carrier Error Report		31		0.0011312217

		Directed to GI-Enroll		3		0.0001094731



		Broker				4448

		How Do I Update My Application?		490		0.1101618705

		How To Enroll In a Plan?		425		0.0955485612

		CSR-Status of Enrollment		269		0.0604766187

		How Do I Apply?		252		0.0566546763

		CSR-Determination Result		225		0.0505845324

		CSR QHP  Status		141		0.0316996403

		Password Reset/Account Unlock		41		0.0092176259

		APTC/CSR Questions		39		0.0087679856

		CSR-Status of Reported Change		17		0.0038219424

		Enrollment Status Check		16		0.0035971223

		CSR-Status Before Appt		14		0.003147482

		Good Faith		11		0.0024730216

		Moved to Minnesota		4		0.0008992806

		Paper Application		4		0.0008992806

		Lost or will lose employer health care coverage		3		0.0006744604



		ARC				4310

		CSR-Public Program Status		1189		0.2758700696

		How Do I Apply?		490		0.1136890951

		CSR-Determination Result		466		0.1081206497

		CSR- QHP Status		411		0.0953596288

		CSR-Newborn Status		225		0.0522041763

		CSR-Pending Case		67		0.0155452436

		Caller Hung up Without Speaking		13		0.0030162413

		Multiple Changes		1		0.0002320186

		Potential New Issue		1		0.0002320186

		Request to Close Application^		1





Oct 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week Oct 4		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week Oct 11		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week Oct 18		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week Oct 25

		Calls Received (MNsure)		21132										704		628				1332				846		806		752		907		853				4164				1543		1135		1068		935		992				5673				1111		967		946		898		800				4722				1244		1083		1060		977		877				5241

		Calls Handled		19907										681		594				1275				759		724		701		720		817				3721				1216		1038		1012		925		943				5134				1076		941		939		895		799				4650				1177		1042		1055		976		877				5127

		Calls Abandoned		463										2		7				9				4		21		19		109		36				189				187		25		4		0		11				227				5		3		1		0		1				10				21		7		0		0		0				28

		Abandon % (>5%)(Less Short Aban)		1.78%										0.28%		1.11%				0.70%				0.47%		2.61%		2.53%		12.02%		4.22%				4.37%				12.12%		2.20%		0.37%		0.00%		1.11%				3.16%				0.45%		0.31%		0.11%		0.00%		0.13%				0.20%				1.69%		0.65%		0.00%		0.00%		0.00%				0.47%

		Avg Time to Abandon		0:15:01										0:25:33		0:18:01				0:21:47				0:21:56		0:12:40		0:09:57		0:10:50		0:13:22				0:13:45				0:12:35		0:14:06		0:40:16		0:00:00		0:15:00				0:16:23				0:18:01		0:18:52		0:15:21		0:00:00		0:36:13				0:17:41				0:12:23		0:14:53		0:00:00		0:00:00		0:00:00				0:05:27

		Average Wait Time (>5 min)		0:02:37										0:01:18		0:02:12				0:01:45				0:01:34		0:04:30		0:03:19		0:10:00		0:05:11				0:04:55				0:12:19		0:04:14		0:02:37		0:00:26		0:02:45				0:04:28				0:02:15		0:01:38		0:00:39		0:00:18		0:00:03				0:00:59				0:02:44		0:01:49		0:00:14		0:00:01		0:00:02				0:00:58

		Max Wait Time		1:31:49										0:10:40		0:17:25				0:17:25				0:32:42		0:13:44		0:13:07		0:26:39		0:44:41				0:44:41				1:31:49		0:18:02		0:10:29		0:04:28		0:11:57				1:31:49				0:08:28		0:07:21		0:06:35		0:07:36		0:02:04				0:08:28				0:12:54		0:18:20		0:05:28		0:02:06		0:01:32				0:18:20

		Service Level (<95% calls under 5 min)		77.35%										90.06%		78.50%				84.28%				58.87%		52.48%		69.02%		8.82%		95.78%				56.99%				0.88%		58.06%		75.56%		98.93%		77.62%				62.21%				82.09%		88.93%		97.25%		99.22%		99.88%				93.47%				69.37%		80.15%		99.43%		99.90%		100.00%				89.77%

		Talk Time (Avg)		0:07:38										0:07:33		0:07:24				0:07:29				0:07:23		0:07:37		0:08:07		0:07:25		0:07:47				0:07:40				0:08:11		0:08:19		0:08:09		0:07:39		0:07:43				0:08:00				0:08:01		0:07:27		0:07:13		0:07:39		0:07:28				0:07:34				0:07:15		0:07:48		0:07:12		0:07:34		0:07:40				0:07:29

		Call Handle Time (Avg)		0:10:11										0:09:52		0:09:49				0:09:51				0:10:09		0:09:59		0:10:22		0:09:53		0:10:17				0:10:08				0:11:29		0:10:44		0:10:59		0:10:08		0:10:07				0:10:41				0:10:47		0:10:11		0:09:36		0:10:04		0:10:00				0:10:08				0:09:54		0:10:27		0:09:52		0:10:07		0:10:05				0:10:05

		Transfer Out		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		77.93%										75.81%		77.91%				76.86%				79.01%		77.90%		77.45%		79.83%		74.38%				77.71%				74.13%		77.08%		75.23%		77.15%		75.35%				75.79%				78.45%		76.56%		78.51%		79.53%		76.78%				77.96%				78.13%		81.59%		80.97%		83.21%		82.62%				81.31%

		Complaints Received		4										0		0				0				0		0		0		0		0				0				0		0		4		0		0				4				0		0		0		0		0				0				0		0		0		0		0				0

		Complaints Resolved		3										0		0				0				0		0		0		0		0				0				0		0		2		0		0				2				0		0		1		0		0				1				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		7606										254		216				470				240		266		245		272		314				1337				428		394		429		362		418				2031				452		402		396		356		311				1917				441		336		370		372		332				1851

		Short Abandon (under 60 seconds)		216										8		5				13				56		20		7		12		0				95				20		17		15		1		10				63				7		9		1		3		0				20				9		12		3		1		0				25

		% of calls answered in under 10 minutes		88.81%										96.31%		89.01%				92.66%				79.43%		85.86%		91.62%		34.18%		95.78%				77.37%				21.70%		83.70%		94.66%		98.93%		92.64%				78.33%				96.85%		97.31%		99.26%		99.67%		99.88%				98.59%				90.27%		95.84%		99.53%		99.90%		100.00%				97.11%

		Occupany		79.45%										85.80%		85.09%				85.45%				89.56%		87.99%		89.55%		92.96%		91.31%				90.27%				95.99%		91.36%		89.46%		77.01%		83.26%				87.42%				87.50%		76.85%		74.58%		73.61%		6.52%				63.81%				82.95%		83.56%		71.40%		55.61%		57.99%				70.30%

		Max Agents		53.76										22.70		19.41				22.70				24.10		23.10		23.08		25.19		31.15				31.15				41.90		42.21		41.13		39.31		35.50				42.21				38.67		39.23		35.33		35.13		37.92				39.23				43.43		42.08		45.91		53.76		46.19				53.76





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week Oct 4		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week Oct 11		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week Oct 18		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week Oct 25

		Calls Received (MNsure)		2235										91		71				162				69		72		62		65		75				343				112		123		109		102		103				549				84		112		90		114		99				499				129		135		125		143		150				682

		Calls Handled		2196										91		70				161				69		72		61		64		75				341				111		119		106		102		99				537				82		112		87		111		95				487				125		135		124		143		143				670

		Calls Abandoned		35										0		1				1				0		0		0		1		0				1				1		4		3		0		4				12				2		0		3		3		3				11				4		0		1		0		5				10

		Abandon % (>5%)(Less Short Aban)		1.38%										0.00%		1.41%				0.71%				0.00%		0.00%		0.00%		1.54%		0.00%				0.31%				0.89%		3.25%		2.75%		0.00%		3.88%				2.15%				2.38%		0.00%		3.33%		2.63%		3.03%				2.27%				3.10%		0.00%		0.80%		0.00%		3.33%				1.45%

		Avg Time to Abandon		0:01:31										0:00:00		0:04:46				0:02:23				0:00:00		0:00:00		0:00:00		0:00:22		0:00:00				0:00:04				0:01:07		0:03:32		0:03:20		0:00:00		0:03:28				0:02:17				0:02:26		0:00:00		0:00:48		0:02:19		0:00:48				0:01:16				0:04:11		0:00:00		0:02:02		0:00:00		0:01:39				0:01:34

		Average Wait Time (>5 min)		0:00:21										0:00:04		0:00:29				0:00:16				0:00:17		0:00:01		0:00:04		0:00:05		0:00:22				0:00:09				0:00:31		0:00:29		0:00:36		0:00:13		0:01:01				0:00:34				0:00:20		0:00:25		0:00:02		0:00:28		0:00:13				0:00:17				0:00:54		0:00:08		0:00:09		0:00:18		0:01:10				0:00:31

		Max Wait Time		0:17:02										0:01:51		0:10:16				0:10:16				0:04:00		0:00:02		0:03:11		0:03:13		0:07:39				0:07:39				0:06:02		0:06:26		0:06:59		0:03:19		0:17:02				0:17:02				0:04:21		0:08:50		0:01:47		0:07:37		0:04:03				0:08:50				0:09:53		0:02:33		0:03:50		0:03:36		0:13:06				0:13:06

		Service Level (<95% calls under 5 min)		87.71%										96.70%		90.14%				93.42%				88.41%		100.00%		98.39%		96.92%		82.67%				93.28%				76.79%		78.05%		75.23%		90.20%		78.64%				79.78%				83.33%		89.29%		97.78%		83.33%		90.91%				88.93%				77.52%		92.59%		95.20%		86.71%		63.76%				83.16%

		Talk Time (Avg)		0:07:57										0:07:32		0:08:30				0:08:01				0:07:48		0:07:40		0:08:31		0:07:21		0:08:59				0:08:03				0:07:18		0:09:14		0:08:31		0:07:41		0:07:19				0:08:00				0:06:21		0:07:45		0:09:09		0:07:59		0:09:48				0:08:12				0:07:29		0:07:01		0:07:41		0:08:37		0:06:42				0:07:30

		Call Handle Time (Avg)		0:11:13										0:11:27		0:11:29				0:11:28				0:10:36		0:11:03		0:11:28		0:10:46		0:11:19				0:11:02				0:11:21		0:12:30		0:11:27		0:10:31		0:10:17				0:11:13				0:09:11		0:11:04		0:12:31		0:11:57		0:12:42				0:11:29				0:10:46		0:10:22		0:11:04		0:12:27		0:10:06				0:10:57

		Max Agents		16.73										2.31		1.79				2.31				1.63		1.77		1.55		1.53		1.88				1.88				2.80		3.31		2.70		2.38		2.26				3.31				1.67		2.76		2.42		2.95		2.68				2.95				2.99		3		3.05		3.95		16.73		0.00		16.73





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week Oct 4		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week Oct 11		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week Oct 18		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week Oct 25

		Calls Received (MNsure)		4314										200		155				355				213		215		157		207		177				969				208		196		194		204		162				964				219		178		181		222		165				965				232		223		224		215		167				1061

		Calls Handled		4130										198		149				347				189		207		157		184		173				910				195		193		191		199		154				932				211		172		172		219		158				932				222		218		207		197		165				1009

		Calls Abandoned		180										2		5				7				24		8		0		23		4				59				13		3		3		5		8				32				7		6		9		3		7				32				9		4		17		18		2				50

		Abandon % (>5%)(Less Short Aban)		3.82%										1.00%		3.23%				2.12%				11.27%		3.72%		0.00%		11.11%		2.26%				5.67%				6.25%		1.53%		1.55%		2.45%		4.94%				3.34%				3.20%		3.37%		4.97%		1.35%		4.24%				3.43%				3.88%		1.79%		7.59%		8.37%		1.20%				4.57%

		Avg Time to Abandon		0:02:38										0:04:05		0:02:14				0:03:09				0:04:07		0:02:37		0:00:00		0:03:20		0:01:53				0:02:23				0:02:17		0:00:42		0:00:48		0:06:44		0:01:32				0:02:24				0:02:18		0:03:01		0:02:31		0:01:33		0:01:39				0:02:12				0:01:55		0:02:43		0:03:52		0:05:20		0:01:34				0:03:04

		Average Wait Time (>5 min)		0:01:31										0:01:14		0:00:50				0:01:02				0:02:48		0:00:59		0:00:20		0:03:38		0:01:09				0:01:46				0:01:35		0:00:27		0:00:32		0:01:17		0:01:40				0:01:06				0:02:28		0:01:33		0:01:12		0:00:40		0:01:09				0:01:24				0:01:09		0:01:11		0:05:00		0:03:26		0:00:33				0:02:15

		Max Wait Time		0:19:23										0:09:33		0:09:19				0:09:33				0:18:57		0:07:51		0:04:31		0:19:23		0:09:50				0:19:23				0:11:01		0:03:56		0:07:32		0:13:15		0:13:26				0:13:26				0:14:47		0:13:26		0:12:22		0:06:24		0:14:44				0:14:47				0:14:38		0:08:14		0:14:26		0:15:50		0:08:56				0:15:50

		Service Level (<95% calls under 5 min)		62.25%										59.00%		69.68%				64.34%				48.36%		61.40%		86.62%		37.20%		61.58%				59.03%				62.50%		79.08%		77.84%		62.25%		61.73%				68.68%				53.88%		69.10%		68.51%		72.97%		70.30%				66.95%				61.21%		59.64%		21.88%		39.53%		79.04%				52.26%

		Talk Time (Avg)		0:04:30										0:04:42		0:04:35				0:04:38				0:04:53		0:04:35		0:04:45		0:05:04		0:04:22				0:04:43				0:04:11		0:04:48		0:04:33		0:04:07		0:04:29				0:04:25				0:04:32		0:04:41		0:04:25		0:04:47		0:04:19				0:04:32				0:04:12		0:03:41		0:04:25		0:04:18		0:04:18				0:04:10

		Call Handle Time (Avg)		0:06:41										0:07:34		0:06:49				0:07:11				0:07:13		0:06:40		0:06:28		0:07:57		0:06:39				0:06:59				0:06:28		0:06:47		0:06:38		0:06:03		0:06:14				0:06:26				0:07:02		0:06:28		0:06:50		0:06:52		0:06:06				0:06:39				0:06:14		0:05:30		0:06:38		0:06:32		0:06:12				0:06:13

		Max Agents		3.34										2.71		1.93				2.71				3.03		2.51		2.24		2.62		1.98				3.03				2.46		2.48		2.55		2.68		2.13				2.68				3.30		2.47		2.61		3.34		2.14				3.34				3.08		3		3.06		2.86		2.27				3.08





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week Oct 4		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week Oct 11		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week Oct 18		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week Oct 25

		Calls Received		7606										254		216				470				240		266		245		272		314				1337				428		394		429		362		418				2031				452		402		396		356		311				1917				441		336		370		372		332				1851

		Calls Handled		6991										251		216				467				236		262		243		266		306				1313				356		373		395		341		316				1781				401		370		344		331		289				1735				409		319		334		325		308				1695

		Calls Abandoned		520										2		0				2				3		4		1		2		7				17				64		20		29		14		95				222				42		26		45		17		16				146				29		13		31		43		17				133

		Abandon %		5.36%										0.79%		0.00%				0.40%				1.25%		1.50%		0.41%		0.74%		2.23%				1.23%				14.99%		5.08%		6.76%		3.87%		22.73%				10.69%				9.29%		6.47%		11.36%		4.78%		5.14%				7.41%				6.58%		3.87%		8.38%		11.56%		5.12%				7.10%

		Avg Time to Abandon		0:05:39										0:01:52		0:00:00				0:00:56				0:02:09		0:05:22		0:01:39		0:01:05		0:02:13				0:02:29				0:13:17		0:04:22		0:04:16		0:04:03		0:21:14				0:09:26				0:05:33		0:05:15		0:08:47		0:09:36		0:06:56				0:07:13				0:05:19		0:07:44		0:10:06		0:10:38		0:07:01				0:08:09

		Average Wait Time (>5 min)		0:07:33										0:00:24		0:00:28				0:00:26				0:01:17		0:01:27		0:00:24		0:00:30		0:02:36				0:01:14				0:28:05		0:05:26		0:10:03		0:03:33		0:37:53				0:17:00				0:10:52		0:10:25		0:14:16		0:08:01		0:06:04				0:09:55				0:10:50		0:05:45		0:08:49		0:12:22		0:08:04				0:09:10

		Max Wait Time		1:31:49										0:10:00		0:24:55				0:24:55				0:15:55		0:23:21		0:10:06		0:09:32		0:18:04				0:23:21				1:31:49		0:38:48		0:32:07		0:16:27		1:25:46				1:31:49				0:32:57		0:27:37		0:35:29		0:44:01		0:24:52				0:44:01				0:26:07		0:32:17		0:46:13		0:35:50		0:33:19				0:46:13

		Service Level (<95% calls under 5 min)		47.75%										90.16%		84.72%				87.44%				74.06%		74.81%		92.65%		88.52%		67.09%				79.43%				16.95%		38.17%		27.46%		40.45%		14.11%				27.43%				15.06%		13.38%		14.10%		19.66%		31.05%				18.65%				9.55%		43.24%		25.34%		16.03%		34.95%				25.82%

		Talk Time (Avg)		0:13:25										0:13:01		0:12:45				0:12:53				0:12:52		0:12:21		0:14:02		0:12:52		0:13:45				0:13:10				0:13:27		0:13:39		0:14:09		0:13:32		0:13:26				0:13:38				0:13:23		0:13:50		0:13:38		0:13:05		0:14:11				0:13:37				0:12:53		0:13:21		0:13:34		0:14:43		0:14:40				0:13:50

		Call Handle Time (Avg)		0:22:10										0:22:33		0:21:44				0:22:08				0:21:56		0:20:27		0:22:07		0:20:38		0:22:23				0:21:30				0:22:02		0:22:36		0:23:40		0:22:26		0:22:00				0:22:32				0:21:29		0:22:14		0:21:32		0:22:17		0:22:46				0:22:03				0:21:03		0:21:12		0:21:40		0:24:42		0:24:22				0:22:35

		Percent. calls transferred by vendor		36.01%										8:39:32		8:15:17				35.24%				6:48:30		7:55:14		7:49:08		7:11:50		8:50:04				7:42:57				6:39:25		8:19:52		9:38:25		9:17:31		10:06:46				8:48:24				40.68%		41.57%		41.86%		39.64%		38.88%				40.53%				8:30:28		7:26:45		8:22:38		9:08:17		9:05:07				35.46%

		Max Agents		18.85										11.11		9.00				11.11				9.58		10.86		10.88		10.69		12.73				12.73				18.85		15.89		17.65		12.44		13.13				18.85				13.36		15.64		12.35		14.22		11.49				16				16.61		8:39:07		13.86		10.19		16.73				16.73





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week Oct 4		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week Oct 11		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week Oct 18		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week Oct 25

		Busy		20										20		0				20				0		0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		3										0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				0		1		0		0		0				1				0		0		0		0		1				1

		Connected		858										3		1				4				4		6		0		0		10				20				182		36		94		14		16				342				14		81		103		33		35				266				70		45		40		33		38				226

		Error		6										0		0				0				0		0		0		0		0				0				4		0		0		0		0				4				0		0		1		0		0				1				0		0		0		1		0				1

		Invalid Number		1										0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		1				1				0		0		0		0		0				0

		No Answer		54										0		0				0				0		0		0		0		0				0				12		6		9		2		0				29				4		2		3		1		2				12				4		6		0		3		0				13

		No Response		78										0		2				2				1		0		0		0		0				1				26		4		2		2		1				35				0		9		11		2		2				24				4		4		0		7		1				16

		Total Requests		1020										23		3				26				5		6		0		0		10				21				225		46		105		18		17				411				18		93		118		36		40				305				78		55		40		44		40				257

		% Connected 		75.04%										13%		33%				23.19%				80%		100%		na		na		100%				93%				81%		78%		90%		78%		94%				84%				78%		87%		87%		92%		88%				86%				90%		82%		100%		75%		95%				88.31%





		Top Call Drivers		October		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week Oct 4		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week Oct 11		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week Oct 18		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week Oct 25

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		50										28		22				50																0																0																0																0

		A Referral		46										23						23						23										23																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		68																0																0																0																0						31				37						68

		Carrier Error Report		42																0										42						42																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Disable Account Request		136												26				26				29				27				27				83																0										27						27																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		645												25				25				28		21				27						76				43		33		34				30				140				41		43		40		33		36				193				44		45		45		43		34				211

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		158																0						23										23																0						39		33				30				102												33				33

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1997										90		82				172				101		77		88		62		71				399				100		92		74		73		72				411				83		93		106		86		87				455				123		127		119		93		98				560

		How Do I Create an Account?		284																0																0																0																0																0

		How Do I Update My Application?		1701										56		43				99				53		76		59		80		71				339						127		131		110		97				465				135		121		86		51		52				445				73		81		80		68		51				353

		How To Enroll In a Plan?		1105										34		33				67				53		47		41		33		45				219				54		48		67		41		40				250				48		43		41		59		35				226				76		65		68		63		71				343

		Income Change		0																0																0																0																0																0

		Income Decrease		974										26		22				48				32		38		37		47		45				199				67		73		52		47		54				293				53		63		48		49		38				251				70		35				39		39				183

		Income Increase		493																0										25		31				56				60		37		52		37		40				226				37				39				35				111				38				32		30						100

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		156										28		23				51																0						23										23												26				26										28		28				56

		MCRE/Counties		2184										106		110				216				126		114		99		75		99				513						116		100		118		93				427				155		104		108		11		86				464				131		118		116		109		90				564

		Multiple changes		616										26						26				26		30		33				28				117				38				33		36		40				147				45		40		35		32		27				179				51		36		30				30				147

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		528																0								34		42		43				119				55		60		46		43		44				248				47		47				34						128				33												33

		Passive Enrollment Question		38																0																0																0																0								38								38

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		24																0				24												24																0																0																0

		Recon		148																0																0																0				49												49						52		47								99

		Request to Close Application^		563										31		21				52				33		24		25		29		32				143				59		34		38		35						166						39		35		32						106				34						29		33				96

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		43																0								43								43																0																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0						41										41

		Broker		0																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		Consumer Action Needed		6																0				6												6																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		62																0						7										7												10				10				8				9				7				24								10		11						21

		CSR-Determination Result		28																0				6								5				11												6				6																0				11												11

		CSR-Status of Enrollment		137												10				10												8				8				12						6						18				12				15		8		9				44				13				11		14		19				57

		CSR-Status of Reported Change		10												4				4																0				6												6																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		15																0																0																0						15										15																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		15												5				5								4								4																0										6						6																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		105										13		10				23				18		9				7						34						7		7								14				5						8		13				26						8										8

		How Do I Apply?		102										10						10								7				8				15				8		8		9		5		8				38						8		5				7				20				10		9										19

		How Do I Update My Application?		178										7						7								5		8						13				18		10		8		12		7				55				6		13		6		16						41				14		15		9		14		10				62

		How To Enroll In a Plan?		96																0				6						5		6				17								11								11						10										10						15		12		16		15				58

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		492										37		15				52				35		34		11		33		12				125				12		17		18		5		7				59				11		21		21		35		31				119				31		27		23		37		19				137

		Lost or will lose other health care coverage		33										8						8						9				6						15						10										10																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		5																0								5								5																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		10																0																0																0																0												10				10

		Status of Submitted AOR Form		4																0																0										4						4																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0																0

		ARC		0																0																0																0																0																0

		Assister Manual Account Request		14																0				14												14																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		376										22		8				30				24		20		17		16		16				93				19		20		11		22		30				102				21		27				17		16				81				18		26		17				9				70

		CSR-Determination Result		458										38		23				61				25		26		20		38		19				128				40		21		21								82				22				17		19						58				32		16		27		31		23				129

		CSR-Newborn Status		303												13				13								16		15		16				47				13		15		18		16		12				74						18		21		27		14				80				22		22		18		18		9				89

		CSR-Pending Case		93										16						16																0										14		9				23				17		8		14								39										15						15

		CSR-Public Program Status		1190										56		37				93				44		58		40		25		50				217				39		50		53		64		69				275				53		66		42		73		75				309				66		65		70		48		47				296

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		480										28		19				47				18		23		17		29		11				98				23		24		28		27		24				126				28		21		23		20		13				105				25		22		23		16		18				104

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		25																0						17										17																0												8				8																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

																				0																0																0																0																0

		PP		0																0																0																0																0																0

		MCRE		606		 								106		13				119		 		20		20		19		17		15				91				34		21		23		25		32				135				33		29		25		24		16		 		127		 		23		26		30		35		20		 		134

		Counties		1878		 								90		97				187		 		106		94		80		58		84		 		422				76		95		77		93		61				402				122		75		83		87		70		 		437		 		108		92		86		74		70		 		430





















		Top Call Drivers		October

		CC				19907

		MCRE/Counties		2184		10.97%

		How Do I Apply?		1997		10.03%

		How Do I Update My Application?		1701		8.54%

		How To Enroll In a Plan?		1105		5.55%

		Income Decrease		974		4.89%

		Enrollment Status Check		645		3.24%

		Multiple changes		616		3.09%

		Request to Close Application^		563		2.83%

		PARN Notice		528		2.65%

		Income Increase		493		2.48%

		Gain of ESI/MEC		158		0.79%

		Lost or will lose employer health care coverage		156		0.78%

		Recon		148		0.74%

		Disable Account Request		136		0.68%

		Caller Hung Up without Speaking		68		0.34%

		14 Day		50		0.25%

		A Referral		46		0.23%

		Returned Mail-Mailing Address Update		43		0.22%

		Carrier Error Report		42		0.21%

		Passive Enrollment Question		38		0.19%

		Public Program Status		24		0.12%



		Broker				2196

		Lost or will lose employer health care coverage		492		22.40%

		How Do I Update My Application?		178		8.11%

		CSR-Status of Enrollment		137		6.24%

		Good Faith		105		4.78%

		How Do I Apply?		102		4.64%

		How To Enroll In a Plan?		96		4.37%

		CSR QHP  Status		62		2.82%

		Lost or will lose other health care coverage		33		1.50%

		CSR-Determination Result		28		1.28%

		Enrollment Status Check		15		0.68%

		Gain of ESI/MEC		15		0.68%

		CSR-Status of Reported Change		10		0.46%

		Status of My SEP Request		10		0.46%

		Consumer Action Needed		6		0.27%

		Password Reset/Account Unlock		5		0.23%

		Status of Submitted AOR Form		4		0.18%



		ARC				4130

		CSR-Public Program Status		1190		28.81%

		How Do I Apply?		480		11.62%

		CSR-Determination Result		458		11.09%

		CSR- QHP Status		376		9.10%

		CSR-Newborn Status		303		7.34%

		CSR-Pending Case		93		2.25%

		Prospect/Pending case		25		0.61%

		Assister Manual Account Request		14		0.34%





Sep 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week Sep 6		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week Sep 13		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week Sep 20		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27

		Calls Received (MNsure)		15113						864		714		760		573				2911						842		763		682		597				2884				772		674		616		599		563				3224				785		757		641		603		525				3311				866		1031		886								2783

		Calls Handled		14327						814		694		676		571				2755						790		707		672		592				2761				734		647		593		579		553				3106				713		712		615		601		511				3152				814		904		834								2552

		Calls Abandoned		176						10		5		27		1				43						13		12		2		0				27				7		3		1		3		0				14				10		8		6		1		2				27				13		47		5								65

		Abandon % (>5%)(Less Short Aban)		1.12%						1.16%		0.70%		3.55%		0.17%				1.40%						1.54%		1.57%		0.29%		0.00%				0.85%				0.91%		0.45%		0.16%		0.50%		0.00%				0.40%				1.27%		1.06%		0.94%		0.14%		0.38%				0.76%				1.45%		4.55%		0.56%								2.19%

		Avg Time to Abandon		0:15:19						0:15:04		0:12:25		0:12:37		0:09:12				0:12:19						0:13:21		0:16:05		0:13:06		0:00:00				0:10:38				0:15:40		0:21:05		0:52:11		0:18:08		0:00:00				0:21:25				0:18:51		0:15:47		0:19:08		0:03:16		0:23:05				0:16:01				0:12:08		0:11:54		0:24:38								0:16:13

		Average Wait Time (>5 min)		0:02:18						0:02:54		0:01:28		0:05:29		0:00:28				0:02:35						0:02:51		0:03:36		0:00:51		0:00:06				0:01:51				0:02:18		0:01:50		0:01:03		0:01:41		0:00:49				0:01:32				0:03:37		0:02:24		0:02:00		0:00:09		0:01:13				0:01:52				0:02:21		0:05:56		0:02:39								0:03:38

		Max Wait Time		0:33:16						0:11:29		0:10:54		0:19:46		0:08:18				0:19:46						0:11:31		0:11:49		0:10:29		0:13:11				0:13:11				0:11:44		0:28:40		0:06:29		0:09:19		0:07:50				0:28:40				0:18:24		0:11:20		0:09:06		0:17:52		0:13:46				0:18:24				0:24:14		0:33:16		0:09:27								0:33:16

		Service Level (<95% calls under 5 min)		76.91%						70.72%		86.69%		38.55%		98.43%				73.60%						71.38%		60.81%		92.82%		97.99%				80.75%				77.33%		83.98%		93.51%		88.98%		94.67%				87.69%				57.83%		77.15%		79.41%		99.62%		90.10%				80.82%				75.78%		30.66%		78.56%								61.67%

		Talk Time (Avg)		0:07:27						0:07:35		0:07:26		0:07:00		0:06:54				0:07:13						0:07:14		0:07:36		0:06:59		0:06:56				0:07:11				0:07:18		0:07:44		0:07:01		0:07:53		0:07:50				0:07:33				0:07:51		0:07:29		0:08:07		0:08:11		0:07:28				0:07:49				0:07:06		0:08:02		0:07:24								0:07:31

		Call Handle Time (Avg)		0:09:58						0:10:00		0:09:38		0:09:19		0:09:05				0:09:30						0:09:30		0:09:42		0:09:13		0:08:59				0:09:21				0:09:30		0:10:06		0:09:06		0:10:07		0:10:14				0:09:49				0:10:34		0:09:59		0:10:27		0:12:00		0:09:38				0:10:32				0:10:50		0:11:06		0:09:58								0:10:38

		Transfer Out		na						na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		83.04%						78.12%		81.14%		83.33%		82.46%				81.26%						82.55%		79.39%		83.68%		81.55%				81.79%				81.26%		82.11%		84.54%		83.11%		85.86%				83.38%				90.79%		91.10%		88.70%		87.62%		88.76%				89.40%				88.33%		75.20%		74.53%								79.35%

		Complaints Received		0						0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		4						1		1		0		0				2						0		0		0		1				1				0		0		0		0		0				0				0		0		0		1		0				1				0		0		0								0

		Helpline (Transfers from Vendor)		3402						253		191		240		183				867						226		241		203		158				828				214		184		164		195		154				911				122		91		62		38		72				385				55		292		64								411

		Short Abandon (under 60 seconds)		171						12		5		10		0				27						13		10		4		5				32				9		7		7		5		3				31				27		9		4		0		3				43				15		15		8								38

		% of calls answered in under 10 minutes		92.15%						93.98%		96.22%		76.32%		99.65%				91.54%						92.76%		89.38%		98.09%		98.66%				94.72%				94.04%		95.10%		96.27%		96.66%		98.22%				96.06%				89.30%		93.00%		95.94%		99.64%		94.67%				94.51%				89.28%		68.27%		94.13%								83.89%

		Occupany		78.72%						86.93%		81.74%		86.36%		62.59%				79.40%						83.63%		86.50%		69.36%		62.27%				75.44%				79.46%		79.44%		76.38%		77.10%		73.13%				77.10%				89.64%		84.25%		81.40%		49.54%		64.65%				73.90%				79.34%		90.54%		93.38%								87.75%

		Max Agents		27.93						27.93		25.72		22.74		25.57				27.93						26.70		24.62		26.61		27.60				27.60				24.92		24.14		22.86		23.08		24.14				24.92				24.79		24.29		23.70		22.40		22.07				24.79				19.63		24.79		24.87								24.87





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week Sep 6		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week Sep 13		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week Sep 20		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27

		Calls Received (MNsure)		2089						110		79		95		60				344						100		87		91		106				384				87		90		81		89		70				417				105		111		83		115		85				499				127		155		163								445

		Calls Handled		2049						106		78		95		60				339						96		84		91		102				373				86		89		80		87		70				412				101		109		82		109		85				486				127		153		159								439

		Calls Abandoned		33						4		0		0		0				4						4		3		0		3				10				1		1		1		1		0				4				4		2		1		5		0				12				0		1		2								3

		Abandon % (>5%)(Less Short Aban)		1.45%						3.64%		0.00%		0.00%		0.00%				0.91%						4.00%		3.45%		0.00%		2.83%				2.57%				1.15%		1.11%		1.23%		1.12%		0.00%				0.92%				3.81%		1.80%		1.20%		4.35%		0.00%				2.23%				0.00%		0.65%		1.23%								0.63%

		Avg Time to Abandon		0:01:11						0:00:38		0:00:00		0:00:00		0:00:00				0:00:09						0:01:22		0:02:42		0:00:00		0:02:12				0:01:34				0:03:20		0:00:58		0:00:45		0:00:26		0:00:00				0:01:05				0:02:48		0:05:56		0:01:25		0:02:21		0:00:00				0:02:30				0:00:00		0:00:31		0:01:30								0:00:40

		Average Wait Time (>5 min)		0:00:32						0:00:13		0:00:08		0:00:34		0:00:01				0:00:14						0:01:09		0:01:07		0:00:20		0:00:51				0:00:51				0:00:21		0:00:44		0:00:10		0:00:45		0:00:01				0:00:24				0:01:03		0:00:41		0:01:14		0:00:42		0:00:09				0:00:45				0:00:06		0:00:36		0:00:34								0:00:25

		Max Wait Time		0:16:27						0:04:10		0:02:20		0:07:40		0:00:06				0:07:40						0:11:37		0:08:03		0:07:58		0:08:00				0:11:37				0:04:22		0:08:37		0:05:53		0:09:36		0:00:08				0:09:36				0:12:11		0:10:16		0:16:27		0:08:26		0:02:35				0:16:27				0:02:23		0:10:48		0:07:00								0:10:48

		Service Level (<95% calls under 5 min)		84.95%						92.73%		93.67%		83.16%		100.00%				92.39%						75.00%		64.37%		94.51%		71.43%				76.33%				87.36%		81.11%		95.06%		81.82%		100.00%				89.07%				80.95%		81.08%		75.90%		71.30%		92.94%				80.43%				93.70%		85.71%		80.25%								86.55%

		Talk Time (Avg)		0:07:29						0:08:41		0:09:47		0:07:21		0:07:32				0:08:20						0:06:21		0:07:28		0:07:14		0:07:16				0:07:04				0:06:40		0:06:26		0:06:49		0:07:26		0:08:50				0:07:14				0:06:14		0:06:08		0:07:50		0:07:24		0:06:21				0:06:47				0:07:09		0:09:14		0:07:37								0:08:00

		Call Handle Time (Avg)		0:11:02						0:12:35		0:13:33		0:10:41		0:10:40				0:11:52						0:10:18		0:11:46		0:10:53		0:11:03				0:11:00				0:09:37		0:09:56		0:10:10		0:11:00		0:12:09				0:10:34				0:09:10		0:09:27		0:11:43		0:10:57		0:09:47				0:10:12				0:10:30		0:13:00		0:11:14								0:11:34

		Max Agents		4.45						2.97		2.35		2.26		1.42				2.97						2.20		2.20		2.20		2.53				2.53				1.84		1.97		1.81		2.15		1.89				2.15				2.06		2.29		2.13		2.65		1.85				2.65				2.96		4		4.00								4.45





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week Sep 6		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week Sep 13		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week Sep 20		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27

		Calls Received (MNsure)		4010						224		214		95		161				694						174		224		217		178				793				204		185		206		226		171				992				223		161		140		203		171				898				207		217		209								633

		Calls Handled		3836						210		191		95		157				653						158		217		212		177				764				193		179		200		218		168				958				213		157		135		197		165				867				196		204		194								594

		Calls Abandoned		167						14		22		0		4				40						15		7		4		1				27				11		6		6		8		3				34				9		4		4		6		6				29				11		11		15								37

		Abandon % (>5%)(Less Short Aban)		4.14%						6.25%		10.28%		0.00%		2.48%				4.75%						8.62%		3.12%		1.84%		0.56%				3.54%				5.39%		3.24%		2.91%		3.54%		1.75%				3.37%				4.04%		2.48%		2.86%		2.96%		3.51%				3.17%				5.31%		5.07%		7.18%								5.85%

		Avg Time to Abandon		0:02:25						0:03:27		0:03:43		0:00:00		0:03:03				0:02:33						0:03:35		0:01:13		0:03:35		0:01:15				0:02:24				0:01:07		0:01:44		0:03:35		0:01:31		0:00:51				0:01:45				0:01:29		0:01:10		0:01:07		0:04:11		0:05:06				0:02:36				0:02:18		0:02:09		0:04:03								0:02:50

		Average Wait Time (>5 min)		0:01:29						0:02:36		0:02:48		0:00:34		0:00:55				0:01:43						0:02:12		0:00:44		0:01:00		0:00:04				0:01:00				0:00:40		0:01:01		0:01:42		0:00:57		0:00:26				0:00:57				0:01:00		0:01:36		0:00:19		0:02:01		0:02:30				0:01:29				0:01:25		0:02:15		0:03:17								0:02:19

		Max Wait Time		0:18:59						0:18:59		0:14:17		0:07:40		0:09:43				0:18:59						0:15:26		0:05:56		0:10:01		0:02:40				0:15:26				0:08:58		0:07:43		0:12:36		0:11:42		0:05:55				0:12:36				0:06:36		0:11:57		0:04:03		0:15:59		0:18:50				0:18:50				0:12:04		0:10:35		0:14:54								0:14:54

		Service Level (<95% calls under 5 min)		63.55%						41.96%		39.25%		83.16%		66.46%				57.71%						52.87%		66.96%		75.58%		95.51%				72.73%				76.47%		67.57%		65.05%		69.47%		83.63%				72.44%				60.99%		68.32%		85.71%		57.64%		56.73%				65.88%				66.67%		46.30%		33.97%								48.98%

		Talk Time (Avg)		0:04:45						0:04:31		0:04:49		0:07:21		0:03:48				0:05:07						0:05:02		0:04:51		0:04:27		0:04:29				0:04:42				0:04:35		0:05:12		0:04:45		0:04:53		0:04:44				0:04:49				0:04:29		0:05:22		0:04:27		0:04:33		0:03:55				0:04:33				0:04:20		0:04:30		0:05:02								0:04:37

		Call Handle Time (Avg)		0:07:15						0:07:05		0:07:39		0:10:41		0:05:51				0:07:49						0:07:28		0:07:08		0:06:44		0:06:20				0:06:55				0:07:18		0:08:09		0:07:27		0:06:54		0:07:13				0:07:24				0:07:13		0:08:11		0:06:52		0:07:13		0:05:58				0:07:05				0:06:42		0:07:12		0:07:20								0:07:04

		Max Agents		3.44						2.64		2.54		2.26		1.48				2.64						2.62		3.44		2.60		2.09				3.44				2.76		2.69		2.65		3.18		2.18				3.18				2.81		2.42		1.91		2.53		2.19				2.81				2.54		3		2.98								2.98





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week Sep 6		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week Sep 13		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week Sep 20		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27

		Calls Received		3653						253		191		240		183				867						226		241		203		158				828				214		184		164		195		154				911				122		91		62		38		72				385				55		292		315								662

		Calls Handled		3595						250		188		237		182				857						222		236		200		155				813				205		184		163		193		153				898				122		91		62		38		72				385				55		280		308								643

		Calls Abandoned		34						1		1		0		0				2						1		3		3		2				9				8		0		0		0		0				8				0		0		0		0		0				0				0		10		5								15

		Abandon %		0.79%						0.40%		0.52%		0.00%		0.00%				0.23%						0.44%		1.24%		1.48%		1.27%				1.11%				3.74%		0.00%		0.00%		0.00%		0.00%				0.75%				0.00%		0.00%		0.00%		0.42%		0.00%				0.08%				0.33%		3.40%		1.59%								1.77%

		Avg Time to Abandon		0:02:37						0:01:28		0:00:36		0:00:00		0:00:00				0:00:31						0:03:43		0:03:51		0:04:24		0:00:47				0:03:11				0:09:50		0:00:00		0:00:00		0:00:00		0:00:00				0:01:58				0:00:00		0:00:00		0:00:00		0:03:16		0:00:00				0:00:39				0:07:55		0:11:50		0:00:44								0:06:49

		Average Wait Time (>5 min)		0:01:00						0:00:15		0:01:24		0:02:45		0:00:06				0:01:07						0:00:25		0:01:37		0:00:37		0:00:18				0:00:44				0:02:33		0:00:09		0:00:05		0:00:02		0:00:04				0:00:34				0:00:01		0:00:01		0:00:02		0:00:15		0:00:02				0:00:04				0:00:27		0:05:47		0:01:25								0:02:33

		Max Wait Time		0:33:16						0:09:02		0:31:30		0:21:44		0:03:24				0:31:30						0:09:34		0:19:06		0:08:59		0:07:28				0:19:06				0:21:46		0:09:09		0:04:06		0:00:50		0:02:38				0:21:46				0:00:12		0:00:08		0:00:13		0:17:52		0:00:00				0:17:52				0:07:06		0:33:16		0:20:50								0:33:16

		Service Level (<95% calls under 5 min)		88.84%						91.27%		87.89%		79.83%		97.27%				89.07%						92.00%		84.10%		81.77%		91.77%				87.41%				74.65%		98.37%		97.56%		99.48%		96.73%				93.36%				100.00%		100.00%		100.00%		97.46%		100.00%				99.49%				82.39%		60.69%		81.47%								74.85%

		Talk Time (Avg)		0:12:33						0:14:07		0:13:51		0:11:09		0:13:12				0:13:04						0:14:20		0:14:00		0:13:38		0:14:04				0:14:00				0:14:45		0:14:48		0:13:09		0:13:42		0:11:29				0:13:34				0:09:00		0:11:41		0:11:29		0:09:00		0:10:37				0:10:21				0:07:50		0:14:31		0:12:51								0:11:44

		Call Handle Time (Avg)		0:21:08						0:23:11		0:22:46		0:17:40		0:22:14				0:21:27						0:22:36		0:23:03		0:23:07		0:23:19				0:23:01				0:24:26		0:24:25		0:21:28		0:23:16		0:20:20				0:22:47				0:16:32		0:21:15		0:20:44		0:16:29		0:18:07				0:18:37				0:15:24		0:22:54		0:21:05								0:19:47

		Percent. calls transferred by vendor		24.34%						7:01:40		6:25:12		7:34:44		7:39:53				29.89%						6:26:30		7:34:50		7:08:37		6:21:06				6:52:46				6:39:10		6:33:06		6:23:22		7:48:46		6:33:53				6:47:40				3:43:47		2:53:06		2:19:16		1:30:44		3:17:29				2:44:52				1:31:27		6:47:50		8:31:57								23.41%

		Max Agents		16.23						11.65		8.01		8.12		7.10				11.65						9.52		10.26		9.25		6.38				10.26				9.90		8.47		6.83		8.67		5.42				9.90				3.62		3.86		2.64		6.98		3.15				6.98				8.65		5:32:55		12.04								16.23





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week Sep 6		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week Sep 13		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week Sep 20		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27

		Busy		40						0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		20		20								40

		Caller canceled		3						0		0		0		0				0						0		0		0		0				0				1		0		0		0		0				1				0		0		0		0		0				0				0		2		0								2

		Connected		99						1		7		10		0				18						1		8		0		0				9				8		0		0		0		0				8				0		0		0		3		0				3				1		47		13								61

		Error		1						0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0								1

		Invalid Number		0						0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		6						0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		4		2								6

		No Response		13						0		3		0		0				3						0		2		0		0				2				2		0		0		0		0				2				0		0		0		0		0				0				0		6		0								6

		Total Requests		162						1		10		10		0				21						1		10		0		0				11				11		0		0		0		0				11				0		0		0		3		0				3				1		80		35								116

		% Connected 		76.97%						100%		70%		100%		na				85.00%						100%		80%		na		na				90%				73%		na		na		na		na				73%				na		na		na		100%		na				100%				100%		59%		37%								37.14%





		Top Call Drivers		Month		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week Sep 6		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week Sep 13		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week Sep 20		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week Sep 27

		CC

		1095A Questions		50																0										22						22																0				28												28																0

		14 Day		0																0																0																0																0																0

		A Referral		96						31										31						23										23																0				27				15								42																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		167										55						55						26				25		20				71												19				19								22								22																0

		Carrier Error Report		68																0																0						26		42								68																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		75																0																0												18				18						21		21				15				57																0

		Disable Account Request		381						34		18								52						35		26				26				87						32		27				20				79				22				32		29		15				98						30		35								65

		Duplicate 1095-A Request^		18												18				18																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		293								21		18						39						22		27				21				70				29								26				55				30		26				23						79				24		26										50

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		210																0																0				26						20						46				18		20				22						60				34		28		42								104

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2078						115		87		92		84				378						124		112		89		82				407				99		90		107		88		79				463				87		122		97		108		72				486				124		115		105								344

		How Do I Create an Account?		146																0																0																0						18				115		13				146																0

		How Do I Update My Application?		1434						59		53		63		43				218						76		53		55		48				232				46		42		37		45		55				225				124		122		138				109				493				149		64		53								266

		How To Enroll In a Plan?		855						46		48		31		33				158						43		38		28		27				136				39		40		42		35		36				192				45		52		46		45		35				223				50		50		46								146

		Income Change		0																0																0																0																0																0

		Income Decrease		342						27				30		22				79								27		27						54				27		26		24		25		23				125																0						52		32								84

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		628								23		36		34				93								31		46		32				109				30		35		32		36						133				24		41		39		49		28				181				38		41		33								112

		MCRE/Counties		2229						132		112		111		99				454						127		97		113		90				427				118		96		99		99		84				496				126		128		95		100		56				505				100		134		113								347

		Multiple changes		269						30		20		24		20				94						26						24				50										22						22																0						63		40								103

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		57																0																0										21						21										17						17				19												19

		Recon		98																0												46				46				52												52																0																0

		Request to Close Application^		335								18				21				39						23		37		25						85						25		22		26		26				99						17		24				16				57				21				34								55

		Residential Address Change/Correction		26						26										26																0																0																0																0

		Returned Mail-Mailing Address Update		239								56		3		56				115								53								53				41		30										71																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		82																0																0																0												20				20				62												62

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		Caller Hung up without speaking		6																0																0																0												6				6																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		36												8				8								6								6										8		8				16				6												6																0

		CSR-Determination Result		10																0																0				5								5				10																0																0

		CSR-Status of Enrollment		122						8		7		17						32						9		8		6						23				7		7										14						8		6		10		8				32				13				8								21

		CSR-Status of Reported Change		4																0																0												4				4																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		16																0																0																0												7				7								9								9

		General Certification Questions		5																0												5				5																0																0																0

		Good Faith		55								12				3				15								5								5								5								5												10				10				11		9										20

		How Do I Apply?		127						8				6		3				17						6				9		9				24						7		6		7		5				25				8		9		11		10						38						10		13								23

		How Do I Update My Application?		176						8		6		7						21						10		11		9		10				40				7		10		9		7						33				10		16				11						37				21		24										45

		How To Enroll In a Plan?		154						11		8		9		5				33						9				7		8				24				7						10						17				15		8				14						37				12		13		18								43

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		5																0																0								5								5																0																0

		Lost or will lose employer health care coverage		440						15		17		16		14				62						9		17		7		18				51				21		17		16		12		20				86				18		25		17		38		36				134				35		31		41								107

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		4																0																0						4										4																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		5																0																0																0								5								5																0

		Status of Submitted AOR Form		5																0																0																0								5								5																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC		0																0																0																0																0																0

		Assister Manual Account Request		17								17								17																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		21																0																0								21								21																0																0

		CSR- QHP Status		373						17		19								36						22		22		19		19				82				36		16				26		22				100				22		19		13				18				72				23		22		38								83

		CSR-Determination Result		601						33		28		18		18				97						20		22		28		25				95				28		36		32		26		30				152				55		21		15		46		32				169				39		33		16								88

		CSR-Newborn Status		316						10				14		13				37						22		24		15		10				71				16		15		16		15		17				79				23		9		24		21						77				15		19		18								52

		CSR-Pending Case		37										13		11				24																0																0												13				13																0

		CSR-Public Program Status		1109						59		63		54		40				216						45		73		71		55				244				39		36		56		62		64				257				71		44		32		45		40				232				42		46		72								160

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		483						22		27		21		19				89						24		25		28		18				95				17		17		18		31		19				102				33		22		17		21		16				109				26		27		35								88

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		11																0																0																0										11						11																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP		0																0																0																0																0																0

		MCRE		430		 				26		17		21		21				85		 		 		19		14		16		15				64				21		20		31		16		17				105				23		19		23		23		13		 		101		 		19		30		26						 		75

		Counties		1798		 				106		95		90		78				369		 		 		108		83		97		75		 		363				97		75		68		83		67				390				103		109		72		77		43		 		404		 		81		104		87						 		272











		Top Call Drivers		September

		CC								14327

		MCRE/Counties		2229						0.1556

		How Do I Apply?		2078						0.1450

		How Do I Update My Application?		1434						0.1001

		How To Enroll In a Plan?		855						0.0597

		Lost or will lose employer health care coverage		628						0.0438

		Disable Account Request		381						0.0266

		Income Decrease		342						0.0239

		Request to Close Application^		335						0.0234

		Enrollment Status Check		293						0.0205

		Multiple changes		269						0.0188

		Returned Mail-Mailing Address Update		239						0.0167

		Gain of ESI/MEC		210						0.0147

		Caller Hung Up without Speaking		167						0.0117

		How Do I Create an Account?		146						0.0102

		Recon		98						0.0068

		A Referral		96						0.0067

		System Issues-Advised Consumer to Call Back Later		82						0.0057

		Directed to GI-Term		75						0.0052

		Carrier Error Report		68						0.0047

		Public Program Status		57						0.0040

		1095A Questions		50						0.0035

		Residential Address Change/Correction		26						0.0018

		Duplicate 1095-A Request^		18						0.0013



		Broker								2049

		Lost or will lose employer health care coverage		440						0.2147

		How Do I Update My Application?		176						0.0859

		How To Enroll In a Plan?		154						0.0752

		How Do I Apply?		127						0.0620

		CSR-Status of Enrollment		122						0.0595

		Good Faith		55						0.0268

		CSR QHP  Status		36						0.0176

		Gain of ESI/MEC		16						0.0078

		CSR-Determination Result		10						0.0049

		Caller Hung up without speaking		6						0.0029

		General Certification Questions		5						0.0024

		Loss/Gain of MEC^		5						0.0024

		Status of My SEP Request		5						0.0024

		Status of Submitted AOR Form		5						0.0024

		CSR-Status of Reported Change		4						0.0020

		Password Reset/Account Unlock		4						0.0020



		ARC								3836

		CSR-Public Program Status		1109						0.2891

		CSR-Determination Result		601						0.1567

		How Do I Apply?		483						0.1259

		CSR- QHP Status		373						0.0972

		CSR-Newborn Status		316						0.0824

		CSR-Pending Case		37						0.0096

		Close in lieu of Processing Change		21						0.0055

		Assister Manual Account Request		17						0.0044

		Prospect/Pending case		11						0.0029





Aug 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week Aug 2		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week Aug 9		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week Aug 16		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week Aug 23		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 31

		Calls Received (MNsure)		15705				865		766		629		781		588				3629				898		722		698		640		581				3539				828		719		700		697		637				3581				929		846		723		695		768				3961				995												995

		Calls Handled		15009				815		728		622		728		579				3472				857		686		668		630		555				3396				761		700		687		687		626				3461				887		761		694		644		747				3733				947												947

		Calls Abandoned		166				11		8		0		18		0				37				8		4		7		1		4				24				18		2		3		1		1				25				9		33		4		10		4				60				20												20

		Abandon % (>5%)(Less Short Aban)		1.13%				1.27%		1.04%		0.00%		2.30%		0.00%				0.92%				0.89%		0.55%		1.00%		0.16%		0.69%				0.66%				2.17%		0.28%		0.43%		0.14%		0.16%				0.64%				0.97%		3.90%		0.55%		1.44%		0.52%				1.48%				1.97%												1.97%

		Avg Time to Abandon		0:14:36				0:15:15		0:14:53		0:00:00		0:12:27		0:00:00				0:08:31				0:14:59		0:22:04		0:13:47		0:18:05		0:15:18				0:16:50				0:13:13		0:19:19		0:14:17		0:26:53		0:28:24				0:20:25				0:14:16		0:10:55		0:21:31		0:15:57		0:16:36				0:15:51				0:11:22												0:11:22

		Average Wait Time (>5 min)		0:02:20				0:02:51		0:02:22		0:01:08		0:03:17		0:00:55				0:02:07				0:02:31		0:01:53		0:02:01		0:01:07		0:01:41				0:01:51				0:04:04		0:01:24		0:00:54		0:01:10		0:00:41				0:01:39				0:02:32		0:04:28		0:02:18		0:02:48		0:01:25				0:02:43				0:03:22												0:03:22

		Max Wait Time		0:28:43				0:15:31		0:11:46		0:06:48		0:17:46		0:06:01				0:17:46				0:14:17		0:14:15		0:10:51		0:09:00		0:11:08				0:14:17				0:13:38		0:07:44		0:09:58		0:09:23		0:09:03				0:13:38				0:15:53		0:15:22		0:12:02		0:11:18		0:08:39				0:15:53				0:28:43												0:28:43

		Service Level (<95% calls under 5 min)		78.98%				73.29%		78.85%		96.03%		70.29%		96.77%				83.05%				78.06%		79.09%		80.52%		90.94%		84.68%				82.66%				55.43%		91.93%		91.86%		88.24%		96.70%				84.83%				72.55%		54.14%		74.83%		68.06%		89.19%				71.75%				72.61%												72.61%

		Talk Time (Avg)		0:07:27				0:06:59		0:06:51		0:07:05		0:06:29		0:07:13				0:06:55				0:06:54		0:06:51		0:07:27		0:06:39		0:07:08				0:07:00				0:06:52		0:07:37		0:07:23		0:07:18		0:06:58				0:07:14				0:06:57		0:07:10		0:07:16		0:06:53		0:07:01				0:07:03				0:09:05												0:09:05

		Call Handle Time (Avg)		0:09:58				0:08:53		0:09:02		0:09:08		0:08:36		0:09:31				0:09:02				0:09:16		0:09:06		0:09:36		0:08:34		0:09:13				0:09:09				0:08:53		0:09:50		0:09:27		0:09:25		0:09:09				0:09:21				0:09:11		0:09:12		0:09:24		0:08:45		0:09:02				0:09:07				0:13:10												0:13:10

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												na

		First Call Resolution %		81.85%				80.81%		83.18%		83.54%		79.59%		80.58%				81.54%				82.31%		82.55%		81.16%		83.33%		83.17%				82.50%				82.38%		82.14%		83.11%		84.57%		81.57%				82.75%				81.70%		83.98%		84.02%		83.97%		82.62%				83.26%				79.18%												79.18%

		Complaints Received		9				0		0		0		1		3				4				0		1		0		0		0				1				2		0		0		0		0				2				0		0		0		0		0				0				2												2

		Complaints Resolved		15				0		0		2		0		3				5				0		2		0		0		0				2				3		0		0		0		0				3				0		0		0		0		0				0				5												5

		Helpline (Transfers from Vendor)		4912				291		236		200		305		209				1241				253		238		214		195		198				1098				269		235		226		232		196				1158				303		242		225		200		256				1226				189												189

		Short Abandon (under 60 seconds)		136				11		8		2		4		1				26				5		11		3		4		11				34				11		7		1		3		1				23				11		12		6		14		4				47				6												6

		% of calls answered in under 10 minutes		93.54%				90.29%		93.21%		98.89%		84.25%		98.47%				93.02%				94.88%		94.46%		94.70%		98.44%		95.18%				95.53%				87.92%		97.36%		98.14%		98.57%		98.27%				96.05%				94.51%		82.98%		95.30%		90.79%		97.27%				92.17%				90.90%												90.90%

		Occupany		78.17%				86.80%		78.28%		70.74%		74.27%		73.85%				76.79%				86.41%		77.67%		78.63%		68.65%		71.03%				76.48%				78.70%		76.86%		70.04%		71.75%		71.09%				73.69%				86.00%		84.27%		77.60%		79.99%		81.33%				81.84%				82.08%												82.08%

		Max Agents		29.17				26.43		25.70		24.95		27.13		24.05				27.13				29.17		24.68		25.66		24.54		24.45				29.17				24.99		26.84		28.44		28.18		23.98				28.44				29.17		25.52		26.88		21.72		25.85				29.17				23.83												23.83





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week Aug 2		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week Aug 9		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week Aug 16		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week Aug 23		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 31

		Calls Received (MNsure)		2019				79		86		83		71		73				392				97		103		80		102		62				444				84		95		100		93		84				456				101		116		102		106		121				546				181												181

		Calls Handled		1991				76		85		82		68		73				384				97		103		80		99		62				441				84		94		98		93		83				452				101		115		98		106		121				541				173												173

		Calls Abandoned		25				3		1		1		2		0				7				0		0		0		2		0				2				0		1		2		0		1				4				0		1		4		0		0				5				7												7

		Abandon % (>5%)(Less Short Aban)		1.57%				3.80%		1.16%		1.20%		2.82%		0.00%				1.80%				0.00%		0.00%		0.00%		1.96%		0.00%				0.39%				0.00%		1.05%		2.00%		0.00%		1.19%				0.85%				0.00%		0.86%		3.92%		0.00%		0.00%				0.96%				3.87%												3.87%

		Avg Time to Abandon		0:02:09				0:00:52		0:03:20		0:00:48		0:01:03		0:00:00				0:01:12				0:00:00		0:00:00		0:00:00		0:04:04		0:00:00				0:00:48				0:00:00		0:00:25		0:05:07		0:00:00		0:01:14				0:01:21				0:00:00		0:08:14		0:03:24		0:00:00		0:00:00				0:02:19				0:05:04												0:05:04

		Average Wait Time (>5 min)		0:00:43				0:00:10		0:00:11		0:00:53		0:00:23		0:00:01				0:00:19				0:00:20		0:00:02		0:00:06		0:00:55		0:00:07				0:00:18				0:00:31		0:00:37		0:01:04		0:00:22		0:01:00				0:00:42				0:00:20		0:00:33		0:00:49		0:00:21		0:00:23				0:00:29				0:01:50												0:01:50

		Max Wait Time		0:17:04				0:06:11		0:04:22		0:08:26		0:08:59		0:00:07				0:08:59				0:04:56		0:00:32		0:03:20		0:08:06		0:03:19				0:08:06				0:07:52		0:07:27		0:09:04		0:04:55		0:10:03				0:10:03				0:06:17		0:09:08		0:10:00		0:05:25		0:06:25				0:10:00				0:17:04												0:17:04

		Service Level (<95% calls under 5 min)		82.67%				94.94%		93.02%		81.93%		88.73%		100.00%				91.72%				85.57%		99.03%		97.50%		74.26%		95.16%				90.30%				83.33%		81.05%		77.00%		86.02%		77.38%				80.96%				91.09%		86.21%		72.55%		89.62%		89.26%				85.75%				64.64%												64.64%

		Talk Time (Avg)		0:08:07				0:07:49		0:07:34		0:07:55		0:08:53		0:06:33				0:07:44				0:08:42		0:06:42		0:08:57		0:09:51		0:07:31				0:08:20				0:07:53		0:08:21		0:08:15		0:08:19		0:08:12				0:08:12				0:07:32		0:07:10		0:08:05		0:07:25		0:07:18				0:07:30				0:08:51												0:08:51

		Call Handle Time (Avg)		0:11:40				0:11:56		0:12:16		0:11:11		0:12:11		0:10:16				0:11:34				0:12:16		0:10:52		0:12:25		0:13:15		0:10:08				0:11:47				0:11:42		0:11:55		0:12:08		0:12:00		0:12:13				0:11:59				0:10:27		0:10:48		0:10:58		0:10:41		0:10:34				0:10:41				0:12:22												0:12:22

		Max Agents		4.75				2.02		2.35		2.04		1.84		1.67				2.35				2.64		2.49		2.21		2.94		1.40				2.94				2.18		2.49		2.64		2.48		2.25				2.64				2.34		2.76		2.39		2.52		2.84				2.84				4.75												4.75





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week Aug 2		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week Aug 9		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week Aug 16		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week Aug 23		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 31

		Calls Received (MNsure)		4025				181		195		200		210		179				965				177		193		189		201		181				941				189		205		205		214		137				950				205		199		205		168		158				935				234												234

		Calls Handled		3882				180		187		192		206		177				942				176		188		182		198		175				919				179		201		197		204		136				917				202		194		194		163		153				906				198												198

		Calls Abandoned		138				1		7		8		4		1				21				1		5		7		3		6				22				10		4		8		10		0				32				3		5		10		5		5				28				35												35

		Abandon % (>5%)(Less Short Aban)		5.11%				0.55%		3.59%		4.00%		1.90%		0.56%				2.12%				0.56%		2.59%		3.70%		1.49%		3.31%				2.33%				5.29%		1.95%		3.90%		4.67%		0.00%				3.16%				1.46%		2.51%		4.88%		2.98%		3.16%				3.00%				14.96%												14.96%

		Avg Time to Abandon		0:03:30				0:00:54		0:03:12		0:05:36		0:01:52		0:05:02				0:03:19				0:01:24		0:01:02		0:04:43		0:02:06		0:05:07				0:02:52				0:03:26		0:00:44		0:03:32		0:02:28		0:00:00				0:02:02				0:06:12		0:02:42		0:01:44		0:02:48		0:05:35				0:03:48				0:05:31												0:05:31

		Average Wait Time (>5 min)		0:02:05				0:00:25		0:01:48		0:02:06		0:00:49		0:00:19				0:01:05				0:00:34		0:00:25		0:00:56		0:00:20		0:01:10				0:00:41				0:00:49		0:00:54		0:00:46		0:02:11		0:00:10				0:00:58				0:00:33		0:00:51		0:01:22		0:01:06		0:00:53				0:00:57				0:06:48												0:06:48

		Max Wait Time		0:22:55				0:05:04		0:09:19		0:12:05		0:08:36		0:06:15				0:12:05				0:07:09		0:04:19		0:13:17		0:05:57		0:10:08				0:13:17				0:09:51		0:07:17		0:09:32		0:14:54		0:05:01				0:14:54				0:10:21		0:11:48		0:10:01		0:09:59		0:15:47				0:15:47				0:22:55												0:22:55

		Service Level (<95% calls under 5 min)		63.49%				81.77%		58.25%		54.00%		70.48%		86.03%				70.11%				80.79%		80.31%		77.25%		85.57%		65.19%				77.82%				74.60%		70.24%		76.10%		53.74%		94.16%				73.77%				85.37%		78.39%		57.07%		61.31%		79.11%				72.25%				23.50%												23.50%

		Talk Time (Avg)		0:04:33				0:04:15		0:04:24		0:04:34		0:03:44		0:04:03				0:04:12				0:04:13		0:04:46		0:04:58		0:05:01		0:04:59				0:04:47				0:05:32		0:04:33		0:05:23		0:04:30		0:04:46				0:04:56				0:04:26		0:04:28		0:04:39		0:04:03		0:04:46				0:04:28				0:04:21												0:04:21

		Call Handle Time (Avg)		0:07:01				0:06:25		0:07:03		0:07:03		0:05:55		0:06:49				0:06:39				0:06:52		0:07:23		0:07:50		0:07:20		0:07:02				0:07:17				0:07:48		0:07:24		0:07:58		0:07:19		0:07:26				0:07:35				0:06:56		0:07:09		0:07:15		0:06:32		0:07:00				0:06:58				0:06:40												0:06:40

		Max Agents		3.10				2.09		2.44		2.45		2.71		2.24		0.00		2.71				2.24		2.61		2.68		2.86		2.74				2.86				3.10		2.83		2.93		2.88		1.87				3.10				2.62		2.71		2.48		1.89		2.38				2.71				2.36												2.36





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week Aug 2		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week Aug 9		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week Aug 16		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week Aug 23		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 31

		Calls Received		4912				291		236		200		305		209				1241				253		238		214		195		198				1098				269		235		226		232		196				1158				303		242		225		200		256				1226				189												189

		Calls Handled		4796				282		231		200		299		208				1220				250		237		214		189		190				1080				249		231		222		218		193				1113				294		242		223		197		250				1206				177												177

		Calls Abandoned		76				6		3		0		5		1				15				0		0		0		5		7				12				17		3		3		8		0				31				4		0		1		1		3				9				9												9

		Abandon %		2.07%				2.06%		1.27%		0.00%		1.64%		0.48%				1.09%				0.00%		0.00%		0.00%		2.56%		3.54%				1.22%				6.32%		1.28%		1.33%		3.45%		0.00%				2.48%				1.32%		0.00%		0.44%		0.50%		1.17%				0.69%				4.89%												4.89%

		Avg Time to Abandon		0:04:29				0:06:36		0:02:07		0:00:00		0:03:51		0:04:56				0:03:30				0:00:00		0:00:00		0:00:00		0:06:25		0:03:52				0:02:03				0:08:45		0:04:55		0:09:09		0:02:58		0:00:00				0:05:09				0:05:36		0:00:00		0:01:13		0:00:59		0:03:06				0:02:10				0:09:36												0:09:36

		Average Wait Time (>5 min)		0:02:16				0:02:03		0:01:22		0:00:23		0:02:04		0:01:21				0:01:26				0:00:25		0:00:03		0:00:27		0:01:56		0:01:41				0:00:54				0:06:54		0:02:00		0:02:00		0:02:32		0:00:01				0:02:41				0:03:05		0:00:43		0:00:08		0:01:16		0:00:49				0:01:12				0:05:09												0:05:09

		Max Wait Time		0:33:47				0:16:41		0:16:53		0:11:57		0:20:54		0:10:01				0:20:54				0:07:29		0:02:03		0:09:24		0:21:07		0:18:00				0:21:07				0:33:47		0:17:44		0:19:15		0:21:32		0:00:07				0:33:47				0:21:53		0:11:55		0:06:40		0:31:51		0:12:48				0:31:51				0:28:43												0:28:43

		Service Level (<95% calls under 5 min)		69.89%				75.43%		80.34%		95.00%		63.16%		67.94%				76.37%				83.67%		98.73%		91.59%		75.38%		74.62%				84.80%				44.74%		75.74%		73.78%		77.09%		100.00%				74.27%				61.41%		85.95%		95.56%		77.78%		87.35%				81.61%				32.40%												32.40%

		Talk Time (Avg)		0:13:10				0:11:53		0:12:25		0:14:25		0:13:10		0:13:49				0:13:08				0:13:07		0:13:24		0:14:19		0:13:48		0:13:36				0:13:38				0:11:45		0:14:08		0:13:13		0:14:15		0:14:48				0:13:37				0:12:48		0:13:26		0:12:34		0:13:39		0:12:22				0:12:57				0:12:30												0:12:30

		Call Handle Time (Avg)		0:22:30				0:21:12		0:21:12		0:24:03		0:22:12		0:23:39				0:22:27				0:22:48		0:22:59		0:24:15		0:23:36		0:22:04				0:23:08				0:21:02		0:23:56		0:22:32		0:23:29		0:24:37				0:23:07				0:22:30		0:22:29		0:21:41		0:23:07		0:21:28				0:22:15				0:21:35												0:21:35

		Percent. calls transferred by vendor		29.53%				8:04:26		7:23:39		7:37:52		9:22:21		8:31:50				34.17%				6:45:42		7:54:40		7:21:29		7:18:45		8:10:44				7:30:16				7:47:49		7:50:39		7:44:54		7:59:18		7:23:04				7:45:09				7:49:39		6:51:54		7:28:07		6:54:23		8:00:00				7:24:49				4:33:31												18.99%

		Max Agents		18.34				11.18		9.24		8.82		13.15		9.25				13.15				11.76		10.04		9.87		7.75		7.90				11.76				9.43		9.85		9.67		9.87		9.44				9.87				12.45		10.37		9.83		8.84		10.34				12.45				18.34												18.34





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week Aug 2		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week Aug 9		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week Aug 16		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week Aug 23		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 30

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Caller canceled		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				1												1

		Connected		156				10		4		1		13		2				30				2		0		1		4		6				13				30		5		3		10		0				48				16		4		0		2		6				28				37												37

		Error		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Invalid Number		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		No Answer		3				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		0				1				1												1

		No Response		21				1		0		0		1		0				2				0		0		0		2		2				4				3		0		0		0		0				3				5		0		0		0		1				6				6												6

		Total Requests		181				12		4		1		14		2				33				2		0		1		6		8				17				33		5		3		10		0				51				22		4		0		2		7				35				45												45

		% Connected 		90.04%				83%		100%		100%		93%		100%				95.24%				100%		na		100%		67%		75%				85%				91%		100%		100%		100%		na				98%				73%		100%		na		100%		86%				90%				82%												82.22%





		Top Call Drivers		Month		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week Aug 2		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week Aug 9		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week Aug 16		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week Aug 23		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week Aug 31

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		109								17								17								23				18				41																0						23						28				51																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		206				31												31				48						27						75																0										21		37				58				42												42

		Carrier Error Report		26																0																0																0								26								26																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		21																0																0								21								21																0																0

		Disable Account Request		187						25										25						22		19				17				58								21								21				24				26								50				33												33

		Duplicate 1095-A Request^		23																0																0																0						23										23																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		319				36		26		25				29				116				26		24		19		22						91				33				25				23				81												31				31																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		138																0																0				24		24				21						69												25				25				44												44

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2099				120		110		110		102		76				518				111		92		103		100		75				481				106		102		105		97		96				506				113		113		94		71		108				499				95												95

		How Do I Create an Account?		23								23								23																0																0																0																0

		How Do I Update My Application?		1356				61		68		56		70		58				313				92		64		54		43		38				291				73		66		63		88		57				347				70		68		80		41		72				331				74												74

		How To Enroll In a Plan?		862				55		31		38		47		31				202				43		53		30		37		31				194				36		49		38		33		31				187				44		36		50		44		42				216				63												63

		Income Change		0																0																0																0																0																0

		Income Decrease		619				29		26		30		49		28				162				37		30		30		29		22				148				31		28		29		32		24				144				32		36		22		36						126				39												39

		Income Increase		41										24		17				41																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		687				43		38		24		38		23				166				26		38		30		34		27				155						28		33		40		28				129				24		40		41		42		36				183				54												54

		MCRE/Counties		2114				127		110		90		92		84				503				117		96		94		78		81				466				111		110		102		95		82				500				131		112		97		84		95				519				126												126

		Multiple changes		182										27		19				46				29								16				45				27		23				24						74										17						17																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		27																0																0						27										27																0																0

		Public Program Status		29				29												29																0																0																0																0

		Recon		198																0										21		66				87												22				22				39				21		29						89																0

		Request to Close Application^		526				28		31		25		25		19				128				40		23		27		30						120						23		26		27		21				97				44		30		25		21		26				146				35												35

		Residential Address Change/Correction		52										34						34						18										18																0																0																0

		Returned Mail-Mailing Address Update		228																0																0				26						63		41				130				45		53										98																0

		Status of My SEP Request		52						26										26																0				26												26																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		Broker		0																0																0																0																0																0

		APTC/CSR Questions		0																0																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		48								5		8						13				10												10												5				5				10								10				20																0

		CSR-Determination Result		17																0										9						9						8										8																0																0

		CSR-Status of Enrollment		145				12		9		6		6		4				37				11		9		6								26				7				12		8		9				36				7		10		11		7						35				11												11

		CSR-Status of Reported Change		4																0												4				4																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		5				5												5																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		94				14		11										25				8		8		5		7						28				13		11										24								7				10				17																0

		How Do I Apply?		124						11		6				9				26								5		9		6				20				7				7		6		12				32				7		9				13						29				17												17

		How Do I Update My Application?		92				8		9				5						22				9		9						4				22						9				6						15						8		14		11						33																0

		How To Enroll In a Plan?		108								12		7						19						9						6				15								12				9				21				10				9		10		13				42				11												11

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		613				31		30		19		27		25				132				29		28		19		25		9				110				42		32		33		10		14				131				34		31		51		28		51				195				45												45

		Lost or will lose other health care coverage		38												4				4								6		8						14				6		8		6								20																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		24																0																0																0												9				9				15												15

		Status of Submitted AOR Form		17																0																0										8						8						9										9																0

		System Issues-Advised Consumer to Call Back Later		9												9				9																0																0																0																0

				0																0																0																0																0																0

		ARC		0																0																0																0																0																0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		285				11		10		15		19		24				79						16		11		21		9				57				27				19				11				57				18		21		15		9		11				74				18												18

		CSR-Determination Result		464				24		27		28		23		15				117				19		26		24		16		25				110				27		22		30		31		18				128				28		24		26		19		12				109																0

		CSR-Newborn Status		191						9				14		10				33				15						11		8				34				13		12		19		13		10				67				12				12		13		7				44				13												13

		CSR-Pending Case		109				9				10								19				11		15		16								42						18				11						29						8										8				11												11

		CSR-Public Program Status		1062				39		46		46		58		38				227				44		51		41		60		67				263				60		52		47		52		29				240				65		37		61		49		49				261				71												71

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		445				24		27		14		35		19				119				19		16		24		24		23				106				14		20		23		20		10				87				21		25		26		20		23				115				18												18

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

				0																0																0																0																0																0

		PP		0																0																0																0																0																0

		MCRE		400		 		42		19		8		18		19				106		 		17		14		20		14		11				76				19		22		16		24		17				98				28		18		15		13		21		 		95		 		25										 		25

		Counties		1725		 		85		91		82		74		65				397		 		111		82		74		64		70		 		401				92		88		86		71		65				402				103		94		82		71		74		 		424		 		101										 		101









		Top Call Drivers		Month

		CC				15009

		MCRE/Counties		2114		14.08%

		How Do I Apply?		2099		13.98%

		How Do I Update My Application?		1356		9.03%

		How To Enroll In a Plan?		862		5.74%

		Lost or will lose employer health care coverage		687		4.58%

		Income Decrease		619		4.12%

		Request to Close Application^		526		3.50%

		Enrollment Status Check		319		2.13%

		Returned Mail-Mailing Address Update		228		1.52%

		Caller Hung Up without Speaking		206		1.37%

		Recon		198		1.32%

		Disable Account Request		187		1.25%

		Multiple changes		182		1.21%

		Gain of ESI/MEC		138		0.92%

		A Referral		109		0.73%

		Residential Address Change/Correction		52		0.35%

		Status of My SEP Request		52		0.35%

		Income Increase		41		0.27%

		Public Program Status		29		0.19%

		PO box initiave Ph 2		27		0.18%

		Carrier Error Report		26		0.17%

		Duplicate 1095-A Request^		23		0.15%

		How Do I Create an Account?		23		0.15%

		Directed to GI-Term		21		0.14%



		Broker				1991

		Lost or will lose employer health care coverage		613		30.79%

		CSR-Status of Enrollment		145		7.28%

		How Do I Apply?		124		6.23%

		How To Enroll In a Plan?		108		5.42%

		Good Faith		94		4.72%

		How Do I Update My Application?		92		4.62%

		CSR QHP  Status		48		2.41%

		Lost or will lose other health care coverage		38		1.91%

		Status of My SEP Request		24		1.21%

		CSR-Determination Result		17		0.85%

		Status of Submitted AOR Form		17		0.85%

		System Issues-Advised Consumer to Call Back Later		9		0.45%

		Gain of ESI/MEC		5		0.25%

		CSR-Status of Reported Change		4		0.20%



		ARC				3882

		CSR-Public Program Status		1062		27.36%

		CSR-Determination Result		464		11.95%

		How Do I Apply?		445		11.46%

		CSR- QHP Status		285		7.34%

		CSR-Newborn Status		191		4.92%

		CSR-Pending Case		109		2.81%





Jul 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week Jun 28		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week Jul 5		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week Jul 12		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week Jul 19		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week Jul 26

		Calls Received (MNsure)		16165								692		520						1212				751		714		652		657		553				3327				950		742		729		557		597				3575				955		878		776		686		676				3971				982		867		813		709		709				4080

		Calls Handled		15468								677		520						1197				746		692		611		647		553				3249				877		710		716		551		592				3446				909		771		749		657		650				3736				898		818		755		688		681				3840

		Calls Abandoned		110								3		0						3				0		1		12		0		0				13				3		6		2		0		0				11				10		19		0		0		2				31				11		14		15		3		9				52

		Abandon % (>5%)(Less Short Aban)		0.57%								0.43%		0.00%						0.22%				0.00%		0.14%		1.84%		0.00%		0.00%				0.40%				0.32%		0.81%		0.27%		0.00%		0.00%				0.28%				1.02%		2.16%		0.00%		0.00%		0.30%				0.70%				1.12%		1.61%		1.85%		0.42%		1.27%				1.25%

		Avg Time to Abandon		0:11:38								0:13:16		0:00:00						0:06:38				0:00:00		0:44:12		0:13:02		0:00:00		0:00:00				0:11:26				0:40:30		0:17:10		0:13:30		0:00:00		0:00:00				0:14:14				0:16:55		0:14:33		0:00:00		0:00:00		0:24:48				0:11:15				0:18:15		0:10:41		0:15:13		0:16:01		0:12:59				0:14:38

		Average Wait Time (>5 min)		0:01:30								0:01:30		0:00:01						0:00:45				0:00:10		0:01:11		0:02:34		0:01:20		0:00:08				0:01:05				0:02:54		0:02:25		0:01:40		0:00:52		0:00:35				0:01:41				0:03:01		0:02:47		0:00:52		0:00:44		0:01:17				0:01:44				0:02:48		0:02:20		0:03:14		0:01:03		0:01:40				0:02:13

		Max Wait Time		0:20:28								0:11:05		0:01:50						0:11:05				0:04:28		0:07:06		0:13:25		0:08:07		0:03:34				0:13:25				0:12:18		0:14:21		0:08:31		0:08:06		0:06:43				0:14:21				0:20:28		0:14:08		0:06:26		0:06:28		0:12:05				0:20:28				0:12:24		0:12:54		0:14:11		0:11:30		0:16:26				0:16:26

		Service Level (<95% calls under 5 min)		85.68%								87.86%		100.00%						93.93%				99.33%		90.76%		71.47%		90.56%		100.00%				90.43%				72.21%		76.15%		85.05%		94.43%		97.32%				85.03%				68.63%		65.95%		94.72%		93.88%		86.39%				81.91%				71.89%		78.43%		63.59%		92.95%		78.59%				77.09%

		Talk Time (Avg)		0:07:22								0:07:35		0:07:27						0:07:31				0:07:31		0:07:45		0:06:55		0:07:30		0:07:44				0:07:29				0:07:26		0:07:19		0:07:14		0:07:53		0:07:32				0:07:28				0:08:27		0:07:07		0:07:06		0:06:44		0:06:35				0:07:12				0:06:54		0:07:08		0:07:17		0:07:34		0:07:11				0:07:13

		Call Handle Time (Avg)		0:09:30								0:09:50		0:09:38						0:09:44				0:09:41		0:09:37		0:09:05		0:09:30		0:09:49				0:09:32				0:09:32		0:09:34		0:09:18		0:10:02		0:09:37				0:09:36				0:11:30		0:09:02		0:08:53		0:08:45		0:08:29				0:09:20				0:08:59		0:09:06		0:09:14		0:09:47		0:09:21				0:09:18

		Transfer Out		na								na		na						na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		82.06%								77.44%		79.68%						78.56%				78.77%		80.04%		80.94%		82.18%		81.64%				80.71%				80.09%		84.75%		82.60%		84.72%		86.41%				83.71%				82.25%		81.69%		82.10%		84.16%						82.55%				79.85%		86.23%		85.91%		87.63%		84.25%				84.78%

		Complaints Received		10								0		0						0				0		1		0		0		0				1				4		0		1		0		0				5				0		1		0		1		0				2				0		1		1		0		0				2

		Complaints Resolved		9								0		0						0				0		1		1		0		0				2				4		0		0		0		0				4				0		1		0		0		0				1				0		1		1		0		0				2

		Helpline (Transfers from Vendor)		4939								273		190						463				246		236		216		221		187				1106				290		217		219		184		173				1083				219		229		197		185		192				1022				316		242		239		230		238				1265

		Short Abandon (under 60 seconds)		229								5		0						5				1		8		6		3		0				18				41		4		4		2		2				53				5		38		17		21		c				88				28		16		8		5		8				65

		% of calls answered in under 10 minutes		95.10%								96.82%		100.00%						98.41%				99.33%		96.92%		87.88%		98.48%		100.00%				96.52%				92.21%		92.86%		98.22%		98.92%		99.16%				96.27%				90.47%		86.56%		96.52%		95.77%		96.01%				93.07%				87.68%		91.81%		88.56%		96.61%		91.55%				91.24%

		Occupany		69.29%								71.91%		40.04%						55.98%				61.12%		70.98%		63.04%		61.03%		56.19%				62.47%				84.00%		78.91%		71.61%		64.84%		62.19%				72.31%				83.50%		81.95%		74.81%		68.52%		70.47%				75.85%				85.78%		81.56%		80.93%		75.08%		75.98%				79.87%

		Max Agents		35.71								29.77		35.71						35.71				33.62		26.83		25.47		27.44		29.72				33.62				30.02		27.35		27.47		26.09		25.79				30.02				28.76		25.44		28.91		25.61		23.04				28.91				27.17		27.69		26.58		26.91		25.56				27.69





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week Jun 28		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week Jul 5		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week Jul 12		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week Jul 19		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week Jul 26

		Calls Received (MNsure)		2118								82		63						145				70		73		66		83		70				362				104		115		91		86		67				463				107		94		124		81		93				499				111		132		128		144		134				649

		Calls Handled		2101								81		62						143				69		73		65		83		70				360				104		113		91		86		65				459				107		94		123		81		93				498				109		129		127		142		134				641

		Calls Abandoned		11								0		0						0				1		0		1		0		0				2				0		1		0		0		1				2				0		0		1		0		0				1				2		2		0		2		0				6

		Abandon % (>5%)(Less Short Aban)		0.43%								0.00%		0.00%						0.00%				1.43%		0.00%		1.52%		0.00%		0.00%				0.59%				0.00%		0.87%		0.00%		0.00%		1.49%				0.47%				0.00%		0.00%		0.81%		0.00%		0.00%				0.16%				1.80%		1.52%		0.00%		1.39%		0.00%				0.94%

		Avg Time to Abandon		0:00:48								0:00:00		0:00:00						0:00:00				0:01:41		0:00:00		0:04:35		0:00:00		0:00:00				0:01:15				0:00:00		0:00:15		0:00:00		0:00:00		0:01:38				0:00:22				0:00:00		0:00:00		0:04:08		0:00:00		0:00:00				0:00:49				0:02:28		0:04:13		0:00:00		0:01:24		0:00:00				0:01:37

		Average Wait Time (>5 min)		0:00:25								0:00:08		0:00:07						0:00:07				0:00:47		0:00:10		0:00:17		0:00:56		0:00:25				0:00:31				0:00:41		0:00:42		0:00:22		0:00:06		0:00:19				0:00:26				0:00:29		0:00:25		0:00:32		0:01:12		0:00:02				0:00:32				0:00:52		0:01:02		0:00:04		0:00:19		0:00:16				0:00:30

		Max Wait Time		0:11:28								0:02:42		0:05:36						0:05:36				0:07:57		0:04:36		0:07:53		0:07:50		0:08:05				0:08:05				0:11:09		0:10:39		0:06:52		0:02:09		0:00:00				0:11:09				0:08:06		0:07:24		0:09:06		0:10:19		0:01:16				0:10:19				0:08:13		0:11:28		0:02:41		0:05:08		0:05:57				0:11:28

		Service Level (<95% calls under 5 min)		87.66%								92.59%		96.77%						94.68%				82.86%		94.52%		86.36%		72.29%		88.57%				84.92%				78.85%		82.46%		86.81%		95.35%		87.88%				86.27%				84.11%		88.30%		80.65%		81.48%		98.92%				86.69%				72.97%		77.27%		97.64%		88.19%		92.54%				85.72%

		Talk Time (Avg)		0:07:38								0:08:51		0:09:10						0:09:00				0:06:45		0:06:13		0:07:45		0:08:31		0:08:20				0:07:30				0:07:02		0:07:11		0:07:31		0:08:04		0:00:00				0:05:57				0:07:57		0:08:10		0:08:10		0:08:59		0:06:41				0:07:59				0:07:24		0:07:55		0:07:32		0:07:44		0:08:02				0:07:43

		Call Handle Time (Avg)		0:11:38								0:12:51		0:12:34						0:12:42				0:10:59		0:09:35		0:11:36		0:12:07		0:12:22				0:11:19				0:11:02		0:10:44		0:12:05		0:11:23		0:07:38				0:10:34				0:11:06		0:11:41		0:12:49		0:12:43		0:10:34				0:11:46				0:11:03		0:11:54		0:11:31		0:11:53		0:12:44				0:11:49

		Max Agents		3.79								2.34		1.76						2.34				1.69		1.55		1.67		2.23		1.92				2.23				2.55		2.69		2.44		2.18		1.72				2.69				2.64		2.44		3.50		2.29		2.18				3.50				2.68		3		3.28		3.75		3.79				3.79





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week Jun 28		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week Jul 5		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week Jul 12		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week Jul 19		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week Jul 26

		Calls Received (MNsure)		4024								186		188						374				151		164		189		204		166				874				191		193		177		173		155				889				189		189		202		189		135				904				237		213		212		178		143				983

		Calls Handled		3880								175		177						352				148		162		185		202		162				859				171		186		173		165		151				846				178		182		193		186		133				872				224		206		210		170		141				951

		Calls Abandoned		137								11		11						22				2		2		4		2		4				14				20		7		4		7		4				42				10		7		9		3		2				31				12		6		2		6		2				28

		Abandon % (>5%)(Less Short Aban)		3.62%								5.91%		5.85%						5.88%				1.32%		1.22%		2.12%		0.98%		2.41%				1.61%				10.47%		3.63%		2.26%		4.05%		2.58%				4.60%				5.29%		3.70%		4.46%		1.59%		1.48%				3.30%				5.06%		2.82%		0.94%		3.37%		1.40%				2.72%

		Avg Time to Abandon		0:02:35								0:04:42		0:04:35						0:04:38				0:02:11		0:00:52		0:01:56		0:00:44		0:03:18				0:01:48				0:04:45		0:01:42		0:00:48		0:02:39		0:02:40				0:02:30				0:04:55		0:02:00		0:03:04		0:01:49		0:01:16				0:02:36				0:02:54		0:01:36		0:00:15		0:01:13		0:01:08				0:01:25

		Average Wait Time (>5 min)		0:01:26								0:04:03		0:01:55						0:02:59				0:00:49		0:00:14		0:00:31		0:00:19		0:00:24				0:00:27				0:03:31		0:01:21		0:00:41		0:01:09		0:01:29				0:01:38				0:02:37		0:01:42		0:01:24		0:00:40		0:00:32				0:01:23				0:01:33		0:00:46		0:00:12		0:00:42		0:00:31				0:00:44

		Max Wait Time		0:22:56								0:18:39		0:18:09						0:18:39				0:07:09		0:04:07		0:05:48		0:04:09		0:09:08				0:09:08				0:22:56		0:08:52		0:13:20		0:09:03		0:11:19				0:22:56				0:20:21		0:13:16		0:13:43		0:10:43		0:06:13				0:20:21				0:09:18		0:05:30		0:03:17		0:08:45		0:06:36				0:09:18

		Service Level (<95% calls under 5 min)		67.28%								38.71%		59.57%						49.14%				78.15%		87.80%		74.60%		83.82%		84.34%				81.74%				45.55%		58.03%		79.10%		64.74%		61.94%				61.87%				59.79%		63.49%		68.81%		80.42%		80.74%				70.65%				58.23%		66.20%		87.74%		75.84%		76.92%				72.99%

		Talk Time (Avg)		0:04:37								0:05:12		0:04:48						0:05:00				0:04:03		0:04:29		0:04:49		0:04:02		0:04:17				0:04:20				0:04:55		0:04:41		0:04:59		0:04:34		0:04:44				0:04:46				0:04:09		0:04:46		0:04:28		0:04:28		0:04:21				0:04:26				0:04:36		0:04:09		0:04:46		0:04:46		0:04:39				0:04:35

		Call Handle Time (Avg)		0:07:13								0:08:28		0:07:30						0:07:59				0:06:12		0:07:13		0:07:14		0:06:23		0:06:52				0:06:46				0:07:42		0:07:06		0:07:26		0:06:25		0:07:54				0:07:18				0:06:54		0:07:24		0:07:10		0:06:34		0:06:37				0:06:55				0:07:21		0:06:46		0:07:32		0:07:10		0:06:47				0:07:07

		Max Agents		3.06								2.71		2.44						2.71				1.56		2.16		2.69		2.35		2.12				2.69				2.63		2.56		2.35		2.36		2.11				2.63				2.13		2.50		2.51		2.26		1.60				2.51				3.06		3		2.96		2.32		1.86				3.06





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week Jun 28		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week Jul 5		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week Jul 12		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week Jul 19		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week Jul 26

		Calls Received		4939								273		190						463				246		236		216		221		187				1106				290		217		219		184		173				1083				219		229		197		185		192				1022				316		242		239		230		238				1265

		Calls Handled		4855								261		189						450				236		227		208		221		186				1078				289		215		213		181		172				1070				212		229		193		184		192				1010				310		241		236		226		234				1247

		Calls Abandoned		59								11		1						12				6		7		6		0		0				19				1		2		6		3		0				12				5		0		3		0		0				8				4		1		3		0		0				8

		Abandon %		1.28%								4.03%		0.53%						2.28%				2.44%		2.97%		2.78%		0.00%		0.00%				1.64%				0.34%		0.92%		2.74%		1.63%		0.00%				1.13%				2.43%		0.00%		1.52%		0.00%		0.00%				0.79%				1.27%		0.41%		1.26%		0.00%		0.00%				0.59%

		Avg Time to Abandon		0:02:52								0:07:21		0:01:45						0:04:33				0:02:14		0:03:44		0:04:31		0:00:00		0:00:00				0:02:05				0:02:22		0:04:38		0:02:47		0:02:26		0:00:00				0:02:26				0:08:23		0:00:00		0:04:15		0:00:00		0:00:00				0:02:31				0:04:25		0:05:59		0:03:17		0:00:00		0:00:00				0:02:44

		Average Wait Time (>5 min)		0:01:45								0:04:35		0:02:33						0:03:34				0:04:22		0:05:48		0:03:16		0:00:03		0:00:02				0:02:42				0:00:09		0:00:36		0:03:15		0:00:41		0:00:06				0:00:57				0:02:06		0:00:04		0:00:22		0:00:23		0:00:45				0:00:44				0:00:40		0:01:05		0:01:04		0:00:12		0:01:01				0:00:48

		Max Wait Time		0:22:26								0:20:00		0:21:20						0:21:20				0:18:55		0:18:57		0:22:26		0:03:23		0:01:40				0:22:26				0:07:02		0:06:29		0:20:35		0:10:20		0:02:27				0:20:35				0:20:28		0:02:30		0:11:31		0:07:54		0:17:29				0:20:28				0:13:27		0:09:30		0:11:01		0:03:40		0:15:03				0:15:03

		Service Level (<95% calls under 5 min)		75.49%								50.37%		64.21%						57.29%				51.65%		41.03%		53.27%		98.19%		98.92%				68.61%				94.48%		82.49%		53.88%		85.33%		94.22%				82.08%				75.77%		98.25%		89.80%		89.67%		78.12%				86.32%				84.13%		79.75%		74.48%		92.92%		84.45%				83.15%

		Talk Time (Avg)		0:13:15								0:14:56		0:12:21						0:13:38				0:13:41		0:11:28		0:13:57		0:12:36		0:14:13				0:13:11				0:13:04		0:12:46		0:13:08		0:12:45		0:11:55				0:12:43				0:13:23		0:13:27		0:14:04		0:12:18		0:15:12				0:13:40				0:12:38		0:13:35		0:13:00		0:13:15		0:12:54				0:13:04

		Call Handle Time (Avg)		0:23:15								0:25:44		0:21:39						0:23:41				0:23:19		0:20:36		0:23:30		0:22:16		0:25:02				0:22:56				0:22:44		0:23:46		0:22:49		0:22:28		0:20:56				0:22:32				0:22:58		0:22:47		0:23:46		0:22:43		0:24:59				0:23:26				0:22:58		0:23:49		0:23:31		0:24:35		0:23:27				0:23:40

		Percent. calls transferred by vendor		31.74%								9:28:05		8:46:09						37.99%				7:51:41		7:55:57		7:57:03		8:04:23		8:06:56				7:59:12				7:19:34		7:01:07		7:12:35		7:55:41		6:57:17				7:17:15				5:30:13		6:15:34		6:05:34		6:28:20		6:48:59				6:13:44				7:43:22		6:41:56		7:03:19		7:47:08		8:03:23				31.10%

		Max Agents		14.21								12.30		8.03						12.30				11.33		7.77		9.56		9.17		8.52				11.33				12.47		9.60		9.87		8.07		7.73				12.47				14.21		9.93		8.53		7.27		8.80				14.21				13.51		18:47:57		10.80		11.11		10.76				13.51





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week Jun 28		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week Jul 5		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week Jul 12		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week Jul 19		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week Jul 26

		Busy		0								0		0						0				0		0		0		0		0				0				0				0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		Caller canceled		0								0		0						0				0		0		0		0		0				0				0				0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		Connected		171								26		34						60				29		25		13		0		0				67				0				10		0		0				10				24		0		0		1		1		0		26				4		2		0		0		2				8

		Error		0								0		0						0				0		0		0		0		0				0				0				0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		Invalid Number		1								0		0						0				1		0		0		0		0				1				0				0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		No Answer		10								1		0						1				4		2		2		0		0				8				0				0		0		0				0				1		0		0		0		0		0		1				0		0		0		0		0				0

		No Response		23								1		0						1				4		6		3		0		0				13				0				1		0		0				1				8		0		0		0		0		0		8				0		0		0		0		0				0

		Total Requests		205								28		34						62				38		33		18		0		0				89				0				11		0		0				11				33		0		0		1		1		0		35				4		2		0		0		2				8

		% Connected 		76.98%								45%		12%						28.30%				76%		76%		72%		na		na				75%				na		na		91%		na		na				91%				73%		na		na		100%		100%		0%		91%				100%		100%		na		na		100%				100%





		Top Call Drivers		Month		31-May		1-Jun		2-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week Jun 28		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week Jul 5		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week Jul 12		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week Jul 19		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week Jul 26

		CC

		1095A Questions		143																0																0				48		52		43								143																0																0

		14 Day		0																0																0																0																0																0

		A Referral		73																0																0										20						20								26								26						27										27

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		270																0																0																0						55		80		58		41				234				36												36

		Carrier Error Report		61																0										18		23				41												20				20																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		20																0																0																0																0										20						20

		Disable Account Request		255										15						15				25						20						45				30		35		30		17		23				135				31		29										60																0

		Duplicate 1095-A Request^		52																0																0						52										52																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		570								33		24						57				27		30		24		30		24				135				33						27		37				97				40		26		34		28		27				155				29				29		44		24				126

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		68																0						24		18								42												26				26																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2117								83		78						161				134		101		96		102		86				519				137		88		126		74		109				534						110		100		82		75				367				105		127		121		109		74				536

		How Do I Create an Account?		36										36						36																0																0																0																0

		How Do I Update My Application?		1135								59								59				40		49		44		49		47				229				65		51		45		43		48				252				85		47		54		54		79				319				77		56		61		30		52				276

		How To Enroll In a Plan?		1062								37		44						81				45		37		40		55		39				216				55		44		48		42		39				228				57		54		35		48		25				219				70		54		68		63		63				318

		Income Change		0																0																0																0																0																0

		Income Decrease		535								47		23						70				27		24				26		26				103				30		25		28		22		23				128				33		38		28		28						127				30				29		23		25				107

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		726								45		49						94				30		23		22				30				105				51		44		27		29		25				176						28		27		30		38				123				43		42		42		54		47				228

		MCRE/Counties		2039								90		76						166				125		99		89		105		84				502				113		102		100		89		93				497						99		102		83		71				355				122		101		106		97		93				519

		Multiple changes		89										15						15				24				20								44																0																0				30												30

		Multiple Household IDs		107								30		31						61						21		25								46																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		160																0																0																0										70		90				160																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		46																0																0								20								20				26												26																0

		Recon		21																0																0								21								21																0																0

		Request to Close Application^		446								32								32				33				25		22		20				100				30		24				26						80				39		27		33				22				121						33		29		22		29

		Returned Mail-Mailing Address Update		183																0																0																0												28				28				41		28		44				42				155

		Status of My SEP Request		272								21								21						27				21		21				69																0				26						21						47						29		27		43		36

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																																																																0

		Broker																																																																																		0

		APTC/CSR Questions		0																																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		45																0								6								6								13		7						20				10								9				19																0

		CSR-Determination Result		20																0						5										5																0										6						6												9				9

		CSR-Status of Enrollment		178								5								5				12		12		7		13		12				56				10		9				12		6				37				11		11		9		6		9				46				9				13		12						34

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		14								7								7																0																0																0												7				7

		General Certification Questions		0																0																0																0																0																0

		Good Faith		84								5								5				9						6		6				21				8				7				13				28								9								9				12		9										21

		How Do I Apply?		108								7								7				5		6		6		7						24				10		7						5				22								9								9				9		15		13		9						46

		How Do I Update My Application?		126								6								6				5		8		5		11		7				36				9		10		6		5						30				6		13		9		7		5				40								7				7				14

		How To Enroll In a Plan?		107																0												7				7						9		11		8		8				36						7										7						11		14		13		19				57

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		683								18								18				25		19		17		22		25				108				34		46		43		21		35				179				24		47		48		29		26				174				58		44		35		32		35				204

		Lost or will lose other health care coverage		14																0																0																0				6		8										14																0

		No Questionnaire^		10																0																0																0																0				10												10

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		5																0																0																0										5						5

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		22																0																0																0																0						11				11						22

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		6																0																0																0												6				6																0

																																																																																				0

		ARC																																																																																		0

		Assister Manual Account Request		10																0																0								10								10																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		160								11								11				12		10		13				6				41				12		12				10						34				8		16				10						34				13				12				15				40

		CSR-Determination Result		401								32								32				13		22		28		18		27				108				25		27		23				10				85				14		21		17		21		15				88				24		24		24		16						88

		CSR-Newborn Status		185								9								9				8		11				11						30						15		13		13						41						5		16		8		12				41						20		19		15		10				64

		CSR-Pending Case		143								13								13								9		11		8				28				9						8		11				28				8				11				8				27				15		13				8		11				47

		CSR-Public Program Status		1089								55								55				82		49		54		65		43				293				35		44		49		58		40				226				47		46		55		49		30				227				59		56		59		64		50				288

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		446								18								18				17		19		24		24		22				106				13		23		16		23		11				86				16		22		34		33		17				122				29		24		19		26		16				114

		How to Enroll in a Plan		4																0																0												4				4																0																0

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

																																																																																				0

		PP

		MCRE		476		 						20		14						34		 		29		19		10		23		15				96				23		24		25		21		25				118				16		25		20		18		20		 		99		 		27		27		24		29		22		 

		Counties		1657		 						70		61						131		 		96		80		79		82		69		 		406				90		78		75		68		68				379				79		74		82		65		51		 		351		 		95		74		82		68		71		 









		CC										15468

		How Do I Apply?		2117								0.1368607913

		MCRE/Counties		2039								0.1318182114

		How Do I Update My Application?		1135								0.0733760029

		How To Enroll In a Plan?		1062								0.0686566653

		Lost or will lose employer health care coverage		726								0.0469347825

		Enrollment Status Check		570								0.0368496226

		Income Decrease		535								0.0345869265

		Request to Close Application^		446								0.0288332135

		Status of My SEP Request		272								0.0175843813

		Caller Hung Up without Speaking		270								0.0174550844

		Disable Account Request		255								0.0164853575

		Returned Mail-Mailing Address Update		183								0.0118306683

		PARN Notice		160								0.0103437537

		1095A Questions		143								0.0092447299

		Multiple Household IDs		107								0.0069173853

		Multiple changes		89								0.005753713

		A Referral		73								0.0047193376

		Gain of ESI/MEC		68								0.0043960953

		Carrier Error Report		61								0.0039435561

		Duplicate 1095-A Request^		52								0.00336172

		Public Program Status		46								0.0029738292

		How Do I Create an Account?		36								0.0023273446

		Recon		21								0.0013576177

		Directed to GI-Term		20								0.0012929692



		Broker										2101

		Lost or will lose employer health care coverage		683								0.3250832937

		CSR-Status of Enrollment		178								0.0847215612

		How Do I Update My Application?		126								0.0599714422

		How Do I Apply?		108								0.0514040933

		How To Enroll In a Plan?		107								0.0509281295

		Good Faith		84								0.0399809614

		CSR QHP  Status		45								0.0214183722

		Status of My SEP Request		22								0.0104712042

		CSR-Determination Result		20								0.0095192765

		Gain of ESI/MEC		14								0.0066634936

		Lost or will lose other health care coverage		14								0.0066634936

		No Questionnaire^		10								0.0047596383

		System Issues-Advised Consumer to Call Back Later		6								0.002855783

		Password Reset/Account Unlock		5								0.0023798191



		ARC										3880

		CSR-Public Program Status		1089								0.2806701031

		How Do I Apply?		446								0.1149484536

		CSR-Determination Result		401								0.1033505155

		CSR-Newborn Status		185								0.0476804124

		CSR- QHP Status		160								0.0412371134

		CSR-Pending Case		143								0.0368556701

		Assister Manual Account Request		10								0.0025773196

		How to Enroll in a Plan		4								0.0010309278





Jun 2020 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week May 31		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week Jun 7		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week Jun 14		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week Jun 21		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week June 28

		Calls Received (MNsure)		14609				637		546		595		527		518				2823				750		684		717		622		477				3250				741		682		591		562		625				3201				861		682		656		626		649				3474				976		885										1861

		Calls Handled		14292				637		546		595		527		518				2823				749		679		712		608		477				3225				728		682		588		542		613				3153				800		674		652		594		617				3337				926		828										1754

		Calls Abandoned		83				0		0		0		0		0				0				0		0		0		1		0				1				0		0		0		12		0				12				21		0		0		14		13				48				6		16										22

		Abandon % (>5%)(Less Short Aban)		0.60%				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%				0.00%		0.00%		0.00%		0.16%		0.00%				0.03%				0.00%		0.00%		0.00%		2.14%		0.00%				0.43%				2.44%		0.00%		0.00%		2.24%		2.00%				1.34%				0.61%		1.81%										1.21%

		Avg Time to Abandon		0:06:21				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00				0:00:00		0:00:00		0:00:00		0:36:26		0:00:00				0:07:17				0:00:00		0:00:00		0:00:00		0:08:53		0:00:00				0:01:46				0:12:18		0:00:00		0:00:00		0:10:14		0:12:26				0:06:59				0:16:42		0:14:46										0:15:44

		Average Wait Time (>5 min)		0:01:15				0:00:02		0:00:00		0:00:00		0:00:00		0:00:02				0:00:01				0:00:06		0:00:29		0:00:18		0:00:35		0:00:01				0:00:18				0:00:46		0:00:07		0:00:10		0:01:59		0:00:56				0:00:48				0:03:13		0:00:31		0:00:23		0:02:26		0:03:02				0:01:55				0:01:54		0:04:32										0:03:13

		Max Wait Time		0:21:08				0:01:31		0:00:23		0:00:02		0:00:02		0:02:54				0:02:54				0:02:46		0:06:51		0:06:36		0:08:04		0:00:58				0:08:04				0:04:54		0:02:21		0:04:14		0:13:23		0:09:07				0:13:23				0:16:09		0:07:31		0:05:07		0:14:01		0:21:08				0:21:08				0:10:48		0:18:36										0:18:36

		Service Level (<95% calls under 5 min)		89.16%				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%				99.87%		98.83%		98.05%		95.02%		100.00%				98.35%				98.25%		100.00%		99.49%		78.47%		93.60%				93.96%				67.25%		96.04%		99.24%		73.96%		73.19%				81.94%				83.40%		59.66%										71.53%

		Talk Time (Avg)		0:07:25				0:07:17		0:07:41		0:07:34		0:06:59		0:07:24				0:07:23				0:08:12		0:07:48		0:06:57		0:07:33		0:07:25				0:07:35				0:07:03		0:07:10		0:07:22		0:08:05		0:06:42				0:07:16				0:07:27		0:07:40		0:06:55		0:07:59		0:07:44				0:07:33				0:07:02		0:07:34										0:07:18

		Call Handle Time (Avg)		0:09:35				0:09:30		0:10:04		0:09:58		0:09:30		0:09:31				0:09:43				0:10:33		0:10:09		0:09:05		0:10:06		0:09:22				0:09:51				0:09:02		0:09:23		0:09:41		0:10:09		0:08:43				0:09:23				0:09:44		0:09:38		0:08:57		0:10:07		0:09:56				0:09:41				0:08:57		0:09:36										0:09:17

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		79.31%				78.39%		80.43%		77.90%		79.89%		82.42%				79.81%				81.16%		78.69%		77.37%		74.95%		78.99%				78.23%				79.60%		79.20%		74.05%		74.92%		76.33%				76.82%				79.86%		80.61%		75.53%		80.90%		82.48%				79.87%				81.56%		82.09%										81.83%

		Complaints Received		11				1		1		2		0		0				4				0		0		0		0		0				0				2		1		0		0		1				4				0		0		0		2		0				2				0		1										1

		Complaints Resolved		21				1		1		1		0		0				3				0		1		3		0		0				4				0		2		6		1		0				9				0		0		0		1		1				2				2		1										3

		Helpline (Transfers from Vendor)		4735				199		170		201		172		139				881				240		204		241		210		149				1044				235		231		204		176		178				1024				253		225		233		204		198				1113				332		341										673

		Short Abandon (under 60 seconds)		79				0		0		0		0		0				0				1		2		1		2		0				6				6		0		3		4		6				19				6		2		2		7		6				23				21		10										31

		% of calls answered in under 10 minutes		95.40%				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%				99.87%		99.27%		99.30%		97.75%		100.00%				99.24%				98.25%		100.00%		99.49%		88.79%		98.08%				96.92%				84.67%		98.83%		99.39%		91.53%		87.83%				92.45%				94.57%		82.26%										88.41%

		Occupany		65.23%				51.56%		47.28%		46.17%		40.30%		42.15%				45.49%				69.33%		67.17%		60.02%		62.63%		46.62%				61.15%				71.78%		60.87%		59.22%		59.46%		62.30%				62.73%				77.20%		67.68%		64.00%		74.46%		77.60%				72.19%				80.71%		88.50%										84.60%

		Max Agents		35.51				32.28		31.56		35.51		32.20		33.36				35.51				31.54		28.90		30.78		28.09		28.87				31.54				26.23		30.16		29.76		27.86		27.11				30.16				29.61		29.53		27.05		24.79		25.21				29.61				30.38		27.48										30.38





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week May 31		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week Jun 7		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week Jun 14		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week Jun 21		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week June 28

		Calls Received (MNsure)		2159				108		107		100		102		58				475				92		95		92		85		66				430				86		119		77		73		73				428				97		98		96		96		107				494				154		178										332

		Calls Handled		2100				101		104		95		101		58				459				91		93		88		83		65				420				84		113		77		73		70				417				93		98		93		96		106				486				147		171										318

		Calls Abandoned		47				3		2		4		0		0				9				1		2		3		2		1				9				2		5		0		0		3				10				4		0		3		0		1				8				7		4										11

		Abandon % (>5%)(Less Short Aban)		2.19%				2.78%		1.87%		4.00%		0.00%		0.00%				1.73%				1.09%		2.11%		3.26%		2.35%		1.52%				2.07%				2.33%		4.20%		0.00%		0.00%		4.11%				2.13%				4.12%		0.00%		3.12%		0.00%		0.93%				1.63%				4.55%		2.25%										3.40%

		Avg Time to Abandon		0:01:45				0:01:24		0:03:08		0:01:16		0:00:00		0:00:00				0:01:09				0:01:26		0:04:33		0:03:33		0:03:20		0:00:40				0:02:42				0:01:04		0:02:20		0:00:00		0:00:00		0:02:18				0:01:08				0:02:02		0:00:00		0:00:44		0:00:00		0:00:49				0:00:43				0:03:42		0:02:22										0:03:02

		Average Wait Time (>5 min)		0:01:07				0:01:47		0:00:57		0:00:58		0:00:46		0:00:05				0:00:54				0:00:48		0:02:05		0:00:11		0:01:31		0:00:16				0:00:58				0:00:07		0:01:40		0:00:49		0:00:03		0:00:30				0:00:37				0:01:15		0:00:25		0:00:27		0:00:50		0:01:16				0:00:50				0:02:05		0:02:26										0:02:15

		Max Wait Time		0:25:03				0:12:07		0:09:22		0:08:49		0:08:55		0:02:04				0:12:07				0:09:18		0:25:03		0:04:07		0:09:55		0:04:59				0:25:03				0:03:52		0:14:01		0:11:01		0:01:35		0:07:35				0:14:01				0:09:59		0:08:40		0:05:57		0:10:54		0:12:56				0:12:56				0:13:06		0:18:42										0:18:42

		Service Level (<95% calls under 5 min)		75.17%				57.69%		71.70%		71.72%		82.18%		96.55%				75.97%				71.74%		61.05%		86.96%		67.06%		93.94%				76.15%				94.19%		65.55%		87.01%		98.63%		84.93%				86.06%				69.07%		88.78%		83.33%		82.29%		71.96%				79.09%				55.19%		61.93%										58.56%

		Talk Time (Avg)		0:07:34				0:06:53		0:07:59		0:06:19		0:08:04		0:08:32				0:07:33				0:06:55		0:07:56		0:06:25		0:08:11		0:07:33				0:07:24				0:06:18		0:07:16		0:05:56		0:07:14		0:07:41				0:06:53				0:06:49		0:08:43		0:06:53		0:07:43		0:07:14				0:07:28				0:08:18		0:08:50										0:08:34

		Call Handle Time (Avg)		0:11:14				0:11:00		0:11:14		0:10:38		0:11:16		0:11:38				0:11:09				0:10:30		0:11:52		0:09:25		0:12:09		0:11:13				0:11:01				0:09:44		0:11:29		0:09:24		0:10:42		0:11:07				0:10:29				0:10:35		0:12:31		0:11:43		0:11:43		0:11:10				0:11:32				0:11:54		0:12:05										0:11:59

		Max Agents		4.65				2.57		2.62		2.24		2.55		1.50				2.62				2.12		2.45		1.84		2.24		1.62				2.45				1.82		2.88		1.61		1.74		1.73				2.88				2.19		2.72		2.42		2.50		2.63				2.72				3.89		5										4.65





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week May 31		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week Jun 7		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week Jun 14		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week Jun 21		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week June 28

		Calls Received (MNsure)		3835				157		169		162		160		150				798				210		181		185		168		144				888				148		176		216		168		119				827				193		194		183		170		162				902				203		217										420

		Calls Handled		3705				149		154		154		157		143				757				203		177		183		167		142				872				146		172		214		162		118				812				187		191		180		168		154				880				184		200										384

		Calls Abandoned		124				5		14		7		3		7				36				7		4		2		1		2				16				2		4		2		6		1				15				6		3		3		2		8				22				18		17										35

		Abandon % (>5%)(Less Short Aban)		3.76%				3.18%		8.28%		4.32%		1.88%		4.67%				4.47%				3.33%		2.21%		1.08%		0.60%		1.39%				1.72%				1.35%		2.27%		0.93%		3.57%		0.84%				1.79%				3.11%		1.55%		1.64%		1.18%		4.94%				2.48%				8.87%		7.83%										8.35%

		Avg Time to Abandon		0:03:02				0:05:54		0:04:03		0:03:50		0:01:10		0:02:13				0:03:26				0:03:46		0:05:53		0:01:49		0:03:13		0:02:51				0:03:30				0:06:23		0:01:52		0:00:43		0:02:16		0:00:29				0:02:20				0:01:37		0:01:58		0:00:25		0:03:42		0:03:47				0:02:17				0:01:40		0:05:38										0:03:39

		Average Wait Time (>5 min)		0:01:29				0:01:33		0:02:52		0:01:17		0:00:58		0:01:03				0:01:32				0:01:27		0:01:24		0:00:13		0:00:20		0:00:35				0:00:47				0:01:22		0:00:36		0:00:41		0:01:02		0:00:05				0:00:45				0:00:39		0:00:45		0:00:56		0:00:29		0:01:22				0:00:50				0:02:36		0:04:26										0:03:31

		Max Wait Time		0:20:50				0:19:52		0:16:39		0:12:26		0:08:41		0:08:03				0:19:52				0:12:55		0:20:21		0:04:13		0:04:45		0:07:16				0:20:21				0:20:50		0:06:16		0:06:23		0:09:18		0:02:44				0:20:50				0:06:53		0:09:18		0:08:23		0:08:52		0:14:16				0:14:16				0:12:39		0:15:41										0:15:41

		Service Level (<95% calls under 5 min)		66.44%				66.88%		52.07%		66.05%		70.00%		60.67%				63.13%				61.90%		68.51%		90.81%		86.90%		81.94%				78.01%				72.30%		78.98%		71.76%		70.83%		97.48%				78.27%				79.79%		77.84%		75.41%		81.18%		66.67%				76.18%				41.87%		31.34%										36.61%

		Talk Time (Avg)		0:04:44				0:04:28		0:04:01		0:04:04		0:04:40		0:03:45				0:04:11				0:04:30		0:04:34		0:04:54		0:05:19		0:04:16				0:04:42				0:05:58		0:04:53		0:04:41		0:04:55		0:04:55				0:05:04				0:04:42		0:04:28		0:04:30		0:05:01		0:04:39				0:04:40				0:04:43		0:05:21										0:05:02

		Call Handle Time (Avg)		0:06:59				0:06:07		0:05:27		0:06:13		0:06:43		0:05:58				0:06:05				0:06:44		0:07:05		0:06:39		0:07:49		0:06:30				0:06:57				0:08:50		0:07:06		0:07:08		0:07:08		0:07:35				0:07:33				0:07:12		0:06:58		0:06:51		0:08:04		0:06:50				0:07:11				0:06:26		0:07:51										0:07:08

		Max Agents		3.49				2.03		1.87		1.66		1.81		1.31				2.03				2.52		2.25		2.27		2.48		1.67				2.52				2.35		2.30		2.93		2.30		1.72				2.93				2.57		2.49		2.69		2.49		2.34				2.69				2.63		3										3.49





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week May 31		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week Jun 7		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week Jun 14		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week Jun 21		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week June 28

		Calls Received		4735				199		170		201		172		139				881				240		204		241		210		149				1044				235		231		204		176		178				1024				253		225		233		204		198				1113				332		341										673

		Calls Handled		4529				192		168		188		162		134				844				233		201		234		202		145				1015				229		219		197		166		167				978				245		208		218		200		189				1060				312		320										632

		Calls Abandoned		151				5		1		12		8		2				28				6		1		6		7		4				24				5		11		6		7		4				33				4		12		10		1		8				35				20		11										31

		Abandon %		3.26%				2.51%		0.59%		5.97%		4.65%		1.44%				3.03%				2.50%		0.49%		2.49%		3.33%		2.68%				2.30%				2.13%		4.76%		2.94%		3.98%		2.25%				3.21%				1.58%		5.33%		4.29%		0.49%		4.04%				3.15%				6.02%		3.23%										4.63%

		Avg Time to Abandon		0:05:53				0:01:58		0:02:00		0:06:58		0:07:35		0:09:26				0:05:35				0:07:20		0:07:33		0:06:40		0:08:23		0:02:58				0:06:34				0:05:05		0:08:50		0:04:36		0:04:45		0:05:25				0:05:44				0:06:24		0:05:59		0:04:31		0:02:26		0:09:54				0:05:50				0:04:38		0:06:44										0:05:41

		Average Wait Time (>5 min)		0:04:54				0:03:28		0:01:50		0:11:18		0:06:05		0:02:30				0:05:02				0:03:57		0:01:03		0:09:04		0:04:08		0:04:06				0:04:27				0:02:59		0:06:34		0:05:36		0:04:45		0:02:31				0:04:29				0:04:02		0:04:41		0:08:22		0:02:03		0:06:42				0:05:10				0:05:30		0:05:16										0:05:23

		Max Wait Time		0:38:16				0:32:09		0:15:55		0:27:08		0:25:43		0:22:28				0:32:09				0:24:28		0:13:56		0:38:16		0:30:53		0:22:18				0:38:16				0:24:24		0:27:40		0:25:08		0:28:11		0:19:49				0:28:11				0:20:47		0:30:32		0:30:21		0:15:43		0:29:31				0:30:32				0:26:06		0:24:22										0:26:06

		Service Level (<95% calls under 5 min)		47.67%				55.84%		72.78%		12.00%		43.86%		77.21%				52.34%				49.79%		74.26%		30.42%		62.68%		57.05%				54.84%				66.81%		34.35%		43.35%		36.42%		64.33%				49.05%				44.18%		47.27%		30.26%		68.81%		43.65%				46.83%				28.61%		42.01%										35.31%

		Talk Time (Avg)		0:13:26				0:12:44		0:13:56		0:13:37		0:15:51		0:13:36				0:13:56				0:13:49		0:13:00		0:14:42		0:14:03		0:11:46				0:13:28				0:13:28		0:13:33		0:11:42		0:14:02		0:12:13				0:12:59				0:14:12		0:13:00		0:14:18		0:13:28		0:13:40				0:13:43				0:13:26		0:12:44										0:13:05

		Call Handle Time (Avg)		0:23:02				0:21:37		0:22:55		0:23:08		0:25:23		0:21:39				0:22:56				0:24:09		0:22:21		0:24:06		0:23:54		0:20:38				0:23:01				0:21:29		0:22:26		0:20:53		0:24:39		0:21:40				0:22:13				0:23:18		0:23:33		0:24:30		0:22:23		0:23:39				0:23:28				0:24:21		0:22:43										0:23:32

		Percent. calls transferred by vendor		32.73%				7:29:51		7:28:21		8:06:27		7:49:58		6:26:24				31.13%				7:40:48		7:09:28		8:04:01		8:06:10		7:29:48				7:42:03				7:36:40		8:07:44		8:17:03		7:30:57		6:50:06				7:40:30				7:03:08		7:55:04		8:31:27		7:49:15		7:19:19				7:43:39				8:09:50		9:14:50										36.27%

		Max Agents		15.36				9.19		7.31		7.77		7.45		5.72				9.19				10.98		8.51		11.29		9.12		5.34				11.29				10.93		8.68		7.22		7.58		7.13				10.93				10.89		10.03		9.84		9.41		7.75				10.89				15.36		22:49:47										15.36





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week May 31		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week Jun 7		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week Jun 14		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week Jun 21		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week June 28

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		2				0		0		0		1		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1				0		0										0

		Connected		391				15		9		36		11		7				78				18		2		32		12		8				72				12		30		30		7		7				86				19		23		34		3		23				102				26		27										53

		Error		1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1										1

		Invalid Number		9				1		0		0		0		0				1				1		0		1		0		0				2				0		0		1		1		0				2				0		2		0		0		0				2				0		2										2

		No Answer		25				1		0		0		2		0				3				1		0		3		0		1				5				0		2		0		1		3				6				4		0		0		0		3				7				0		4										4

		No Response		26				0		0		0		3		0				3				1		0		0		1		0				2				1		0		1		1		0				3				3		4		1		0		5				13				0		5										5

		Total Requests		454				17		9		36		17		7				86				21		2		36		13		9				81				13		32		32		10		10				97				26		30		35		3		31				125				26		39										65

		% Connected 		84.19%				88%		100%		100%		65%		100%				90.59%				86%		100%		89%		92%		89%				91%				92%		94%		94%		70%		70%				84%				73%		77%		97%		100%		74%				84%				100%		69%										71.00%





		Top Call Drivers		Month		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week May 31		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week Jun 7		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week Jun 14		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week Jun 21		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week June 28

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		133				24				26								50																0										18		18				36										23		24				47																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		179				25		17						21				63																0				25								18				43				25		20										45				28												28

		Carrier Error Report		31																0																0				31												31																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		24										24						24																0																0																0																0

		Disable Account Request		274						19		28		20						67						26		33		23						82				24												24						23						20				43				28		30										58

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		524				25		22		29		31		24				131				28		23		42		30		20				143								27				19				46				28		23		23		26		21				121				37		46										83

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		126																0																0				24		30				15						69				26												26				31												31

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		2050				96		89		99				80				364				133		95		105		99		89				521				98		99		89		87		106				479				130		128		100		98		107				563				11		112										123

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1121				39		50		56		36		41				222				62		62		56		65		24				269				62		42		39		51		42				236				62		52		45		55		49				263				79		52										131

		How To Enroll In a Plan?		1063				47		32		38		41		34				192				62		57		51		40		39				249				49		56		38		45		36				224				58		53		45		40		49				245				70		83										153

		Income Change		0																0																0																0																0																0

		Income Decrease		504				29		28		22		25		16				120				33		29		35		29						126				32		30		25		21						108				40		26		30		24						120						30										30

		Loss of ESI		428				38		39		28		23		30				158				40		37		37		34		32				180						30		27		16		17				90																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		201																0																0																0								32		32		32				96				50		55										105

		MCRE/Counties		2204				84		89		92		82		69				416				120		103		107		107		78				515				119		110		83		92		88				492				137		96		93		95		130				551				118		112										230

		Multiple changes		45																0																0																0								23		22						45																0

		Multiple Household IDs		645																0				28		24		25		38		19				134						45		109		93		66				313				57		73		39				29				198																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		67																0				22								20				42								25								25																0																0

		Recon		103																0								23		48		32				103																0																0																0

		Request to Close Application^		415				24		19		23		20		17				103				32		26						17				75				35		24		27		23		21				130				25				24		22						71						36

		Status of My SEP Request		147																0																0						24										24						25						20				45				30		48

		System Issues-Advised Consumer to Call Back Later		21												21				21																0																0																0																0

																				0																																																																0

		Broker																																																																																		0

		APTC/CSR Questions		0																																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		33										7						7																0										5						5						10										10				11												11

		CSR-Determination Result		21																0																0												7				7																0						14										14

		CSR-Status of Enrollment		208						9		13		14		4				40				13		13		9		11		10				56				8		21				22						51				12		11				8		8				39				13		9										22

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		7																0						7										7																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		6																0																0								6								6																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		20				15												15																0																0								5								5																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		86				13				6				10				29				10		11		12				9				42												7				7												8				8																0

		How Do I Apply?		149				14												14				15		9						9				33				8		8		6		6						28				8		11		5		11		11				46				11		17										28

		How Do I Update My Application?		117						9		10		12		8				39								10		11						21				10		8		10				5				33								5		6						11				13												13

		How To Enroll In a Plan?		168				11		10		7		8		5				41				10				7		5		7				29				7				5				7				19				7		13		11		12		17				60						19										19

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		447				24		28		36		37		41				166				42		23		24		18		27				134				30		29		26		24		38				147																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		243																0																0																0				52		30		13		23		33				151				43		49										92

		Lost or will lose other health care coverage		7																0																0																0				7												7																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		16						11										11																0										5						5																0																0

		Status of Submitted AOR Form		23																0										9						9						14										14																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																																																																																				0

		ARC																																																																																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		256				8		9				10		16				43				24		12		13		17		7				73				15		6		22		14		6				63				17		10		13		7						47				14		16										30

		CSR-Determination Result		270																0				11		16		13				11				51				24		7		16		17		10				74				22		19		22		19		13				95				17		33										50

		CSR-Newborn Status		236				8		5		12		11		17				53				11		11		14		10		6				52				10		10		8		15						43						15		16		12		15				58				16		14										30

		CSR-Pending Case		59				7				7		7						21										5						5												11				11				10								12				22																0

		CSR-Public Program Status		1238				65		48		55		70		44				282				71		46		64		51		41				273				41		60		59		44		36				240				74		58		48		50		63				293				78		72										150

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		461				18		32		15		14		7				86				19		19		25		17		17				97				17		21		25		19		12				94				21		26		27		15		21				110				42		32										74

		Loss of ESI		0																0																0																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		12						6		6								12																0																0																0

		System Issues-Advised Consumer to Call Back Later		9												9				9																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0

																																																																																				0

		PP

		MCRE		516		 		18		22		24		14		20				98		 		29		26		22		19		16				112				30		24		18		20		21				113				42		24		19		22		22		 		129		 		30		34								 

		Counties		1658		 		66		67		68		68		49				318		 		91		77		85		88		62		 		403				89		86		65		72		67				379				95		72		74		73		78		 		392		 		88		78								 















		CC		Total		14292

		MCRE/Counties		2204		15.4%

		How Do I Apply?		2050		14.3%

		How Do I Update My Application?		1121		7.8%

		How To Enroll In a Plan?		1063		7.4%

		Multiple Household IDs		645		4.5%

		Enrollment Status Check		524		3.7%

		Income Decrease		504		3.5%

		Loss of ESI		428		3.0%		629		0.0440106353

		Request to Close Application^		415		2.9%

		Disable Account Request		274		1.9%

		Lost or will lose employer health care coverage		201		1.4%

		Caller Hung Up without Speaking		179		1.3%

		Status of My SEP Request		147		1.0%

		A Referral		133		0.9%

		Gain of ESI/MEC		126		0.9%

		Recon		103		0.7%

		Public Program Status		67		0.5%

		Multiple changes		45		0.3%

		Carrier Error Report		31		0.2%

		Determination Result		24		0.2%

		System Issues-Advised Consumer to Call Back Later		21		0.1%



		Broker				2100

		Loss of ESI		447		21.3%		690		0.3285714286

		Lost or will lose employer health care coverage		243		11.6%

		CSR-Status of Enrollment		208		9.9%

		How To Enroll In a Plan?		168		8.0%

		How Do I Apply?		149		7.1%

		How Do I Update My Application?		117		5.6%

		Good Faith		86		4.1%

		CSR QHP  Status		33		1.6%

		Status of Submitted AOR Form		23		1.1%

		CSR-Determination Result		21		1.0%

		Gain of ESI/MEC		20		1.0%

		Status of My SEP Request		16		0.8%

		CSR-Status of Verifications		7		0.3%

		Lost or will lose other health care coverage		7		0.3%

		Enrollment Status Check		6		0.3%



		ARC				3705

		CSR-Public Program Status		1238		33.4%

		How Do I Apply?		461		12.4%

		CSR-Determination Result		270		7.3%

		CSR- QHP Status		256		6.9%

		CSR-Newborn Status		236		6.4%

		CSR-Pending Case		59		1.6%

		Request to Close Application^		12		0.3%

		System Issues-Advised Consumer to Call Back Later		9		0.2%





May 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Apr 26		3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week May 3		10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week May 10		17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week May 17		24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week May 24		31-May		1-Jun

		Calls Received (MNsure)		15637												884				884				847		704		868		711		834				3964				1070		877		805		870		742				4364				1071		845		654		609		645				3824						654		742		617		588				2601

		Calls Handled		15030												867				867				812		690		833		691		793				3819				1028		838		775		832		708				4181				984		812		629		583		614				3622						629		707		617		588				2541

		Calls Abandoned		75												7				7				6		3		2		2		8				21				5		0		6		6		1				18				23		3		1		0		0				27						1		0		0		0				1

		Abandon % (>5%)(Less Short Aban)		0.46%												0.78%				0.78%				0.70%		0.42%		0.29%		0.28%		0.96%				0.53%				0.47%		0.00%		0.75%		0.69%		0.13%				0.41%				2.15%		0.36%		0.15%		0.00%		0.00%				0.53%						0.15%		0.00%		0.00%		0.00%				0.04%

		Avg Time to Abandon		0:14:22												0:12:56				0:12:56				0:15:09		0:13:01		0:25:00		0:20:34		0:13:32				0:17:27				0:15:16		0:00:00		0:10:31		0:16:27		0:41:35				0:16:45				0:13:09		0:23:58		0:38:27		0:00:00		0:00:00				0:15:06						0:38:27		0:00:00		0:00:00		0:00:00				0:09:36

		Average Wait Time (>5 min)		0:01:03												0:01:21				0:01:21				0:01:28		0:01:22		0:01:05		0:01:33		0:02:08				0:01:31				0:00:55		0:00:38		0:00:52		0:01:21		0:01:00				0:00:57				0:03:05		0:01:11		0:00:36		0:00:30		0:00:16				0:01:08						0:00:36		0:00:21		0:00:03		0:00:07				0:00:17

		Max Wait Time		0:41:38												0:41:38				0:41:38				0:26:08		0:27:54		0:28:13		0:18:11		0:09:44				0:28:13				0:07:21		0:08:45		0:18:33		0:00:00		0:22:11				0:22:11				0:27:54		0:38:27		0:07:43		0:00:00		0:08:59				0:38:27						0:07:43		0:00:00		0:13:04		0:03:26				0:13:04

		Service Level (<95% calls under 5 min)		89.15%												88.55%				88.55%				79.03%		88.52%		86.65%		83.83%		74.34%				82.47%				89.44%		90.88%		95.28%		95.63%		87.47%				91.74%				65.27%		85.09%		91.13%		95.73%		95.04%				86.45%						91.13%		95.28%		99.68%		100.00%				96.52%

		Talk Time (Avg)		0:07:36												0:07:27				0:07:27				0:08:17		0:08:08		0:07:56		0:07:07		0:07:00				0:07:41				0:06:54		0:07:37		0:07:39		0:07:09		0:07:50				0:07:26				0:06:55		0:07:24		0:07:30		0:08:18		0:08:01				0:07:37						0:07:30		0:08:37		0:07:31		0:07:36				0:07:48

		Call Handle Time (Avg)		0:10:10												0:10:17				0:10:17				0:11:22		0:11:42		0:10:19		0:09:22		0:09:08				0:10:23				0:08:54		0:09:43		0:09:47		0:09:21		0:10:22				0:09:37				0:09:18		0:09:38		0:10:23		0:11:05		0:10:32				0:10:11						0:10:23		0:11:03		0:09:52		0:10:05				0:10:21

		Transfer Out		na												na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na

		First Call Resolution %		80.71%												82.19%				82.19%				81.95%		83.21%		84.62%		84.55%		82.01%				83.27%				82.47%		84.54%		83.86%		80.75%		76.75%				81.67%				80.12%		82.30%		82.36%		82.73%		82.63%				82.03%						na 		58.82%		81.37%		82.99%				74.40%

		Complaints Received		4												0				0				2		0		0		0		0				2				1		0		0		0		1				2				0		0		0		0		0				0						0		0		0		0				0

		Complaints Resolved		10												0				0				1		1		0		1		0				3				1		0		0		4		1				6				0		0		0		0		1				1						0		0		0		0				0

		Helpline (Transfers from Vendor)		4198												167				167				174		128		192		186		227				907				265		218		212		201		198				1094				303		238		194		159		209				1103						269		217		221		220				927

		Short Abandon (under 60 seconds)		280												5				5				21		3		13		8		17				62				19		24		18		10		21				92				18		11		11		16		28				84						11		26		0		0				37

		% of calls answered in under 10 minutes		94.20%												90.93%				90.93%				88.98%		96.15%		90.79%		96.06%		95.08%				93.41%				96.07%		95.55%		95.90%		95.63%		93.26%				95.28%				86.55%		94.32%		96.18%		95.73%		95.19%				93.60%						96.18%		95.28%		99.68%		100.00%				97.78%

		Occupany		70.36%												68.25%				68.25%				68.98%		59.84%		74.81%		76.19%		77.31%				71.43%				79.82%		77.85%		77.05%		83.05%		77.81%				79.12%				88.18%		80.04%		63.31%		70.40%		66.21%				73.63%						63.31%		74.04%		49.07%		51.09%				59.38%

		Max Agents		35.13												32.04				32.04				30.14		34.36		35.13		30.11		29.92				35.13				33.92		33.54		28.62		29.00		28.51				33.92				30.16		29.75		29.45		26.32		29.67				30.16						29.45		30.98		34.34		33.32				34.34





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Apr 26		3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week May 3		10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week May 10		17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week May 17		24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week May 24		31-May		1-Jun

		Calls Received (MNsure)		2116												98				98				87		100		87		89		91		0		454				114		125		103		91		79				512				105		88		78		93		96				460						125		157		157		153				592

		Calls Handled		2070												97				97				86		95		87		87		89				444				111		119		102		91		75				498				103		83		78		93		94				451						124		148		156		152				580

		Calls Abandoned		34												0				0				1		4		0		2		2				9				2		5		1		0		3				11				1		0		0		0		2				3						1		8		1		1				11

		Abandon % (>5%)(Less Short Aban)		1.29%												0.00%				0.00%				1.15%		4.00%		0.00%		2.25%		2.20%				1.92%				1.75%		4.00%		0.97%		0.00%		3.80%				2.10%				0.95%		0.00%		0.00%		0.00%		2.08%				0.61%						0.80%		5.10%		0.64%		0.65%				1.80%

		Avg Time to Abandon		0:01:03												0:00:00				0:00:00				0:00:17		0:03:18		0:00:00		0:01:23		0:00:37				0:01:07				0:03:16		0:03:17		0:00:39		0:00:00		0:05:25				0:02:31				0:01:01		0:00:00		0:00:00		0:00:00		0:00:39				0:00:20						0:02:12		0:01:03		0:01:07		0:01:01				0:01:20

		Average Wait Time (>5 min)		0:00:56												0:01:20				0:01:20				0:00:29		0:01:27		0:00:31		0:00:43		0:00:03				0:00:38				0:00:52		0:01:18		0:00:50		0:00:07		0:01:12				0:00:51				0:00:26		0:01:04		0:00:36		0:00:02		0:00:53				0:00:36						0:01:09		0:01:28		0:01:25		0:01:10				0:01:18

		Max Wait Time		0:21:30												0:10:45				0:10:45				0:05:38		0:12:15		0:07:38		0:08:06		0:01:55				0:12:15				0:21:30		0:10:58		0:10:15		0:03:38		0:19:37				0:21:30				0:06:49		0:09:26		0:11:31		0:01:16		0:10:31				0:11:31						0:11:14		0:10:49		0:16:45		0:10:10				0:16:45

		Service Level (<95% calls under 5 min)		78.99%												74.49%				74.49%				82.76%		66.00%		83.91%		82.02%		96.70%				82.28%				83.19%		72.80%		79.61%		96.70%		75.95%				81.65%				85.58%		70.11%		87.18%		98.92%		79.17%				84.19%						75.20%		67.52%		68.79%		77.78%				72.32%

		Talk Time (Avg)		0:07:53												0:07:24				0:07:24				0:07:49		0:08:42		0:09:49		0:08:28		0:06:33				0:08:16				0:08:15		0:08:22		0:08:37		0:07:40		0:09:37				0:08:30				0:07:22		0:10:16		0:07:07		0:06:41		0:07:58				0:07:52						0:07:04		0:07:53		0:07:16		0:07:34				0:07:26

		Call Handle Time (Avg)		0:11:59												0:12:42				0:12:42				0:11:39		0:12:38		0:13:48		0:11:56		0:09:51				0:11:58				0:12:29		0:12:27		0:12:14		0:11:23		0:13:41				0:12:26				0:11:22		0:13:34		0:11:15		0:10:34		0:10:37				0:11:28						0:11:19		0:11:40		0:11:11		0:11:14				0:11:21

		Max Agents		3.88												2.74				2.74				2.23		2.67		2.67		2.31		1.95				2.67				3.08		3.29		2.77		2.30		2.28				3.29				2.63		2.53		1.95		2.18		2.22				2.63						3		3.84		3.88		3.80				3.88





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Apr 26		3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week May 3		10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week May 10		17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week May 17		24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week May 24		31-May		1-Jun

		Calls Received (MNsure)		3506												145				145				163		194		183		206		174				920				200		178		186		168		153				885				197		185		190		135		138				845						206		205		174		126				711

		Calls Handled		3340												139				139				160		181		164		186		167				858				196		175		184		168		149				872				191		178		178		133		133				813						169		198		166		125				658

		Calls Abandoned		149												6				6				2		13		19		20		4				58				3		3		0		0		4				10				2		2		11		2		5				22						37		7		8		1				53

		Abandon % (>5%)(Less Short Aban)		4.13%												4.14%				4.14%				1.23%		6.70%		10.38%		9.71%		2.30%				6.06%				1.50%		1.69%		0.00%		0.00%		2.61%				1.16%				1.02%		1.08%		5.79%		1.48%		3.62%				2.60%						17.96%		3.41%		4.60%		0.79%				6.69%

		Avg Time to Abandon		0:02:16												0:01:24				0:01:24				0:01:15		0:04:48		0:05:36		0:05:40		0:01:15				0:03:42				0:00:40		0:00:22		0:00:00		0:00:00		0:01:38				0:00:32				0:00:19		0:04:45		0:04:07		0:01:16		0:01:42				0:02:25						0:06:42		0:01:58		0:01:54		0:02:43				0:03:19

		Average Wait Time (>5 min)		0:01:23												0:01:14				0:01:14				0:00:29		0:02:19		0:03:23		0:05:46		0:00:56				0:02:34				0:00:32		0:00:27		0:00:03		0:00:07		0:00:53				0:00:24				0:00:26		0:00:48		0:01:29		0:00:32		0:00:37				0:00:46						0:05:42		0:01:37		0:00:30		0:00:13				0:02:00

		Max Wait Time		0:32:23												0:17:16				0:17:16				0:09:04		0:11:56		0:25:40		0:24:48		0:07:19				0:25:40				0:06:49		0:06:16		0:02:00		0:02:14		0:09:00				0:09:00				0:07:38		0:11:03		0:15:18		0:06:13		0:05:52				0:15:18						0:32:23		0:13:30		0:07:28		0:03:25				0:32:23

		Service Level (<95% calls under 5 min)		68.30%												67.59%				67.59%				80.37%		50.00%		39.89%		28.64%		66.67%				53.11%				80.00%		81.46%		96.77%		93.45%		67.32%				83.80%				80.71%		77.30%		62.11%		80.74%		74.64%				75.10%						27.18%		56.59%		76.44%		87.30%				61.88%

		Talk Time (Avg)		0:04:45												0:05:16				0:05:16				0:04:29		0:04:26		0:05:07		0:05:33		0:04:41				0:04:51				0:04:40		0:04:10		0:05:02		0:04:28		0:05:34				0:04:46				0:04:55		0:04:46		0:04:31		0:04:21		0:04:54				0:04:41						0:04:53		0:04:32		0:03:50		0:03:30				0:04:11

		Call Handle Time (Avg)		0:06:54												0:07:22				0:07:22				0:06:21		0:06:21		0:07:53		0:07:51		0:06:52				0:07:03				0:07:07		0:06:13		0:07:01		0:06:39		0:08:04				0:07:00				0:07:00		0:06:48		0:07:10		0:06:37		0:07:18				0:06:58						0:06:45		0:06:48		0:05:47		0:05:10				0:06:07

		Max Agents		3.24												2.28				2.28				2.26		2.55		2.87		3.24		2.55				3.24				3.10		2.42		2.87		2.48		2.67				3.10				2.97		2.69		2.84		1.60		2.16				2.97						3		2.81		2.13		1.38				2.81





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Apr 26		3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week May 3		10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week May 10		17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week May 17		24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week May 24		31-May		1-Jun

		Calls Received		4198												167				167				174		128		192		186		227				907				265		218		212		201		198				1094				303		238		194		159		209				1103						269		217		221		220				927

		Calls Handled		4016												154				154				167		125		183		181		217				873				262		211		204		197		187				1061				287		204		181		154		207				1033						261		214		215		205				895

		Calls Abandoned		131												13				13				6		2		9		5		10				32				3		6		5		4		9				27				13		8		9		3		2				35						6		2		6		11				25

		Abandon %		3.84%												7.60%				7.60%				3.50%		1.58%		4.43%		2.69%		4.41%				3.32%				1.13%		2.75%		2.36%		1.99%		4.55%				2.56%				4.29%		3.36%		4.64%		1.89%		0.96%				3.03%						2.23%		0.92%		2.71%		5.00%				2.72%

		Avg Time to Abandon		0:08:13												0:12:56				0:12:56				0:12:37		0:07:11		0:07:49		0:10:09		0:09:09				0:09:23				0:03:30		0:02:29		0:06:47		0:05:51		0:10:03				0:05:44				0:06:49		0:11:12		0:06:25		0:02:42		0:01:21				0:05:41						0:02:50		0:09:32		0:06:56		0:10:15				0:07:23

		Average Wait Time (>5 min)		0:06:31												0:09:27				0:09:27				0:06:01		0:03:04		0:05:56		0:03:48		0:08:11				0:05:24				0:01:07		0:04:49		0:04:18		0:06:26		0:11:29				0:05:37				0:08:02		0:07:30		0:07:07		0:01:56		0:06:21				0:06:11						0:08:19		0:03:54		0:03:34		0:08:12				0:05:59

		Max Wait Time		0:41:38												0:41:38				0:41:38				0:26:08		0:27:54		0:28:13		0:33:00		0:28:04				0:33:00				0:15:02		0:27:32		0:25:09		0:37:30		0:31:52				0:37:30				0:34:31		0:35:23		0:26:02		0:16:20		0:36:26				0:36:26						0:30:24		0:18:43		0:26:41		0:31:37				0:31:37

		Service Level (<95% calls under 5 min)		43.66%												39.16%				39.16%				39.65%		64.94%		32.18%		51.61%		33.04%				44.28%				72.83%		39.17%		45.71%		50.25%		20.41%				45.67%				37.33%		47.86%		40.31%		65.61%		31.10%				44.44%						39.93%		43.98%		56.11%		38.89%				44.73%

		Talk Time (Avg)		0:13:32												0:11:49				0:11:49				0:12:15		0:12:23		0:14:31		0:13:35		0:12:27				0:13:02				0:14:33		0:14:26		0:13:57		0:14:54		0:15:49				0:14:43				0:14:28		0:16:21		0:14:10		0:14:30		0:12:55				0:14:28						0:14:48		0:14:19		0:12:23		0:13:10				0:13:40

		Call Handle Time (Avg)		0:22:46												0:20:35				0:20:35				0:20:44		0:21:36		0:23:07		0:22:16		0:21:49				0:21:54				0:23:01		0:24:20		0:22:41		0:25:11		0:26:16				0:24:17				0:23:58		0:26:51		0:22:31		0:23:49		0:22:24				0:23:54						0:23:34		0:22:56		0:22:13		0:23:56				0:23:09

		Percent. calls transferred by vendor		26.34%												4:32:02				18.89%				4:55:49		4:21:49		5:18:31		6:16:42		6:31:56				5:28:57				5:56:38		5:57:56		6:19:13		5:32:41		6:24:15				6:02:09				6:47:23		6:45:35		7:07:09		6:15:57		7:46:36				6:56:32						9:52:17		7:01:07		8:35:47		8:58:46				35.90%

		Max Agents		13.58												10.43				10.43				11.20		10.32		8.17		8.05		9.47				11.20				11.46		9.92		9.52		8.98		9.34				11.46				13.58		10.58		8.01		7.91		9.70				13.58						18:55:35		9.74		7.79		7.93				11.79





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Apr 26		3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week May 3		10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week May 10		17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week May 17		24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week May 24		31-May		1-Jun

		Busy		0												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		Caller canceled		1												0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1						0		0		0		0				0

		Connected		310												34				34				32		19		21		7		7				86				6		16		8		8		7				45				8		23		23		4		14				72						30		13		5		25				73

		Error		1												0				0				0		1		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0

		Invalid Number		2												0				0				0		0		1		0		0				1				0		1		0		0		0				1				0		0		0		0		0				0						0		0		0		0				0

		No Answer		11												0				0				0		0		1		0		0				1				0		2		0		1		1				4				0		1		1		0		0				2						0		3		0		1				4

		No Response		14												1				1				0		0		0		0		0				0				1		0		1		0		2				4				1		1		1		0		0				3						2		0		1		3				6

		Total Requests		339												35				35				32		20		23		7		7				89				7		19		9		9		10				54				9		26		25		4		14				78						32		16		6		29				83

		% Connected 		91.64%												97%				97.14%				100%		95%		91%		100%		100%				97%				87%		84%		89%		89%		70%				84%				89%		88%		92%		100%		100%				94%						94%		81%		83%		86%				86.14%





		Top Call Drivers		Total		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Apr 26		3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week May 3		10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week May 10		17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week May 17		24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week May 24		31-May		1-Jun

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		21												21				21																0																0																0																0

		A Referral		41																0																0								19		22						41																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		244												20				20				17				32								49				24		23						18				65						21		31				23				75						35										35

		Checking on Status of Reported Change		41																0								23								23										18						18																0																0

		Close in lieu of Processing Change		39																0						22						17				39																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Disable Account Request		215																0						17						16				33								22				32				54				26						26		21				73								30		25						55

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		662												33				33				35		34		43		30		41				183				50		32		24		34		32				172				34		42		22		30		35				163						37		42				32				111

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		140																0				25		20										45																0				33		22										55										22		18				40

		Good Faith		37																0										16						16								21								21																0																0

		How Do I Apply?		1957												93				93				93		88		89		76		82				428				114		121		90		101		89				515				95		105		123		104		98				525						119		109		85		83				396

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1270												52				52				63		42		63		61		65				294				85		77		68		79		75				384				83		63		51		60		51				308						67		73		42		50				232

		How To Enroll In a Plan?		1034												58				58				53		45		43		36		39				216				58		50		52		60		34				254				72		64		46		34		44				260						56		60		61		69				246

		Income Change		55																0												19				19										36						36																0																0

		Income Decrease		490												19				19				26				24		29						79				42		38		32				33				145				48		31		28		22		27				156						28				36		27				91

		Loss of ESI		816												41				41				52		32		50		54		49				237				35		21		40		48		24				168				29		25		29		36		43				162						53		52		54		49				208

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		MCRE/Counties		2228												137				137				125		90		99		109		92				515				143		118		101		130		85				577				121		102		109		114		111				557						127		118		110		87				442

		Multiple changes		31																0																0				31												31																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		43																0																0																0										18						18						25										25

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		59																0						17				22						39						20										20																0																0

		Request to Close Application^		438												25				25				26				26		26		22				100				44		33				19		25				121						21		27		25		25				98						36		37				21				94

		Status of My SEP Request		45																0																0																0																0										23		22				45

		System Issues-Advised Consumer to Call Back Later		18																0																0																0								18								18																0

																				0

		Broker

		APTC/CSR Questions		0																																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		5																0								5								5																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		41												7				7										5		5				10																0						6				9						15												9				9

		CSR-Determination Result		15																0										7						7				8												8																0																0

		CSR-Status of Enrollment		192												10				10				12		10		10		8		6				46				23		11		10		11		7				62				13		9				10		12				44						9				12		9				30

		CSR-Status of Reported Change		11												6				6						5										5																0																0																0

		CSR-Status of Verifications		8																0																0																0																0								8								8

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		37																0				6												6				10						9		12				31																0																0

		How Do I Apply?		45																0																0						7										7								8				9				17								10				11				21

		How Do I Update My Application?		101																0						6		8		7						21						15		10		8						33				10				6				8				24						8				15						23

		How To Enroll In a Plan?		148																0				7												7				7				13		8		6				34				18		6		7		12		11				54						11		11		11		20				53

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		532												24				24				25		21		27		30		16				119				29		14		34		11		19				107				15		25		27		13		29				109						24		40		55		54				173

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		No Questionnaire^		11																0																0												11				11																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		6																0												6				6																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		105												6				6				9		7		6				8				30						10		9								19				6		9		8		5						28						14		8								22

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		11																0																0																0																0										11						11



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		14																0										5						5																0																0								9								9

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		237												10				10				5				13				10				28				19		20		17		16		11				83				20		13		15		18		5				71						15		12		7		11				45

		CSR-Determination Result		389												18				18				14		14		25		19		26				98				23		24		26		22		18				113				25		19		30		26		12				112								25		23						48

		CSR-Newborn Status		182																0				9		10				16		14				49						17		12		18						47				19		15		12		12						58						8				14		6				28

		CSR-Pending Case		70												10				10						10		5								15				20								8				28												5				5						6						6				12

		CSR-Public Program Status		1052												57				57				52		61		55		59		44				271				48		53		68		44		40				253				57		58		43		51		39				248						67		65		43		48				223

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		446												18				18				36		20		25		26		21				128				26		19		17		15		16				93				23		30		22		21		25				121						28		30		18		10				86

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0																0



		PP

		MCRE		509		 										42				42		 		26		24		27		28		21				126				40		26		19		41		25				151				29		26		28		25		28		 		136		 								28		26		 		54

		Counties		1474		 										95				95		 		99		66		72		81		71		 		389				103		92		82		89		60				426				92		76		81		89		83		 		421		 								82		61		 		143





		PW button		0																0																0																0																0																0

		PW ony		0																0																0																0																0																0



























		Top Call Drivers		Total

		CC		15030

		MCRE/Counties		2228												14.8%

		How Do I Apply?		1957												13.0%

		How Do I Update My Application?		1270												8.4%

		How To Enroll In a Plan?		1034												6.9%

		Loss of ESI		816												5.4%

		Enrollment Status Check		662												4.4%

		Income Decrease		490												3.3%

		Request to Close Application^		438												2.9%

		Caller Hung Up without Speaking		244												1.6%

		Disable Account Request		215												1.4%

		Gain of ESI/MEC		140

		Public Program Status		59

		Income Change		55

		Status of My SEP Request		45

		Paper form via FileNet		43

		A Referral		41

		Checking on Status of Reported Change		41

		Close in lieu of Processing Change		39

		Good Faith		37

		Multiple changes		31

		14 Day		21

		System Issues-Advised Consumer to Call Back Later		18



		Broker		2070

		Loss of ESI		532												25.7%

		CSR-Status of Enrollment		192												9.3%

		How To Enroll In a Plan?		148												7.1%

		Status of My SEP Request		105												5.1%

		How Do I Update My Application?		101												4.9%

		How Do I Apply?		45												2.2%

		CSR QHP  Status		41												2.0%

		Good Faith		37												1.8%

		CSR-Determination Result		15												0.7%

		CSR-Status of Reported Change		11

		No Questionnaire^		11

		System Issues-Advised Consumer to Call Back Later		11

		CSR-Status of Verifications		8

		Password Reset/Account Unlock		6

		CSR Consumer not present		5



		ARC		3340

		CSR-Public Program Status		1052												31.5%

		How Do I Apply?		446												13.4%

		CSR-Determination Result		389												11.6%

		CSR- QHP Status		237												7.1%

		CSR-Newborn Status		182												5.4%

		CSR-Pending Case		70												2.1%

		Caller Hung up Without Speaking		14												0.4%







Apr 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week Apr 5		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week Apr 12		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week Apr 19		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		WeekApr 26

		Calls Received (MNsure)		33861								1633		1450		1304				4387				1523		1255		1384		1227		1311				6700				1795		1601		1649		1779		1725				8549				2814		3964		1115		998		947				9838				1207		996		1077		1058						4387

		Calls Handled		27817								1237		1214		1243				3694				1297		1139		1139		1078		1152				5805				1497		1418		1394		1441		1383				7134				1845		2689		1093		940		923				7490				1150		929		1038		1012						3694

		Calls Abandoned		3982								271		149		24				444				136		61		154		82		101				533				169		93		135		221		192				811				769		950		2		21		8				1750				7		18		8		14						444

		Abandon % (>5%)(Less Short Aban)		9.42%								16.55%		10.29%		1.87%				9.57%				8.91%		4.84%		11.08%		6.67%		7.67%				7.83%				9.42%		5.74%		8.21%		12.41%		11.18%				9.39%				26.84%		23.71%		0.16%		2.06%		0.86%				10.73%				0.60%		1.80%		0.73%		1.33%						9.57%

		Avg Time to Abandon		0:13:05								0:14:23		0:11:44		0:12:14				0:12:47				0:13:35		0:09:15		0:13:12		0:11:57		0:11:25				0:11:53				0:12:26		0:12:47		0:12:28		0:12:04		0:13:34				0:12:40				0:25:01		0:21:02		0:03:46		0:12:11		0:14:25				0:15:17				0:19:21		0:12:40		0:15:48		0:12:27						0:12:47

		Average Wait Time (>5 min)		0:12:21								0:19:36		0:12:14		0:03:38				0:11:49				0:12:21		0:05:25		0:12:00		0:10:00		0:08:54				0:09:44				0:11:38		0:09:11		0:09:31		0:13:05		0:14:02				0:11:29				0:39:10		0:38:49		0:01:00		0:03:05		0:02:25				0:16:54				0:01:59		0:04:02		0:02:17		0:02:17						0:11:49

		Max Wait Time		2:05:07								1:02:57		0:42:34		0:24:33				1:02:57				1:00:18		0:33:45		0:56:55		0:44:29		0:38:21				1:00:18				1:02:39		0:55:05		0:55:22		0:58:11		0:53:22				1:02:39				2:05:07		1:59:40		0:16:47		0:25:03		0:44:28				2:05:07				0:21:51		0:30:33		0:35:27		0:29:52						1:02:57

		Service Level (<95% calls under 5 min)		41.35%								22.86%		25.31%		73.72%				40.63%				37.44%		60.41%		30.71%		33.15%		31.16%				38.57%				27.16%		41.37%		32.09%		19.86%		27.92%				29.68%				25.69%		22.82%		92.55%		67.79%		77.45%				57.26%				77.81%		56.59%		78.96%		68.91%						40.63%

		Talk Time (Avg)		0:09:08								0:09:50		0:09:27		0:09:08				0:09:28				0:09:45		0:09:47		0:09:32		0:10:08		0:09:03				0:09:39				0:07:43		0:08:19		0:08:10		0:07:49		0:09:09				0:08:14				0:09:55		0:10:00		0:08:01		0:08:15		0:07:57				0:08:50				0:07:33		0:08:11		0:08:09		0:07:55						0:09:28

		Call Handle Time (Avg)		0:13:06								0:14:25		0:13:38		0:13:19				0:13:47				0:14:05		0:14:29		0:13:21		0:14:37		0:12:43				0:13:51				0:11:01		0:11:48		0:11:22		0:11:18		0:13:12				0:11:44				0:14:09		0:14:08		0:11:17		0:11:16		0:10:57				0:12:21				0:10:38		0:11:04		0:10:57		0:10:41						0:13:47

		Transfer Out		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		81.38%								77.93%		82.07%		82.87%				80.96%				82.85%		81.44%		81.02%		79.93%		80.17%				81.08%				82.62%		83.21%		81.94%		83.21%		81.42%				82.48%				82.10%		82.94%		80.64%		80.47%		81.01%				81.43%				81.29%		81.99%		80.06%		82.46%						80.96%

		Complaints Received		10								0		1		0				1				0		0		1		0		0				1				4		2		0		0		0				6				0		0		0		0		1				1				0		1		0		0						1

		Complaints Resolved		14								1		1		0				2				0		0		0		1		0				1				3		2		0		0		0				5				0		1		3		0		0				4				0		0		1		0						2

		Helpline (Transfers from Vendor)		5664								274		254		225				753				277		206		264		237		273				1257				351		250		294		373		234				1502				341		490		211		172		185				1399				198		202		216		221						753

		Short Abandon (under 60 seconds)		479								18		19		9				46				19		16		21		9		12				77				36		19		26		28		38				147				38		103		10		11		1				163				16		14		11		3						46

		% of calls answered in under 10 minutes		55.56%								30.29%		47.90%		88.43%				55.54%				50.28%		76.65%		46.69%		60.98%		49.58%				56.83%				38.94%		68.44%		49.85%		29.21%		41.38%				45.56%				29.85%		23.31%		97.57%		81.85%		89.14%				64.34%				95.08%		80.61%		91.50%		91.06%						55.54%

		Occupany		86.32%								90.00%		88.97%		81.39%				86.79%				88.02%		82.48%		86.98%		87.68%		89.10%				86.85%				92.02%		91.86%		88.49%		91.78%		93.45%				91.52%				90.71%		93.42%		75.45%		72.67%		66.00%				79.65%				86.23%		83.27%		82.62%		80.21%						86.79%

		Max Agents		40.85								26.69		28.82		34.08				34.08				34.22		31.27		31.75		31.52		34.70				34.70				37.14		35.98		36.65		33.33		32.74				37.14				37.91		40.85		35.13		32.05		37.34				40.85				31.49		26.92		31.97		31.38						34.08





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week Apr 5		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week Apr 12		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week Apr 19		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		WeekApr 26

		Calls Received (MNsure)		3519								156		152		179				487				185		141		143		158		112				739				192		159		154		174		171				850				273		333		146		103		101				956				141		159		131		168						487

		Calls Handled		3365								149		149		175				473				175		138		136		148		108				705				182		153		152		171		166				824				251		296		144		100		99				890				136		155		127		164						473

		Calls Abandoned		144								7		3		3				13				9		3		7		9		4				32				9		6		2		3		2				22				22		37		1		2		2				64				5		4		4		4						13

		Abandon % (>5%)(Less Short Aban)		3.39%								4.49%		1.97%		1.68%				2.71%				4.86%		2.13%		4.90%		5.70%		3.57%				4.23%				4.69%		3.77%		1.30%		1.72%		1.17%				2.53%				8.06%		11.11%		0.68%		1.94%		1.98%				4.75%				3.55%		2.52%		3.05%		2.38%						2.71%

		Avg Time to Abandon		0:02:54								0:02:01		0:02:24		0:02:58				0:02:27				0:04:04		0:02:08		0:01:57		0:07:04		0:01:28				0:03:20				0:04:54		0:01:54		0:01:04		0:01:48		0:05:28				0:03:01				0:04:26		0:05:17		0:00:54		0:02:16		0:03:22				0:03:15				0:03:59		0:03:39		0:02:00		0:02:34						0:02:27

		Average Wait Time (>5 min)		0:02:03								0:01:52		0:01:12		0:01:36				0:01:33				0:02:36		0:00:27		0:01:29		0:03:39		0:00:55				0:01:49				0:04:05		0:01:50		0:00:53		0:02:10		0:01:28				0:02:05				0:06:01		0:07:14		0:01:25		0:00:48		0:00:46				0:03:14				0:02:45		0:01:13		0:02:00		0:02:30						0:01:33

		Max Wait Time		0:32:50								0:13:42		0:10:47		0:12:18				0:13:42				0:14:57		0:06:20		0:13:00		0:16:31		0:10:13				0:16:31				0:20:38		0:12:30		0:11:15		0:13:41		0:12:49				0:20:38				0:31:33		0:32:50		0:12:25		0:10:31		0:08:08				0:32:50				0:14:25		0:10:48		0:13:17		0:14:08						0:13:42

		Service Level (<95% calls under 5 min)		59.78%								50.64%		68.42%		58.66%				59.24%				50.81%		83.69%		65.03%		39.49%		76.79%				63.16%				48.69%		64.15%		75.32%		58.05%		63.53%				61.95%				34.80%		20.72%		64.38%		81.37%		75.25%				55.30%				49.65%		68.55%		61.83%		53.57%						59.24%

		Talk Time (Avg)		0:08:52								0:09:26		0:09:12		0:07:35				0:08:44				0:08:15		0:09:23		0:09:04		0:10:22		0:08:41				0:09:09				0:07:53		0:09:42		0:09:43		0:09:12		0:09:23				0:09:10				0:08:46		0:08:58		0:08:44		0:08:10		0:08:13				0:08:34				0:07:29		0:07:25		0:09:27		0:08:06						0:08:44

		Call Handle Time (Avg)		0:12:56								0:13:52		0:12:49		0:11:20				0:12:40				0:12:30		0:13:27		0:12:42		0:14:19		0:12:25				0:13:04				0:11:37		0:13:47		0:14:01		0:13:37		0:13:24				0:13:17				0:13:02		0:12:56		0:13:38		0:12:46		0:12:36				0:12:59				0:11:53		0:11:53		0:14:22		0:12:04						0:12:40

		Max Agents		9.40								3.88		3.68		3.77				3.88				4.18		3.54		3.84		4.71		2.98				4.71				4.72		4.69		4.74		5.17		4.94				5.17				7.73		9.40		4.36		2.84		2.77				9.40				3.59		4		4.05		4.40						3.88





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week Apr 5		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week Apr 12		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week Apr 19		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		WeekApr 26

		Calls Received (MNsure)		4824								227		242		217				686				245		206		243		248		213				1155				241		237		214		254		221				1167				273		281		220		185		171				1130				166		206		192		168						686

		Calls Handled		4531								211		230		207				648				233		193		228		234		207				1095				231		219		203		232		209				1094				244		244		214		179		165				1046				164		192		182		166						648

		Calls Abandoned		287								16		12		10				38				12		13		13		13		6				57				9		18		11		22		11				71				29		37		6		6		5				83				2		14		10		2						38

		Abandon % (>5%)(Less Short Aban)		5.71%								7.05%		4.96%		4.61%				5.54%				4.90%		6.31%		5.35%		5.24%		2.82%				4.92%				3.73%		7.59%		5.14%		8.66%		4.98%				6.02%				10.62%		13.17%		2.73%		3.24%		2.92%				6.54%				1.20%		6.80%		5.21%		1.19%						5.54%

		Avg Time to Abandon		0:03:02								0:02:20		0:02:42		0:02:19				0:02:27				0:02:21		0:02:15		0:05:21		0:02:44		0:06:35				0:03:51				0:04:03		0:02:17		0:01:31		0:02:00		0:02:46				0:02:31				0:05:54		0:04:35		0:02:20		0:03:50		0:02:52				0:03:54				0:00:47		0:04:01		0:00:46		0:01:49						0:02:27

		Average Wait Time (>5 min)		0:02:56								0:01:59		0:02:31		0:01:35				0:02:01				0:02:56		0:02:12		0:05:02		0:03:12		0:03:20				0:03:20				0:03:14		0:04:39		0:00:56		0:02:58		0:02:49				0:02:55				0:07:40		0:07:18		0:02:41		0:02:00		0:02:08				0:04:21				0:00:56		0:03:41		0:00:54		0:01:04						0:02:01

		Max Wait Time		0:35:40								0:13:56		0:15:20		0:11:04				0:15:20				0:13:12		0:13:51		0:22:47		0:23:28		0:19:43				0:23:28				0:19:04		0:20:40		0:07:47		0:13:44		0:21:10				0:21:10				0:35:40		0:22:24		0:14:46		0:15:38		0:12:22				0:35:40				0:12:32		0:14:02		0:08:34		0:10:58						0:15:20

		Service Level (<95% calls under 5 min)		45.33%								50.66%		45.87%		55.76%				50.76%				37.96%		46.60%		30.45%		37.10%		48.36%				40.09%				48.55%		28.69%		65.42%		37.01%		53.85%				46.70%				21.98%		7.47%		41.36%		68.65%		52.05%				38.30%				73.49%		37.86%		67.71%		75.60%						50.76%

		Talk Time (Avg)		0:05:09								0:05:26		0:04:51		0:04:35				0:04:57				0:04:58		0:05:07		0:05:52		0:05:46		0:05:02				0:05:21				0:05:05		0:05:44		0:04:42		0:05:52		0:05:12				0:05:19				0:05:56		0:05:38		0:04:59		0:04:07		0:05:13				0:05:10				0:05:17		0:05:19		0:04:39		0:05:25						0:04:57

		Call Handle Time (Avg)		0:07:33								0:07:40		0:06:57		0:06:45				0:07:07				0:06:55		0:07:25		0:08:24		0:08:26		0:07:32				0:07:44				0:07:44		0:08:31		0:07:14		0:08:29		0:07:43				0:07:56				0:08:29		0:08:13		0:07:35		0:06:50		0:08:17				0:07:52				0:07:55		0:07:49		0:06:59		0:07:57						0:07:07

		Max Agents		4.60								3.59		3.55		3.11				3.59				3.58		3.18		4.25		4.39		3.46				4.39				3.97		4.15		3.27		4.38		3.59				4.38				4.60		4.45		3.61		2.72		3.04				4.60				2.89		3		2.82		2.93						3.59





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week Apr 5		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week Apr 12		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week Apr 19		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		WeekApr 26

		Calls Received		5664								274		254		225				753				277		206		264		237		273				1257				351		250		294		373		234				1502				341		490		211		172		185				1399				198		202		216		221						753

		Calls Handled		4852								224		221		216				661				234		193		232		206		243				1107				295		212		249		303		194				1252				258		372		207		161		173				1171				195		193		204		209						660.8338884976

		Calls Abandoned		689								43		28		7				78				39		10		27		26		29				131				46		35		41		61		34				216				70		94		2		9		11				186				2		7		11		11						77.8660612486

		Abandon %		10.94%								15.80%		10.98%		2.97%				9.92%				14.08%		5.00%		10.40%		10.95%		10.44%				10.17%				13.10%		13.82%		13.84%		16.43%		14.48%				14.33%				20.44%		19.24%		1.03%		5.48%		5.72%				10.38%				0.90%		3.51%		5.09%		4.91%						9.92%

		Avg Time to Abandon		0:13:19								0:17:33		0:11:48		0:09:35				0:12:58				0:14:26		0:05:57		0:14:00		0:12:18		0:10:15				0:11:23				0:15:22		0:13:40		0:13:00		0:14:23		0:15:43				0:14:25				0:26:32		0:24:44		0:03:46		0:08:11		0:11:13				0:14:53				0:07:46		0:07:39		0:06:33		0:05:57						0:12:58

		Average Wait Time (>5 min)		0:20:21								0:28:59		0:16:40		0:05:02				0:16:53				0:21:12		0:06:17		0:19:19		0:17:23		0:14:00				0:15:38				0:25:30		0:26:14		0:22:33		0:26:40		0:24:49				0:25:09				0:58:28		1:01:32		0:01:00		0:06:36		0:08:37				0:27:14				0:01:38		0:07:06		0:06:08		0:05:46						0:16:53

		Max Wait Time		1:42:29								1:02:57		0:42:34		0:24:33				1:02:57				1:00:18		0:33:45		0:56:55		0:44:29		0:38:21				1:00:18				1:02:39		0:55:05		0:55:22		0:58:11		0:50:05				1:02:39				1:38:08		1:42:29		0:16:47		0:25:03		0:44:28				1:42:29				0:21:51		0:30:33		0:35:27		0:29:52						1:02:57

		Service Level (<95% calls under 5 min)		18.96%								11.62%		8.27%		37.54%				19.14%				17.09%		25.04%		21.16%		14.58%		12.34%				18.04%				6.98%		2.60%		13.16%		4.53%		6.94%				6.84%				5.79%		4.30%		81.87%		30.84%		35.37%				31.63%				63.77%		44.52%		34.23%		37.04%						19.14%

		Talk Time (Avg)		0:12:53								0:13:38		0:12:49		0:11:51				0:12:46				0:13:05		0:11:56		0:14:22		0:13:08		0:13:17				0:13:09				0:12:06		0:12:39		0:13:31		0:13:17		0:12:25				0:12:47				0:13:17		0:13:24		0:11:18		0:14:13		0:12:39				0:12:58				0:12:24		0:13:05		0:12:41		0:13:29						0:12:46

		Call Handle Time (Avg)		0:21:27								0:22:16		0:21:12		0:20:26				0:21:18				0:21:22		0:20:32		0:22:53		0:21:49		0:21:47				0:21:40				0:20:36		0:21:24		0:22:15		0:22:32		0:20:48				0:21:31				0:21:13		0:21:20		0:20:19		0:23:07		0:21:26				0:21:29				0:21:43		0:22:41		0:21:17		0:22:40						0:21:18

		Percent. calls transferred by vendor		17%								17%		18%		17%				17%				18%		16%		19%		19%		21%				19%				20%		16%		18%		21%		14%				18%				12%		12%		19%		17%		20%				16%				16%		20%		20%		21%						17%

		Max Agents		39.98								29.06		25.18		23.43				29.06				26.49		23.56		22.99		22.32		20.00				26.49				23.38		21.44		21.80		25.75		24.91				25.75				39.91		39.98		14.66		13.28		11.73				39.98				13.18		4:02:51		13.06		13.13						29.06





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week Apr 5		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week Apr 12		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week Apr 19		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week Mar 29

		Busy		8								0		0		0				0				0		0		0		0		1				1				0		0		0		0		0				0				1		6		0		0		0				7				0		0		0		0						0

		Caller canceled		53								6		0		0				6				1		1		2		1		1				6				1		3		2		2		4				12				5		18		0		0		0				23				0		0		0		0						6

		Connected		4220								273		164		70				507				236		83		143		144		125				731				218		220		178		227		219				1062				277		1044		14		37		41				1413				6		55		38		31						507

		Error		41								0		0		0				0				1		0		1		1		0				3				1		0		0		0		0				1				0		37		0		0		0				37				0		0		0		0						0

		Invalid Number		1								0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0		0		0				1				0		0		0		0						0

		No Answer		284								24		4		8				36				11		6		9		1		9				36				18		6		2		13		18				57				19		97		0		2		1				119				0		5		1		1						36

		No Response		605								26		13		11				50				47		24		33		14		4				122				28		22		11		27		19				107				51		218		0		1		6				276				3		8		0		0						50

		Total Requests		5212								329		181		89				599				296		114		188		161		140				899				266		251		193		269		260				1239				353		1421		14		40		48				1876				9		68		39		32						599

		% Connected 		86.10%								83%		91%		88%				87.03%				80%		81%		81%		89%		89%				84%				82%		88%		92%		84%		84%				86%				78%		73%		100%		93%		85%				86%				67%		81%		97%		97%						87.03%





		Top Call Drivers		Total		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week Apr 5		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week Apr 12		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week Apr 19		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		WeekApr 26

		CC

		1095A Questions		0																0																0																0																0																0

		A Referral		185								42								42						42				41						83				39												39												21				21																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		165																0								39								39						48										48						78										78																0

		Checking on Status of Reported Change		390										39						39				53				37				38				128				61												61								33		31						64				34		37				27						98

		Close in lieu of Processing Change		847								42				63				105				52		60		49		62		72				295				62		60		46		62		54				284				67		96										163																0

		COVID-19 SEP		1158								99		84		80				263				74		60		42		50		46				272						46		55		69		87				257				115		251										366																0

		Determination Result		0																0																0																0																0																0

		Disable Account Request		369																0										39		38				77				39				32				44				115				50		77		27		23						177																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		562								45				44				89						46										46								40		43						83				50				48		46		35				179				36		35		44		50						165

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		136																0																0																0												24				24				29		29		27		27						112

		How Do I Apply?		3631								162		186		169				517				183		170		131		133		147				764				151		169		160		117		174				771				223		572		112		106		101				1114				136		108		114		107						465

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		1737								67		85		97				249				83		71		99		77		83				413				112		96		78		67		85				438				83		102		79		53		54				371				87		60		71		48						266

		How To Enroll In a Plan?		1781								96		92		106				294				82		61		65		73		62				343				78		58		84		58		87				365				139		169		69		54		57				488				77		61		66		87						291

		Income Change		1772								146		107		90				343				100		77		120		88		83				468				82		76		85		73		67				383				121		145		55		48		46				415				45		34		48		36						163

		Loss of ESI		506										49						49																0						44				43		44				131								31		48		33				112				30		56		54		74						214

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		MCRE/Counties		3613								160		161		163				484				179		156		166		177		134				812				164		182		176		158		186				866				240		301		112		125		118				896				156		127		138		134						555

		Multiple changes		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		210								44		62		44				150				60												60																0																0																0

		Request to Close Application^		1344								74		60		66				200				73		59		63		76		52				323						74		68		82		83				307				99		184		46		32		40				401				47		36				30						113

		Status of My SEP Request		28																0																0																0																0								28								28

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0

		Broker

		APTC/CSR Questions		0																																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		82								16		10						26						7						7				14																0				10		32										42																0

		CSR Consumer not present		48										9						9								12		11		8				31																0																0								8								8

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		61																0										11						11										12		13				25										5						5						11				9						20

		CSR-Determination Result		114												14				14				14		10		8								32				22		8						13				43				18												18				7												7

		CSR-Status of Enrollment		215										13						13						9		14		11		7				41				12		17		8		11		12				60				23				19		6		12				60				12		21		8								41

		CSR-Status of Reported Change		15																0												9				9																0										6						6																0

		CSR-Status of Verifications		9																0																0																0								9								9																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		7																0																0																0																0				7												7

		General Certification Questions		0																0																0																0																0																0

		Good Faith		8																0																0																0												8				8																0

		How Do I Apply?		191								13				17				30				16		11		11								38						10		16		14		12				52				25		19				7		9				60								11								11

		How Do I Update My Application?		172								15				11				26				16				14								30				15		13		21								49						22						7				29				10		13		6		9						38

		How To Enroll In a Plan?		239								18		13		14				45				16		12						8				36				12				14		13		15				54				31		51		11								93										11						11

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		438								13		27		15				55				22												22				15		13		17		29						74						18		18		34		45				115				48		32		37		55						172

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Status of My SEP Request		29																0										10						10																0								8								8										11						11

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		11																0						11										11																0																0																0

		CSR- QHP Status		364								23		21		15				59				28		21		20		26		23				118				18		25				24		18				85				26		16										42				15		16		13		16						60

		CSR-Determination Result		484								14		23		21				58				16		25		25				16				82				27		25		28		34		19				133				23		28		24		33		26				134				29		17		17		14						77

		CSR-Newborn Status		293								18		12						30				14				12		23						49				18		24		17		16						75				28		17		15		9		11				80				20		15		13		11						59

		CSR-Pending Case		88																0										18		18				36												17				17								12		10		13				35																0

		CSR-Public Program Status		1236								31		32		30				93				40		55		75		85		61				316				78		74		75		45		53				325				77		56		61		56		29				279				49		60		64		50						223

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		543								15		12		18				45				16		27		35		21		24				123				29		27		29		45		28				158				23		41		33		20		12				129				14		29		26		19						88

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		13																0																0								13								13																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Unable to Verify Consumer PII		7												7				7																0																0																0																0



		PP

		MCRE		993		 						48		44		41				133		 		50		52		56		42		31		 		231				50		53		41		48		51				243				75		90				35		38		 		238		 		43		36		37		32				 		148

		Counties		2508		 						112		117		122				351		 		129		104		110		135		103		 		581				114		129		135		110		135				623				165		211				90		80		 		546		 		113		91		101		102				 		407





		PW button		0																0																0																0																0																0

		PW ony		0																0																0																0																0																0



































		Top Call Drivers		Total

		CC										27817

		How Do I Apply?		3524								12.67%

		MCRE/Counties		3479								12.51%

		Income Change		1736								6.24%

		How To Enroll In a Plan?		1694								6.09%

		How Do I Update My Application?		1689								6.07%

		Request to Close Application^		1314								4.72%

		COVID-19 SEP		1158								4.16%

		Close in lieu of Processing Change		847								3.04%

		Enrollment Status Check		512								1.84%

		Loss of ESI		432								1.55%

		Disable Account Request		369								1.33%

		Checking on Status of Reported Change		363								1.30%

		Public Program Status		210								0.75%

		A Referral		185								0.67%

		Caller Hung Up without Speaking		165								0.59%

		Gain of ESI/MEC		109								0.39%

		Status of My SEP Request		28								0.10%

		1095A Questions		0								0.00%

		Address Change/Correction		0								0.00%

		APTC		0								0.00%

		Determination Result		0								0.00%

		Duplicate 1095-A Request^		0								0.00%

		Enrollment Notice		0								0.00%

		Full Term		0								0.00%

		How Do I Create an Account?		0								0.00%

		Loss of ESI/MEC		0								0.00%

		Loss of Public Program		0								0.00%

		Multiple changes		0								0.00%

		No IC		0								0.00%

		No Questionnaire		0								0.00%

		Notice V19		0								0.00%

		PARN Notice		0								0.00%

		Passive Enrollment Question		0								0.00%

		Password Reset/Account Unlock		0								0.00%

		PO box initiave Ph 1		0								0.00%

		PO box initiave Ph 2		0								0.00%

		System Issues-Advised Consumer to Call Back Later		0								0.00%



		Broker										3365

		Loss of ESI		383								11.38%

		How To Enroll In a Plan?		228								6.78%

		CSR-Status of Enrollment		215								6.39%

		How Do I Apply?		191								5.68%

		How Do I Update My Application?		163								4.84%

		CSR-Determination Result		114								3.39%

		COVID-19 SEP		82								2.44%

		CSR QHP  Status		52								1.55%

		CSR Consumer not present		48								1.43%

		CSR-Status of Reported Change		15								0.45%

		CSR-Status of Verifications		9								0.27%

		Good Faith		8								0.24%

		Gain of ESI/MEC		7								0.21%

		Caller Hung up without speaking		0								0.00%

		CSR Public Program renewal		0								0.00%

		Directed to Complete Caspio Form		0								0.00%

		Directed to GI Status		0								0.00%

		Enrollment Status Check		0								0.00%

		Error by MNsure		0								0.00%

		Full Term		0								0.00%

		General Certification Questions		0								0.00%

		Loss of COBRA		0								0.00%

		Loss of Public Program		0								0.00%

		Loss/Gain of MEC^		0								0.00%

		No Questionnaire^		0								0.00%

		Online Application Issues		0								0.00%

		Over 30 days		0								0.00%

		Paper Application		0								0.00%

		Paper form via FileNet		0								0.00%

		Password Reset/Account Unlock		0								0.00%

		PO box initiave Ph 1		0								0.00%

		PO box initiave Ph 2		0								0.00%

		Questions about COVID-19		0								0.00%

		Status of My SEP Request		18								0.53%

		Status of Submitted AOR Form		0								0.00%

		System Issues-Advised Consumer to Call Back Later		0								0.00%



		ARC										4531

		CSR-Public Program Status		1186								26.18%

		How Do I Apply?		524								11.56%

		CSR-Determination Result		470								10.37%

		CSR- QHP Status		348								7.68%

		CSR-Newborn Status		282								6.22%

		CSR-Pending Case		88

		Prospect/Pending case		13

		Close in lieu of Processing Change		11

		Unable to Verify Consumer PII		7

		Assister Policy Question		0

		Caller Hung up Without Speaking		0

		CSR-Status of Enrollment		0

		CSR-Status of reported Change		0

		Directed to Complete Caspio Form		0

		Loss of ESI		0

		Online Application Issues		0

		Password Reset/Account Unlock		0

		Request to Close Application^		0

		System Issues-Advised Consumer to Call Back Later		0













Mar 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week Mar 1		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week Mar 8		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week Mar 15		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week Mar 22		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29

		Calls Received (MNsure)		30062				1487		1213		1103		957		1040				5800				1154		1091		1078		1060		1031				5414				1203		1036		947		974		1193				5353				2136		2355		1772		1634		1550				9447				2006		2042										4048

		Calls Handled		24897				1290		1138		1023		925		988				5364				1076		1032		1011		1008		971				5097				1073		972		882		918		1072				4918				1194		1578		1362		1228		1315				6677				1447		1393										2840

		Calls Abandoned		2850				43		17		29		23		17				129				21		13		20		18		27				98				44		16		16		18		49				143				645		452		234		203		111				1644				338		497										835

		Abandon % (>5%)(Less Short Aban)		8.54%				2.90%		1.42%		2.36%		2.28%		1.62%				2.11%				1.79%		1.16%		1.79%		1.64%		2.45%				1.77%				3.68%		1.53%		1.57%		1.75%		3.80%				2.47%				29.22%		18.68%		13.19%		12.47%		6.90%				16.09%				16.88%		23.61%										20.25%

		Avg Time to Abandon		0:12:43				0:12:12		0:10:57		0:12:08		0:09:50		0:10:16				0:11:05				0:11:15		0:12:57		0:11:17		0:08:16		0:09:45				0:10:42				0:10:38		0:11:26		0:11:04		0:11:00		0:12:42				0:11:22				0:22:52		0:16:36		0:13:35		0:11:31		0:11:51				0:15:17				0:13:11		0:17:09										0:15:10

		Average Wait Time (>5 min)		0:11:03				0:03:53		0:02:31		0:04:08		0:03:31		0:02:32				0:03:19				0:03:17		0:02:10		0:02:39		0:01:54		0:02:51				0:02:34				0:04:56		0:02:45		0:03:08		0:02:43		0:05:50				0:03:52				0:33:43		0:23:15		0:14:53		0:15:39		0:11:18				0:19:45				0:21:23		0:30:06										0:25:44

		Max Wait Time		1:36:16				0:17:16		0:24:30		0:42:18		0:27:39		0:27:40				0:42:18				0:22:02		0:17:19		0:32:08		0:30:47		0:35:58				0:35:58				0:25:46		0:22:32		0:34:42		0:28:08		0:36:29				0:36:29				1:36:16		1:27:44		0:59:09		0:52:56		0:37:21				1:36:16				1:21:12		1:20:49										1:21:12

		Service Level (<95% calls under 5 min)		50.95%				55.21%		75.31%		61.61%		86.92%		75.65%				70.94%				67.76%		82.25%		70.80%		82.07%		74.20%				75.42%				45.17%		73.55%		71.24%		75.62%		54.24%				63.96%				4.97%		11.74%		20.36%		31.36%		46.59%				23.00%				21.10%		21.75%										21.42%

		Talk Time (Avg)		0:09:23				0:08:33		0:08:11		0:08:46		0:09:01		0:09:11				0:08:44				0:09:01		0:08:55		0:08:52		0:08:47		0:08:54				0:08:54				0:08:37		0:08:35		0:09:03		0:09:21		0:08:47				0:08:53				0:10:07		0:09:44		0:08:39		0:10:51		0:09:47				0:09:50				0:10:37		0:10:33										0:10:35

		Call Handle Time (Avg)		0:13:25				0:12:12		0:11:43		0:12:10		0:12:36		0:12:33				0:12:15				0:12:32		0:12:19		0:12:11		0:12:16		0:12:20				0:12:20				0:12:18		0:12:24		0:12:37		0:13:20		0:12:31				0:12:38				0:14:43		0:13:49		0:12:45		0:15:59		0:14:26				0:14:20				0:15:29		0:15:35										0:15:32

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		81.88%				83.29%		85.83%		81.98%		83.79%		82.20%				83.42%				81.88%		84.89%		84.14%		84.74%		84.97%				84.12%				82.83%		83.51%		81.12%		80.27%		77.00%				80.95%				76.20%		79.55%		80.77%		80.98%		79.58%				79.41%				82.05%		80.96%										81.51%

		Complaints Received		19				2		0		3		0		0				5				0		1		0		1		0				2				0		0		4		0		0				4				3		0		2		0		1				6				0		2										2

		Complaints Resolved		22				2		0		1		0		0				3				0		1		1		2		0				4				0		0		2		0		0				2				5		2		2		0		1				10				1		2										3

		Helpline (Transfers from Vendor)		5619				240		221		223		208		210				1102				238		196		191		181		182				988				281		176		205		190		270				1122				684		403		358		191		236				1872				283		252										535

		Short Abandon (under 60 seconds)		403				83		23		12		0		6				124				20		13		12		3		5				53				12		5		15		7		10				49				36		28		25		18		19				126				20		31										51

		% of calls answered in under 10 minutes		64.94%				82.99%		91.06%		84.94%		90.94%		89.08%				87.80%				88.31%		92.48%		90.55%		90.81%		87.41%				89.91%				76.33%		90.17%		85.60%		89.44%		74.63%				83.23%				5.78%		22.67%		34.29%		42.36%		66.86%				34.39%				30.23%		28.46%										29.35%

		Occupany		85.38%				94.71%		85.77%		88.55%		84.53%		79.42%				86.60%				82.77%		82.82%		80.17%		76.97%		80.56%				80.66%				87.29%		80.65%		72.00%		75.27%		78.62%				78.77%				95.20%		95.17%		90.24%		90.50%		85.67%				91.36%				89.15%		89.90%										89.53%

		Max Agents		46.57				46.57		43.48		36.26		32.77		36.29				46.57				42.87		40.61		41.26		39.66		38.69				42.87				34.63		34.55		34.62		36.64		37.11				37.11				33.01		39.84		39.37		29.35		32.33				39.84				35.92		29.37										35.92





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week Mar 1		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week Mar 8		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week Mar 15		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week Mar 22		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29

		Calls Received (MNsure)		3538				159		119		104		135		124				641				127		121		104		145		160				657				155		150		157		144		166				772				276		204		197		194		157				1028				208		232										440

		Calls Handled		3298				151		119		104		127		124				625				119		118		102		143		155				637				148		145		149		141		158				741				179		191		181		179		149				879				196		220										416

		Calls Abandoned		237				8		0		0		8		0				16				8		3		2		2		5				20				7		5		8		3		8				31				97		12		16		14		8				147				11		12										23

		Abandon % (>5%)(Less Short Aban)		5.34%				5.03%		0.00%		0.00%		5.93%		0.00%				2.19%				6.30%		2.48%		1.92%		1.38%		3.12%				3.04%				4.52%		3.33%		5.10%		2.08%		4.82%				3.97%				35.14%		5.88%		8.12%		7.22%		5.10%				12.29%				5.29%		5.17%										5.23%

		Avg Time to Abandon		0:03:16				0:03:52		0:00:00		0:00:00		0:02:47		0:00:00				0:01:19				0:01:51		0:02:57		0:01:58		0:05:12		0:04:34				0:03:18				0:03:08		0:01:31		0:01:55		0:01:58		0:03:38				0:02:26				0:20:14		0:04:03		0:04:44		0:03:39		0:02:41				0:07:04				0:01:42		0:02:42										0:02:12

		Average Wait Time (>5 min)		0:02:47				0:02:33		0:00:50		0:00:34		0:01:13		0:00:43				0:01:10				0:02:40		0:00:25		0:00:40		0:00:49		0:02:35				0:01:25				0:01:22		0:01:36		0:01:09		0:01:01		0:01:02				0:01:14				0:23:49		0:03:12		0:05:51		0:03:17		0:02:48				0:07:47				0:01:19		0:03:17										0:02:18

		Max Wait Time		1:34:17				0:17:16		0:07:13		0:06:26		0:12:29		0:08:13				0:17:16				0:13:14		0:09:02		0:07:43		0:10:43		0:14:55				0:14:55				0:10:44		0:12:10		0:10:36		0:11:51		0:13:46				0:13:46				1:34:17		0:17:16		0:27:30		0:21:44		0:19:39				1:34:17				0:12:58		0:22:48										0:22:48

		Service Level (<95% calls under 5 min)		59.28%				48.43%		76.47%		84.62%		64.44%		75.81%				69.95%				45.67%		83.47%		83.65%		79.31%		44.38%				67.30%				66.45%		59.33%		67.52%		70.83%		72.89%				67.40%				19.20%		46.08%		35.03%		39.90%		52.23%				38.49%				62.98%		43.53%										53.26%

		Talk Time (Avg)		0:08:48				0:09:10		0:08:57		0:08:57		0:08:56		0:08:20				0:08:52				0:09:43		0:09:58		0:09:37		0:07:17		0:08:40				0:09:03				0:08:06		0:08:01		0:08:30		0:08:21		0:07:50				0:08:09				0:08:08		0:08:46		0:09:15		0:08:40		0:09:11				0:08:48				0:08:53		0:09:24										0:09:08

		Call Handle Time (Avg)		0:12:23				0:13:10		0:12:24		0:11:25		0:12:42		0:11:32				0:12:14				0:13:03		0:14:24		0:12:09		0:10:50		0:11:47				0:12:26				0:11:36		0:11:32		0:11:37		0:11:51		0:11:39				0:11:39				0:11:05		0:12:06		0:12:40		0:12:24		0:13:32				0:12:21				0:12:42		0:13:46										0:13:14

		Max Agents		7.09				4.42		3.28		2.64		3.58		3.18				4.42				3.45		3.78		2.76		3.44		4.06				4.06				3.82		3.72		3.84		3.71		4.09				4.09				7.09		5.13		5.10		4.74		3.84				7.09				4.87		6										5.96





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week Mar 1		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week Mar 8		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week Mar 15		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week Mar 22		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29

		Calls Received (MNsure)		5755				343		288		312		292		279				1514				270		273		260		289		276				1368				256		246		257		252		200		0		1211				243		237		225		269		225				1199				244		219										463

		Calls Handled		5128				282		253		269		252		230				1286				223		245		242		270		260				1240				238		235		224		225		179				1101				222		214		210		233		209				1088				202		211										413

		Calls Abandoned		624				61		35		43		40		49				228				47		28		18		19		15				127				18		11		33		27		20				109				21		22		15		36		16				110				42		8										50

		Abandon % (>5%)(Less Short Aban)		10.55%				17.78%		12.15%		13.78%		13.70%		17.56%				14.99%				17.41%		10.26%		6.92%		6.57%		5.43%				9.32%				7.03%		4.47%		12.84%		10.71%		10.00%				9.01%				8.64%		9.28%		6.67%		13.38%		7.11%				9.02%				17.21%		3.65%										10.43%

		Avg Time to Abandon		0:04:09				0:06:16		0:03:54		0:04:26		0:04:58		0:04:41				0:04:51				0:05:20		0:04:50		0:02:12		0:03:01		0:02:32				0:03:35				0:03:02		0:01:33		0:03:32		0:03:05		0:05:24				0:03:19				0:03:05		0:05:43		0:02:30		0:07:07		0:02:37				0:04:12				0:05:55		0:03:40										0:04:47

		Average Wait Time (>5 min)		0:05:59				0:09:37		0:07:31		0:06:42		0:08:37		0:06:18				0:07:45				0:08:10		0:06:26		0:02:47		0:03:23		0:03:13				0:04:47				0:03:02		0:02:24		0:05:40		0:04:59		0:04:36				0:04:08				0:05:31		0:05:04		0:03:10		0:10:58		0:01:26				0:05:13				0:12:01		0:04:08										0:08:04

		Max Wait Time		0:37:21				0:30:50		0:20:28		0:21:18		0:29:29		0:20:12				0:30:50				0:30:48		0:16:20		0:10:50		0:13:12		0:15:22				0:30:48				0:13:06		0:11:19		0:18:26		0:18:39		0:30:14				0:30:14				0:21:00		0:20:02		0:17:47		0:22:40		0:09:50				0:22:40				0:37:21		0:13:13										0:37:21

		Service Level (<95% calls under 5 min)		26.11%				17.20%		13.54%		18.27%		9.93%		15.77%				14.94%				19.63%		17.95%		30.38%		30.45%		44.00%				28.48%				35.94%		36.18%		25.68%		32.94%		47.00%				35.55%				27.16%		24.89%		49.33%		9.67%		54.67%				33.14%				9.02%		27.85%										18.44%

		Talk Time (Avg)		0:05:04				0:05:29		0:05:23		0:05:16		0:04:51		0:05:03				0:05:12				0:05:02		0:05:01		0:04:48		0:04:25		0:04:27				0:04:44				0:04:48		0:04:21		0:05:11		0:04:51		0:04:31				0:04:44				0:05:12		0:04:54		0:04:30		0:05:27		0:04:59				0:05:00				0:05:54		0:05:26										0:05:40

		Call Handle Time (Avg)		0:07:14				0:07:47		0:07:24		0:07:15		0:07:02		0:07:13				0:07:20				0:07:16		0:06:53		0:06:57		0:06:30		0:06:45				0:06:52				0:06:46		0:06:19		0:07:15		0:07:01		0:06:28				0:06:45				0:07:00		0:06:42		0:06:24		0:07:26		0:06:56				0:06:53				0:08:58		0:07:43										0:08:20

		Max Agents		4.88				4.88		4.16		4.33		3.94		3.69				4.88				3.60		3.75		3.74		3.90		3.91				3.91				3.58		3.30		3.62		3.51		2.57				3.62				3.46		3.19		2.99		3.85		3.22				3.85				4.02		4										4.02





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week Mar 1		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week Mar 8		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week Mar 15		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week Mar 22		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29

		Calls Received		5619				240		221		223		208		210				1102				238		196		191		181		182				988				281		176		205		190		270				1122				684		403		358		191		236				1872				283		252										535

		Calls Handled		4512				233		206		179		181		196				995				223		185		175		157		151				892				259		156		173		169		209				965				442		226		277		140		182				1267				194		200										394

		Calls Abandoned		595				6		8		27		15		9				65				9		6		13		12		16				57				12		9		12		11		33				77				121		101		39		20		28				310				44		43										87

		Abandon %		10.00%				2.35%		3.54%		12.31%		7.34%		4.32%				5.97%				3.93%		3.24%		7.06%		6.45%		8.82%				5.90%				4.18%		4.90%		5.97%		5.94%		12.07%				6.61%				17.74%		25.06%		10.95%		10.47%		11.99%				15.24%				15.62%		16.93%										16.28%

		Avg Time to Abandon		0:09:53				0:03:56		0:04:29		0:10:33		0:06:46		0:04:52				0:06:07				0:06:11		0:04:03		0:05:26		0:05:20		0:09:20				0:06:04				0:04:34		0:06:49		0:09:01		0:08:10		0:12:34				0:08:13				0:18:18		0:21:40		0:11:33		0:11:09		0:11:30				0:14:50				0:14:57		0:13:25										0:14:11

		Average Wait Time (>5 min)		0:16:56				0:01:07		0:03:42		0:11:42		0:06:40		0:05:45				0:05:47				0:04:10		0:01:55		0:05:09		0:06:11		0:08:44				0:05:13				0:04:55		0:05:05		0:08:30		0:07:11		0:17:54				0:08:43				0:39:42		0:47:22		0:18:51		0:19:48		0:22:56				0:29:43				0:33:35		0:36:53										0:35:14

		Max Wait Time		1:36:16				0:17:16		0:24:30		0:42:18		0:27:39		0:27:40				0:42:18				0:22:02		0:17:19		0:32:08		0:30:47		0:35:58				0:35:58				0:25:46		0:22:32		0:34:42		0:28:08		0:36:29				0:36:29				1:36:16		1:27:44		0:59:09		0:52:56		0:37:21				1:36:16				1:21:12		1:20:49										1:21:12

		Service Level (<95% calls under 5 min)		23.62%				78.76%		38.28%		28.25%		26.72%		39.34%				42.27%				31.49%		65.75%		29.91%		43.80%		30.81%				40.35%				37.06%		30.30%		18.44%		16.97%		8.25%				22.20%				8.29%		6.91%		12.41%		7.74%		3.50%				7.77%				5.60%		5.45%										5.53%

		Talk Time (Avg)		0:12:55				0:11:40		0:10:52		0:12:22		0:13:37		0:14:19				0:12:34				0:12:57		0:11:36		0:12:06		0:12:35		0:12:27				0:12:20				0:12:11		0:11:22		0:13:52		0:13:26		0:13:04				0:12:47				0:13:46		0:13:54		0:11:47		0:12:39		0:13:33				0:13:07				0:14:12		0:13:29										0:13:50

		Call Handle Time (Avg)		0:21:36				0:20:25		0:19:30		0:21:50		0:21:56		0:23:42				0:21:28				0:21:52		0:19:52		0:20:46		0:21:09		0:21:40				0:21:03				0:20:27		0:20:02		0:23:09		0:22:27		0:21:27				0:21:30				0:21:32		0:22:12		0:20:38		0:20:51		0:22:46				0:21:35				0:22:57		0:21:54										0:22:25

		Percent. calls transferred by vendor		18.16%				3:52:24		4:22:21		4:51:07		5:12:58		4:50:46				19.30%				4:56:59		4:18:41		4:15:08		4:05:53		4:14:11				4:22:10				5:36:21		4:04:37		5:11:43		4:40:54		5:25:54				4:59:54				7:41:07		4:06:25		4:50:55		2:48:19		3:39:15				4:37:12				3:23:09		2:57:42										13.22%

		Max Agents		35.43				18.39		16.07		12.77		13.20		14.67				18.39				14.91		12.64		12.61		13.10		12.52				14.91				17.31		13.36		14.19		15.96		17.74				17.74				35.02		28.14		24.39		27.97		27.06				35.02				32.77		10:25:25										35.43





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week Mar 1		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week Mar 8		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week Mar 15		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week Mar 22		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 29

		Busy		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0										0

		Caller canceled		35				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				6		15		2		3		0				26				4		5										9

		Connected		2578				2		18		54		19		25				118				20		6		16		33		44				119				31		23		22		42		33				151				452		640		194		201		159				1646				255		289										544

		Error		30				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		17		2		8		2				29				0		1										1

		Invalid Number		854				0		3		11		1		3				18				0		0		0		0		5				5				6		12		8		8		16				50				235		321		112		36		29				733				48		0										48

		No Answer		310				0		0		1		0		0				1				0		0		1		2		4				7				4		2		2		8		9				25				127		71		26		14		10				248				8		21										29																4511		2955		693		8159

		No Response		393				0		3		8		5		5				21				1		0		0		5		3				9				2		1		7		9		9				28				76		112		42		29		14				273				29		33										62																						1421

		Total Requests		4200				2		24		74		25		33				158				21		6		17		40		56				140				43		38		39		67		67				254				896		1176		378		291		214				2955				344		349										693																						0.1741635004

		% Connected 		73.72%				100%		75%		73%		76%		76%				79.95%				95%		100%		94%		83%		79%				90%				72%		61%		56%		63%		49%				60%				50%		54%		51%		69%		74%				60%				74%		83%										78.47%





		Top Call Drivers		Total		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week Mar 1		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week Mar 8		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week Mar 15		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week Mar 22		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week Mar 1

		CC

		1095A Questions		59																0						31		28								59																0																0																0

		A Referral		68																0										28						28																0								40								40																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		169				33		43		40								116												28				28								25								25																0																0

		Checking on Status of Reported Change		812				46		36		39		36		49				206				42		40		53		60		44				239				47		42		26		35		33				183						51				41		39				131						53										53

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		709																0																0																0				128		123		92		101		89				533				81		95										176

		Determination Result		0																0																0																0																0																0

		Disable Account Request		437				37						26						63				39				29								68																0				46		67				48		38				199				53		54										107

		Duplicate 1095-A Request^		32																0																0				32												32																0																0

		Enrollment Notice		59																0										59						59																0																0																0

		Enrollment Status Check		847				90		85		66		76		76				393				66		54		46				73				239				42		47		37		42		47				215																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		How Do I Apply?		3848				193		211		193		202		179				978				208		221		180		178		154				941				176		161		127		114						578				183		236		179		191		183				972				206		173										379

		How Do I Create an Account?		38																0																0																0																0																0

		How Do I Update My Application?		1915				112		96		83		69		83				443				98		80		89		86		78				431				91		80		64		82		84				401				75		85		121		78		84				443				108		89										197

		How To Enroll In a Plan?		1982				118		73		85		64		73				413				77		79		100		79		88				423				100		73		75		78		67				393				99		124		114		100		115				552				107		94										201

		Income Change		1998				45		45		47		51		56				244				61		46		42		51		57				257				65		71		90		112		122				460				198		155		126		123		131				733				142		162										304

		Loss of ESI		491												35				35																0				38		35		33		42		37				185						53		50		45						148				75		48										123

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		MCRE/Counties		3405				188		168		157		125		139				777				141		139		165		151		147				743				154		127		124		128		145				678				166		146		151		158		192				813				213		181										394

		Multiple changes		46																0																0																0																0				46												46

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		896				50		56		60		55		49				270				63		66		36		56		32				253				37		64		40		52		30				223				60				42				48				150																0

		Request to Close Application^		952						39		41		40		23				143				40		35				32		34				141						37				30		37				104				74		107		69		87		79				416				74		74										148

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																																																																0

		Broker

		APTC/CSR Questions		0																																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR Consumer not present		97																0																0																0				23		17		14		13		15				82						15										15

		APTC/CSR Questions		0																																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		144						11		11		12		13				47						10		11		6		10				37						10		15								25						19		16								35																0

		CSR-Determination Result		244				10		10		16		12						48				15		12		8		17		11				63				17				11		10		14				52						17		16		16						49				17		15										32

		CSR-Status of Enrollment		258				23		15		15		19		20				92				9		11		11		10		11				52				19		12		12		25		13				81						14										14						19										19

		CSR-Status of Reported Change		20				10												10				10												10																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		6																0										6						6																0																0																0

		How Do I Apply?		97				8												8																0						9										9				14						17		9				40				19		21										40

		How Do I Update My Application?		107										12						12						9		9								18						18				14		19				51								14				12				26																0

		How To Enroll In a Plan?		235				10		9				11		11				41				10								17				27				13		16		19				22				70				15		21		18		18		12				84				13												13

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		227						9		7				8				24				21		13		8		13		18				73				26				20		24		10				80												8				8				17		25										42

		Loss of Public Program		24																0																0				15						9						24																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		40																0																0																0				23						17						40																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		23																0																0																0				23												23																0

		Status of My SEP Request		22												9				9																0																0																0				13												13

		Status of Submitted AOR Form		9								9								9																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Spearking		16																0						9										9												7				7																0																0

		Close in lieu of Processing Change

		CSR- QHP Status		456				26		22		14		19		9				90				15		18		18		27		22				100				23		21		19		20		22				105				21		20		23		28		17				109				31		21										52

		CSR-Determination Result		468				28		35		28		29		30				150				11		18		28		22		12				91				24		21		18		26		12				101				21		9		15		18		13				76				37		13										50

		CSR-Newborn Status		94						14		11								25												12				12								13		15						28												14				14				15												15

		CSR-Pending Case		113				16						9		12				37				6				9		9						24				8		9										17						14		5		8						27						8										8

		CSR-Public Program Status		1048				59		42		49		43		30				223				39		45		54		54		69				261				62		38		53		56		41				250				39		39		42		48		42				210				44		60										104

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		528				42		28		33		25		34				162				20		24		23		20		19				106				20		20		30		27		12				109				18		16		29		23		27				113				20		18										38

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		8																0																0																0				8												8																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0





		PP

		MCRE		945		 		48		39		33		27		36		 		183		 		30		33		39		44		32		 		178				58		38		33		42		43				214				48		53		39		45		62		 		247		 		57		66								 		123

		Counties		2461		 		142		129		124		98		103		 		596		 		111		106		125		107		115		 		564				96		89		91		86		102				464				118		93		112		113		130		 		566		 		156		115								 		271





		PW button		0																0																0																0																0																0

		PW ony		0																0																0																0																0																0















		Top Call Drivers		Total

		CC				24879

		How Do I Apply?		3848		15.47%

		MCRE/Counties		3405		13.69%

		Income Change		1998		8.03%

		How To Enroll In a Plan?		1982		7.97%

		How Do I Update My Application?		1915		7.70%

		Request to Close Application^		952		3.83%

		Public Program Status		896		3.60%

		Enrollment Status Check		847		3.40%

		Checking on Status of Reported Change		812		3.26%

		COVID-19 SEP		709		2.85%

		Loss of ESI		491		1.97%

		Disable Account Request		437		1.76%

		Caller Hung Up without Speaking		169		0.68%

		A Referral		68		0.27%

		1095A Questions		59		0.24%

		Enrollment Notice		59		0.24%

		Multiple changes		46		0.18%

		How Do I Create an Account?		38		0.15%

		Duplicate 1095-A Request^		32		0.13%



		Broker				3538

		CSR-Status of Enrollment		258		7.29%

		CSR-Determination Result		244		6.90%

		How To Enroll In a Plan?		235		6.64%

		Loss of ESI		227		6.42%

		CSR QHP  Status		144		4.07%

		How Do I Update My Application?		107		3.02%

		COVID-19 SEP		97		2.74%

		How Do I Apply?		97		2.74%

		Password Reset/Account Unlock		40		1.13%

		Loss of Public Program		24		0.68%

		Questions about COVID-19		23		0.65%

		Status of My SEP Request		22		0.62%

		CSR-Status of Reported Change		20		0.57%

		Status of Submitted AOR Form		9		0.25%

		Good Faith		6		0.17%



		ARC				5128

		CSR-Public Program Status		1048		20.44%

		How Do I Apply?		528		10.30%

		CSR-Determination Result		468		9.13%

		CSR- QHP Status		456		8.89%

		CSR-Pending Case		113		2.20%

		CSR-Newborn Status		94		1.83%

		Caller Hung up Without Spearking		16		0.31%

		Prospect/Pending case		8		0.16%







Feb 2020 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week Feb 23

		Calls Received (MNsure)		24251																				1508		1394		1146		1176		1111				6335				1450		1399		1162		1138		1033				6182						1643		1390		1204		1156				5393				1439		1244		1204		1202		1252				6341

		Calls Handled		22237																				1289		1227		1103		1105		1093				5817				1306		1259		1092		1057		847				5560						1469		1220		1055		1106				4851				1382		1163		1136		1143		1186				6009

		Calls Abandoned		734																				116		64		20		22		3				225				51		47		27		16		54				194						61		73		55		18				208				23		27		26		18		14				107

		Abandon % (>5%)(Less Short Aban)		2.64%																				7.50%		4.58%		1.64%		1.86%		0.29%				3.17%				3.49%		3.33%		2.07%		1.42%		0.00%				2.06%						3.69%		5.23%		4.25%		1.51%				3.67%				1.56%		2.05%		2.07%		1.47%		1.08%				1.65%

		Avg Time to Abandon		0:10:17																				0:11:06		0:12:46		0:06:24		0:11:29		0:05:24				0:09:26				0:11:34		0:10:23		0:07:37		0:15:16		na				0:11:13						0:11:15		0:09:39		0:11:50		0:09:12				0:10:29				0:08:18		0:10:12		0:10:27		0:10:37		0:10:37				0:10:02

		Average Wait Time (>5 min)		0:03:29																				0:07:05		0:05:37		0:01:24		0:02:50		0:00:55				0:03:34				0:04:57		0:04:20		0:02:35		0:02:52		0:01:16				0:03:12						0:05:43		0:05:54		0:05:50		0:02:31				0:05:00				0:02:00		0:02:27		0:02:40		0:02:00		0:01:37				0:02:09

		Max Wait Time		0:52:33																				0:21:09		0:21:56		0:20:19		0:34:44		0:22:59				0:34:44				0:25:52		0:27:38		0:29:25		0:27:24		0:07:40				0:29:25						0:36:19		0:35:21		0:52:33		0:31:55				0:52:33				0:11:11		0:22:37		0:33:54		0:18:44		0:12:51				0:33:54

		Service Level (<95% calls under 5 min)		66.03%																				31.70%		46.70%		93.43%		71.50%		89.81%				66.63%				53.34%		55.47%		83.15%		72.03%		72.70%				67.34%						35.61%		36.25%		52.02%		81.53%				51.35%				80.78%		78.63%		72.03%		80.94%		81.62%				78.80%

		Talk Time (Avg)		0:08:59																				0:09:08		0:08:40		0:09:45		0:09:06		0:08:43				0:09:04				0:08:41		0:08:50		0:08:48		0:09:19		0:08:39				0:08:52						0:08:54		0:08:58		0:09:18		0:09:07				0:09:04				0:09:09		0:09:10		0:08:48		0:09:20		0:08:22				0:08:58

		Call Handle Time (Avg)		0:12:48																				0:12:46		0:12:11		0:14:53		0:12:27		0:12:09				0:12:53				0:12:31		0:12:24		0:13:15		0:13:19		0:11:37				0:12:37						0:12:37		0:12:39		0:13:28		0:13:34				0:13:04				0:13:18		0:13:04		0:12:06		0:12:55		0:11:49				0:12:38

		Transfer Out		na																				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.37%																				84.37%		82.83%		83.53%		83.19%		84.46%				83.68%				82.27%		81.38%		84.40%		83.77%		82.93%				82.95%						82.12%		84.28%		82.59%		83.79%				83.20%				82.51%		84.74%		82.79%		83.98%		84.35%				83.68%

		Complaints Received		7																				0		2		0		0		1				3				0		1		0		0		0				1						1		0		1		0				2				0		1		0		0		0				1

		Complaints Resolved		16																				0		2		0		0		1				3				0		2		0		0		0				2						7		2		1		0				10				0		1		0		0		0				1

		Helpline (Transfers from Vendor)		4524																				298		262		147		217		192				1116				293		266		183		199		126				1067						345		303		221		208				1077				254		218		252		261		279				1264

		Short Abandon (under 60 seconds)		269																				22		31		1		17		3				74				21		24		6		14		4				69						21		22		16		6				65				8		7		10		10		26				61

		% of calls answered in under 10 minutes		83.60%																				58.58%		71.38%		94.84%		89.15%		97.00%				82.19%				75.15%		83.12%		87.74%		90.04%		76.79%				82.57%						76.55%		68.84%		76.74%		88.97%				77.78%				95.38%		90.07%		90.15%		91.23%		92.43%				91.85%

		Occupany		83.99%																				89.29%		90.64%		52.11%		88.68%		75.16%				79.18%				88.96%		93.52%		74.60%		84.46%		81.78%				84.66%						92.13%		94.63%		90.17%		75.86%				88.20%				83.45%		84.28%		85.97%		na		82.05%				83.94%

		Max Agents		50.60																				45.03		43.86		47.70		44.53		46.31				47.70				46.90		44.35		41.61		44.26		43.96				46.90						50.60		42.11		32.51		46.81				50.60				47.99		45.58		46.57		41.50		48.19				48.19





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week Feb 23

		Calls Received (MNsure)		3622																				191		208		204		157		146				906				172		187		206		190		178				933						227		176		171		154				728				196		212		173		213		261				1055

		Calls Handled		3465																				181		197		195		151		141				865				166		179		197		177		174				893						220		172		164		151				707				179		205		163		204		249				1000

		Calls Abandoned		152																				10		9		8		6		5				38				5		8		9		12		4				38						7		4		7		3				21				17		7		10		9		12				55

		Abandon % (>5%)(Less Short Aban)		4.08%																				5.24%		4.33%		3.92%		3.82%		3.42%				4.15%				2.91%		4.28%		4.37%		6.32%		2.25%				4.03%						3.08%		2.27%		4.09%		1.95%				2.85%				8.67%		3.30%		5.78%		4.23%		4.60%				5.32%

		Avg Time to Abandon		0:02:47																				0:01:06		0:03:52		0:04:17		0:03:40		0:03:12				0:03:13				0:03:20		0:03:32		0:02:34		0:02:01		0:02:30				0:02:47						0:01:36		0:03:10		0:02:35		0:00:42				0:02:00				0:03:02		0:02:35		0:04:51		0:02:28		0:02:43				0:03:07

		Average Wait Time (>5 min)		0:02:12																				0:02:27		0:02:36		0:01:34		0:02:40		0:02:05				0:02:16				0:03:32		0:01:32		0:03:22		0:02:42		0:01:59				0:02:37						0:00:43		0:00:54		0:02:07		0:01:27				0:01:17				0:03:14		0:02:40		0:03:33		0:01:59		0:01:48				0:02:38

		Max Wait Time		0:26:36																				0:16:02		0:12:33		0:11:14		0:17:17		0:14:34				0:17:17				0:19:59		0:19:11		0:26:36		0:12:12		0:24:42				0:26:36						0:09:21		0:09:37		0:13:50		0:12:18				0:13:50				0:12:42		0:13:18		0:17:40		0:12:14		0:15:54				0:17:40

		Service Level (<95% calls under 5 min)		53.98%																				47.12%		43.75%		53.43%		54.78%		56.85%				51.19%				44.44%		72.19%		34.95%		45.26%		59.55%				51.28%						76.65%		70.45%		47.95%		61.04%				64.02%				38.78%		47.64%		47.98%		53.05%		59.77%				49.44%

		Talk Time (Avg)		0:09:30																				0:08:39		0:09:56		0:09:23		0:09:42		0:08:41				0:09:16				0:09:44		0:10:27		0:10:02		0:09:56		0:09:21				0:09:54						0:08:53		0:08:59		0:10:40		0:09:32				0:09:31				0:09:42		0:09:17		0:10:11		0:08:20		0:09:13				0:09:20

		Call Handle Time (Avg)		0:12:58																				0:12:05		0:13:25		0:12:31		0:13:22		0:11:59				0:12:40				0:12:46		0:14:07		0:13:27		0:13:45		0:12:44				0:13:21						0:12:14		0:11:56		0:14:37		0:13:39				0:13:06				0:13:34		0:13:11		0:13:08		0:11:04		0:12:49				0:12:45

		Max Agents		7.09																				4.86		5.87		5.42		4.48		3.75				5.87				4.74		5.62		5.88		5.40		4.92				5.88						5.98		4.56		5.33		4.58				5.98				5.40		6		4.76		5.01		7.09				7.09





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week Feb 23

		Calls Received (MNsure)		6103																				349		300		341		328		313				1631				292		288		324		319		273				1496						354		317		281		491				1443				320		295		300		325		293				1533

		Calls Handled		5152																				284		221		268		287		268				1328				259		251		287		287		240				1324						256		279		249		436				1220				261		232		249		280		258				1280

		Calls Abandoned		919																				65		79		73		41		45				303				33		37		37		32		33				172						98		38		32		23				191				59		63		51		45		35				253

		Abandon % (>5%)(Less Short Aban)		15.16%																				18.62%		26.33%		21.41%		12.50%		14.38%				18.65%				11.30%		12.85%		11.42%		10.03%		12.09%				11.54%						27.68%		11.99%		11.39%		4.68%				13.94%				18.44%		21.36%		17.00%		13.85%		11.95%				16.52%

		Avg Time to Abandon		0:06:21																				0:07:23		0:07:47		0:07:24		0:04:22		0:05:36				0:06:30				0:05:35		0:03:43		0:05:05		0:05:23		0:04:02				0:04:45						0:08:10		0:06:00		0:05:04		0:08:04				0:06:49				0:09:10		0:10:11		0:06:37		0:05:00		0:05:35				0:07:18

		Average Wait Time (>5 min)		0:09:17																				0:11:56		0:16:42		0:12:57		0:05:24		0:07:30				0:10:53				0:08:13		0:07:44		0:03:45		0:04:56		0:06:55				0:06:18						0:16:38		0:09:28		0:06:44		0:06:42				0:09:53				0:11:54		0:16:03		0:07:45		0:08:12		0:06:26				0:10:04

		Max Wait Time		0:43:16																				0:32:37		0:43:16		0:28:25		0:19:10		0:22:22				0:43:16				0:22:32		0:21:51		0:18:07		0:23:58		0:22:34				0:23:58						0:31:22		0:30:46		0:22:04		0:18:42				0:31:22				0:42:56		0:40:22		0:23:22		0:23:38		0:23:18				0:42:56

		Service Level (<95% calls under 5 min)		17.27%																				7.74%		8.00%		5.57%		20.73%		17.57%				11.92%				19.86%		17.71%		33.02%		32.60%		17.22%				24.08%						5.65%		5.68%		19.22%		42.48%				18.26%				12.19%		4.41%		16.33%		13.85%		27.30%				14.82%

		Talk Time (Avg)		0:05:10																				0:04:48		0:05:06		0:05:15		0:05:21		0:05:21				0:05:10				0:04:49		0:05:13		0:04:49		0:04:50		0:04:42				0:04:52						0:06:07		0:05:31		0:05:16		0:04:57				0:05:27				0:05:40		0:05:26		0:04:55		0:05:02		0:04:55				0:05:11

		Call Handle Time (Avg)		0:07:24																				0:06:46		0:07:05		0:07:19		0:07:34		0:07:49				0:07:18				0:06:59		0:07:34		0:07:10		0:07:01		0:07:07				0:07:10						0:08:09		0:07:38		0:07:54		0:06:52				0:07:38				0:07:59		0:07:51		0:07:09		0:07:23		0:07:12				0:07:30

		Max Agents		4.83																				4.27		3.48		4.36		4.83		4.65				4.83				4.02		4.23		4.57		4.48		3.79				4.57						4.63		4.73		4.37		4.07				4.73				4.63		4		3.96		4.59		4.13				4.63





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week Feb 23

		Calls Received		4612																				298		262		147		217		192				1116				293		266		183		199		214				1155						345		303		221		208				1077				254		218		252		261		279				1264

		Calls Handled		4184																				294		256		134		205		183				1072				271		238		149		186		190				1035						310		252		170		185				916				240		188		225		242		265				1161

		Calls Abandoned		237																				1		6		6		6		5				24				9		14		17		7		15				62						16		29		31		10				85				10		17		18		10		9				65

		Abandon %		5.38%																				0.39%		2.15%		4.21%		2.81%		2.42%				2.40%				3.19%		5.41%		9.03%		3.47%		7.09%				5.64%						4.76%		9.49%		13.83%		4.68%				8.19%				4.06%		7.79%		7.31%		3.92%		3.40%				5.30%

		Avg Time to Abandon		0:06:27																				0:03:18		0:06:16		0:06:24		0:07:53		0:05:24				0:05:51				0:05:20		0:06:28		0:06:43		0:07:41		0:07:40				0:06:46						0:05:53		0:05:48		0:09:33		0:08:04				0:07:19				0:05:08		0:07:24		0:08:21		0:04:05		0:04:19				0:05:51

		Average Wait Time (>5 min)		0:05:31																				0:01:16		0:01:37		0:03:35		0:01:40		0:03:41				0:02:21				0:04:51		0:06:44		0:09:33		0:03:56		0:08:00				0:06:36						0:06:16		0:08:37		0:13:08		0:06:42				0:08:40				0:03:07		0:06:12		0:06:34		0:03:25		0:02:52				0:04:26

		Max Wait Time		0:52:33																				0:16:40		0:00:00		0:20:19		0:34:44		0:22:59				0:34:44				0:25:52		0:27:38		0:29:25		0:27:24		0:41:23				0:41:23						0:36:19		0:35:21		0:52:33		0:31:55				0:52:33				0:11:11		0:22:37		0:33:54		0:18:44		0:12:51				0:33:54

		Service Level (<95% calls under 5 min)		40.77%																				80.47%		67.94%		40.17%		76.08%		40.12%				60.96%				58.21%		35.23%		19.49%		59.18%		26.85%				39.79%						29.14%		15.81%		25.00%		42.48%				28.11%				35.57%		23.97%		31.91%		38.33%		41.38%				34.23%

		Talk Time (Avg)		0:12:50																				0:12:33		0:13:08		0:12:10		0:13:49		0:14:57				0:13:19				0:13:17		0:12:47		0:12:22		0:12:29		0:15:06				0:13:12						0:12:49		0:12:54		0:12:57		0:11:42				0:12:35				0:11:54		0:11:31		0:11:56		0:13:57		0:11:55				0:12:14

		Call Handle Time (Avg)		0:22:18																				0:21:33		0:22:35		0:21:09		0:22:46		0:24:41				0:22:32				0:22:54		0:22:11		0:22:32		0:21:28		0:25:29				0:22:54						0:22:10		0:21:57		0:22:58		0:21:29				0:22:08				0:21:19		0:20:43		0:20:31		0:23:56		0:21:32				0:21:36

		Percent. calls transferred by vendor		18.97%																				4:44:33		4:30:38		3:04:42		4:25:42		4:08:51				4:10:53				4:50:58		4:33:47		3:46:46		4:11:48		4:58:18				4:28:20						5:02:22		5:13:53		4:24:19		4:19:06				4:44:55				4:14:10		4:12:20		5:01:23		5:12:40		5:20:53				20.02%

		Max Agents		22.78																				20.78		17.67		22.54		15.25		14.42				22.54				20.13		17.56		17.88		15.35		19.13				20.13						22.78		17.76		15.65		17.62				22.78				22.02		12:15:24		14.87		18.46		18.33				22.02





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week Feb 23

		Busy		0																				0		0		0		0		0				0				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		4																				0		0		0		0		0				0				0		0		1		0		2				3						0		0		0		0				0				0		0		0		1		0				1

		Connected		564																				8		1		36		9		14				68				14		49		69		25		31				188						26		58		74		49				207				10		40		26		17		8				101

		Error		1																				0		0		0		1		0				1				0		0		0		0		0				0						0		0		0		0				0				0		0		0		0		0				0

		Invalid Number		83																				0		0		11		0		0				11				1		5		10		5		5				26						9		12		3		15				39				0		0		4		3		0				7

		No Answer		29																				0		0		0		1		0				1				0		2		10		0		4				16						0		4		4		1				9				1		1		0		1		0				3

		No Response		73																				0		2		4		1		2				9				1		6		20		2		1				30						8		7		6		3				24				0		0		6		4		0				10

		Total Requests		754																				8		3		51		12		16				90				16		62		110		32		43				263						43		81		87		68				279				11		41		36		26		8				122

		% Connected 		76.67%																				100%		33%		71%		75%		88%				73%				88%		79%		63%		78%		72%				76%						60%		72%		85%		72%				72%				91%		98%		72%		65%		100%				85.22%





		Top Call Drivers		Total		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week Feb 2		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week Feb 9		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week Feb 16		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week Feb 23

		CC

		1095A Questions		0																0																0																0																0																0

		A Referral		88																0								28				24				52				36												36																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		Caller Hung Up without Speaking		411																0				48		32		31		31						142				45		45		38				35				163						41										41								33				32				65

		Checking on Status of Reported Change		188																0																0																0						41				31						72						35		46		35						116

		Determination Result		0																0																0																0																0																0

		Disable Account Request		438																0						30				33						63				34		39		31		32						136						51				40						91				39		36		35		38						148

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		200																0																0				122												122										78						78																0

		Enrollment Status Check		1809																0				151		133		66		104		96				550						121		89		107		79				396						148		124				109				381				131		92		77		95		87				482

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		137																0				36								23				59																0												39				39				39												39

		How Do I Apply?		3459																0				206		202		171		208		189				976				192		192		148		160		148				840						205		175		190		189				759				208		200		174		151		151				884

		How Do I Create an Account?		38																0																0																0																0																0

		How Do I Update My Application?		1960																0				122		104		114		88		100				528				123		95		101		74		96				489						121		114		90		96				421				116		97		96		119		94				522

		How To Enroll In a Plan?		1982																0				98		104		105		92		84				483				114		97		107		113		101				532						115		87		84		72				358				123		132		112		128		114				609

		Income Change		1438																0				54		57		41		50		46				248				77		61		52		41		42				273						70		56		466		35				627				77		54		49		55		55				290

		Loss of ESI		315																0																0								41		41		51				133								46		31		30				107						41				34						75

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		193																0								33								33												30				30								36				26				62										37		31				68

		MCRE/Counties		2943																0				166		177		156		154		138				791				181		180				154		121				636						218		176		137		161				692				208		157		155		166		138				824

		Multiple changes		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		1008																0				85		56		43		51		51				286				70		50		62		49		53				284						57		67		45		49				218				63		41		54				62				220

		Request to Close Application^		325																0				37		38				46		29				150						34				32						66								41								41				37								31				68

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0

		Broker

		APTC/CSR Questions		0																																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		241																0				13		18		12		13		9				65				8				19								27						25		17		17		16				75				16		16		23		19						74

		CSR-Determination Result		241																0				19		16		18		15		11				79				19		16		17		15						67																0				19		16		16		26		18				95

		CSR-Status of Enrollment		334																0				18		18		21		16		18				91				22		22		16		15		23				98						26		14		18		15				73				27				24				21				72

		CSR-Status of Reported Change		9																0										9						9																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		How Do I Apply?		53																0				11								11				22								16								16												15				15																0

		How Do I Update My Application?		54																0						15										15				11								11				22								17								17																0

		How To Enroll In a Plan?		191																0				12				21				13				46						13		17		13		16				59						17										17				16						24		29				69

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		195																0																0						21										21						14		19		19		18				70						28		21		26		29				104

		Loss of Public Program		231																0						16		15		8						39						15				14		15				44								13		9		18				40				12		23		13		33		27				108

		Loss/Gain of MEC^		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		84																0																0				17						12		11				40						19				9						28						16										16

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		422																0				22		8		14		25		21				90				14		27		17		25		24				107						20		34		23		29				106				15		23		32		29		20				119

		CSR-Determination Result		475																0				28		24		36		32		25				145				23		18		24		19		28				112						24		12		33		27				96				25		29		22		22		24				122

		CSR-Newborn Status		68																0						6		20								26				7												7										10		12				22				13												13

		CSR-Pending Case		131																0				9								20				29						13		10				12				35						16		12								28						15				14		10				39

		CSR-Public Program Status		949																0				45		30		60		47		48				230				57		39		48		63		49				256						67		53		45		46				211				63		53		50		48		38				252

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		491																0				20		26		20		26		23				115				29		31		28		30		26				144						18		35		37		22				112				24		23		29		32		12				120

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		9																0																0																0																0								9								9

		Request to Close Application^		7																0																0										7						7																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		PP

		MCRE		765		 												 		0		 		46		45		44		36		42		 		213				44				37		40		36				157				 		59		50		31		40		 		180		 		56		37		37		49		36		 		215

		Counties		2152		 												 		0		 		120		132		112		118		96		 		578				138				116		114		85				453				 		159		126		106		121		 		512		 		152		120		118		117		102		 		609





		PW button		0																0																0																0																0																0

		PW ony		0																0																0																0																0																0











		Top Call Drivers		Total

		CC				24251																22337

		How Do I Apply?		3459		14.26%																15.49%

		MCRE/Counties		2943		12.14%																13.18%

		How To Enroll In a Plan?		1982		8.17%																8.87%

		How Do I Update My Application?		1960		8.08%																8.77%

		Enrollment Status Check		1809		7.46%																8.10%

		Income Change		1438		5.93%																6.44%

		Public Program Status		1008		4.16%																4.51%

		Disable Account Request		438		1.81%																1.96%

		Caller Hung Up without Speaking		411		1.69%																1.84%

		Request to Close Application^		325		1.34%																1.45%

		Loss of ESI		315		1.30%																1.41%

		Enrollment Notice		200		0.82%																0.90%

		Loss of Public Program		193		0.80%																0.86%

		Checking on Status of Reported Change		188		0.78%																0.84%

		Gain of ESI/MEC		137		0.56%																0.61%

		A Referral		88		0.36%																0.39%

		How Do I Create an Account?		38		0.16%																0.17%



		Broker				3622																3465

		CSR-Status of Enrollment		334		9.22%																9.64%

		CSR QHP  Status		241		6.65%																6.96%

		CSR-Determination Result		241		6.65%																6.96%

		Loss of Public Program		231		6.38%																6.67%

		Loss of ESI		195		5.38%																5.63%

		How To Enroll In a Plan?		191		5.27%																5.51%

		Status of My SEP Request		84		2.32%																2.42%

		How Do I Update My Application?		54		1.49%																1.56%

		How Do I Apply?		53		1.46%																1.53%

		CSR-Status of Reported Change		9		0.25%																0.26%



		ARC				6103																5152

		CSR-Public Program Status		949		15.55%																18.42%

		How Do I Apply?		491		8.05%																9.53%

		CSR-Determination Result		475		7.78%																9.22%

		CSR- QHP Status		422		6.91%																8.19%

		CSR-Pending Case		131		2.15%																2.54%

		CSR-Newborn Status		68		1.11%																1.32%

		Prospect/Pending case		9		0.15%																0.17%

		Request to Close Application^		7		0.11%																0.14%





































































































Jan 2020

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received (MNsure)		33721										2017		1731				3748				2118		1720		1654		1478		1420				8390				1602		1527		1501		1366		1193				7189						2042		1735		1601		1424				6802				1634		1555		1524		1437		1442		0		7592

		Calls Handled		30058										1734		1553				3287				1782		1567		1555		1408		1381				7692				1523		1456		1439		1338		1160				6916						1713		1301		1258		1358				5629				1386		1360		1188		1252		1347		0		6534

		Calls Abandoned		1592										134		78				212				150		56		27		21		16				270				73		18		12		9		19				131						154		300		0		18				472				120		71		195		85		36		0		507

		Abandon % (>5%)(Less Short Aban)		5.29%										6.64%		4.51%				5.57%				7.06%		3.24%		1.65%		1.43%		1.13%				2.90%				4.53%		1.20%		0.81%		0.62%		1.46%				1.73%						7.56%		17.02%		13.00%		1.18%				9.69%				7.30%		4.56%		12.75%		5.91%		2.39%		0.00%		6.58%

		Avg Time to Abandon		0:10:52										0:10:39		0:11:30				0:11:04				0:10:50		0:10:37		0:11:43		0:10:50		0:08:30				0:10:30				0:10:09		0:11:28		0:15:16		0:05:14		0:09:23				0:10:18						0:11:09		0:12:31		0:12:20		0:09:22				0:11:20				0:10:45		0:12:22		0:10:54		0:10:20		0:11:30		0:00:00		0:11:10

		Average Wait Time (>5 min)		0:05:44										0:07:08		0:05:12				0:06:10				0:08:12		0:04:11		0:02:36		0:02:32		0:01:47				0:03:51				0:04:42		0:01:55		0:01:51		0:01:21		0:02:28				0:02:27						0:08:01		0:14:18		0:12:37		0:02:16				0:09:18				0:07:41		0:06:10		0:09:51		0:06:27		0:04:12		0:00:00		0:06:52

		Max Wait Time		0:58:18										0:23:25		0:25:33				0:25:33				0:34:46		0:25:09		0:24:36		0:18:37		0:20:02				0:34:46				0:35:54		0:10:08		0:20:47		0:28:34		0:31:36				0:35:54						0:42:13		0:58:18		0:51:32		0:29:12				0:58:18				0:34:38		0:32:18		0:27:15		0:27:41		0:34:41		0:00:00		0:34:41

		Service Level (<95% calls under 5 min)		50.25%										32.23%		46.04%				39.13%				12.54%		58.10%		76.72%		75.57%		85.69%				61.73%				90.85%		81.19%		82.87%		92.94%		83.71%				86.31%						19.93%		9.98%		10.48%		81.08%				30.37%				28.29%		37.44%		16.67%		29.55%		56.71%		0.00%		33.73%

		Talk Time (Avg)		0:08:57										0:07:26		0:07:42				0:07:34				0:08:16		0:09:33		0:09:54		0:09:51		0:09:48				0:09:28				0:09:40		0:09:33		0:10:10		0:09:38		0:09:32				0:09:43						0:08:18		0:09:01		0:09:06		0:09:09				0:08:53				0:09:10		0:08:55		0:09:10		0:09:15		0:09:10		0:00:00		0:09:08

		Call Handle Time (Avg)		0:12:14										0:09:27		0:09:56				0:09:42				0:11:13		0:13:18		0:13:51		0:13:55		0:13:40				0:13:12				0:13:30		0:13:24		0:13:59		0:13:28		0:13:11				0:13:30						0:11:33		0:12:17		0:12:33		0:12:45				0:12:17				0:12:20		0:12:14		0:12:42		0:12:43		0:12:34		0:00:00		0:12:31

		Transfer Out		na										na		na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		0		na				na				na		na		na		na		na		0		na

		First Call Resolution %		79.98%										77.81%		78.89%				78.35%				77.49%		80.05%		80.98%		77.88%		79.34%				79.15%				82.47%		83.49%		80.65%		82.25%		81.53%				82.08%						80.32%		77.53%		78.09%		NA				78.65%				78.72%		80.51%		83.58%		82.94%		82.59%		0.00%		81.67%

		Complaints Received		18										0		0				0				1		1		0		1		1				4				0		1		3		0		0				4						1		0		0		0				1				5		0		1		1		2		0		9

		Complaints Resolved		17										0		0				0				1		1		0		1		1				4				0		1		3		0		0				4						1		0		0		0				1				5		0		1		0		2		0		8

		Helpline (Transfers from Vendor)		6635										575		481				1056				502		243		243		247		229				1464				269		227		185		210		204				1095						392		374		326		307				1399				335		319		320		307		340		0		1621

		Short Abandon (under 60 seconds)		435										42		25				67				39		31		20		18		7				115				0		18		12		7		5				42						43		30		17		14				104				33		19		21		19		15		0		107

		% of calls answered in under 10 minutes		70.79%										64.60%		74.41%				69.50%				47.48%		81.01%		90.34%		92.04%		94.79%				81.13%				92.26%		95.33%		94.71%		95.97%		89.20%				93.49%						57.73%		16.76%		42.12%		90.77%				51.85%				50.45%		66.25%		34.10%		62.36%		76.73%		0.00%		57.98%

		Occupany		89.21%										96.19%		90.27%				93.23%				96.74%		89.36%		88.84%		83.67%		76.08%				86.94%				91.18%		84.91%		85.88%		77.83%		68.69%				81.70%						96.23%		96.59%		95.95%		79.81%				92.15%				94.53%		94.18%		95.23%		89.83%		86.40%		0.00%		92.03%

		Max Agents		58.07										38.44		38.44				38.44				58.07		51.07		57.76		52.67		54.37				58.07				51.64		52.38		52.77		49.17		52.54				52.77						52.73		43.49		42.00		50.98				52.73				47.55		47.24		43.58		49.16		50.51		0.00		50.51





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received (MNsure)		4822										209		213				422				222		238		208		202		217				1087				227		227		215		205		179				1053						312		244		222		190				968				203		265		236		276		312				1292

		Calls Handled		4512										191		206				397				206		226		199		193		209				1033				215		202		206		188		166				977						266		219		217		182				884				193		252		227		267		282				1221

		Calls Abandoned		298										17		7				24				16		12		9		9		8				54				11		25		9		17		13				75						44		25		0		8				77				10		12		9		8		29				68

		Abandon % (>5%)(Less Short Aban)		6.09%										8.13%		3.29%				5.71%				7.21%		5.04%		4.33%		4.46%		3.69%				4.95%				4.85%		11.01%		4.19%		8.29%		7.26%				7.12%						14.10%		10.25%		1.80%		4.21%				7.59%				4.93%		4.53%		3.81%		2.90%		9.29%				5.09%

		Avg Time to Abandon		0:04:15										0:07:42		0:02:29				0:05:05				0:01:46		0:03:41		0:03:13		0:01:49		0:05:58				0:03:17				0:04:17		0:04:36		0:03:05		0:05:31		0:04:13				0:04:20						0:08:46		0:04:52		0:01:21		0:03:11				0:04:32				0:06:08		0:03:00		0:04:01		0:02:32		0:04:19				0:04:00

		Average Wait Time (>5 min)		0:04:27										0:05:13		0:05:07				0:05:10				0:03:33		0:02:33		0:02:27		0:04:13		0:05:06				0:03:34				0:03:38		0:07:28		0:02:54		0:03:48		0:03:46				0:04:18						0:10:34		0:09:30		0:01:14		0:02:38				0:05:59				0:02:49		0:02:02		0:02:19		0:01:01		0:08:11				0:03:16

		Max Wait Time		0:39:35										0:31:04		0:19:46				0:31:04				0:17:08		0:15:05		0:14:21		0:17:45		0:25:52				0:25:52				0:18:01		0:27:08		0:16:15		0:17:23		0:17:45				0:27:08						0:32:43		0:27:28		0:15:06		0:12:54				0:32:43				0:24:55		0:14:18		0:14:11		0:09:16		0:39:35				0:39:35

		Service Level (<95% calls under 5 min)		38.97%										42.31%		28.64%				35.48%				45.05%		42.86%		45.19%		35.15%		33.18%				40.29%				42.92%		14.54%		41.86%		35.12%		45.25%				35.94%						12.26%		14.75%		67.57%		49.47%				36.01%				51.23%		48.68%		44.49%		67.64%		23.72%				47.15%

		Talk Time (Avg)		0:09:56										0:09:22		0:10:08				0:09:45				0:09:48		0:09:42		0:10:03		0:10:07		0:10:00				0:09:56				0:09:52		0:10:41		0:09:37		0:10:26		0:10:11				0:10:09						0:10:51		0:10:58		0:10:07		0:10:37				0:10:38				0:09:56		0:08:40		0:09:48		0:08:06		0:09:43				0:09:14

		Call Handle Time (Avg)		0:13:41										0:13:16		0:14:29				0:13:52				0:13:45		0:13:17		0:13:23		0:14:08		0:13:38				0:13:38				0:13:48		0:14:31		0:13:17		0:14:44		0:13:53				0:14:02						0:14:38		0:14:15		0:13:39		0:14:50				0:14:20				0:13:54		0:11:55		0:12:55		0:11:20		0:12:50				0:12:34

		Max Agents		8.65										5.66		6.63				6.63				6.29		6.67		5.89		6.06		6.33				6.67				6.60		6.52		6.08		6.15		5.12				6.60						8.65		6.93		7.00		6.00				8.65				5.96		7		6.52		6.73		8.04				8.04





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received (MNsure)		6983										356		303				659				373		382		362		385		302				1804				349		328		302		354		241				1574						338		351		397		317				1403				293		318		293		323		316				1543

		Calls Handled		5946										291		255				546				273		308		325		309		287				1502				282		305		273		291		223				1374						284		298		334		295				1211				274		253		250		259		277				1313

		Calls Abandoned		963										65		47				112				100		74		35		75		14				298				65		22		29		63		16				195						54		53		0		22				129				19		65		43		64		38				229

		Abandon % (>5%)(Less Short Aban)		14.58%										18.26%		15.51%				16.89%				26.81%		19.37%		9.67%		19.48%		4.64%				15.99%				18.62%		6.71%		9.60%		17.80%		6.64%				11.87%						15.98%		15.10%		15.87%		6.94%				13.47%				6.48%		20.44%		14.68%		19.81%		12.03%				14.69%

		Avg Time to Abandon		0:05:13										0:05:04		0:06:25				0:05:44				0:09:29		0:06:50		0:02:57		0:05:31		0:03:04				0:05:34				0:06:10		0:02:39		0:04:50		0:08:02		0:02:05				0:04:45						0:06:37		0:04:33		0:04:34		0:03:35				0:04:49				0:02:30		0:07:00		0:05:00		0:05:47		0:05:56				0:05:14

		Average Wait Time (>5 min)		0:07:57										0:09:36		0:09:35				0:09:35				0:16:23		0:10:23		0:05:07		0:09:05		0:01:25				0:08:28				0:11:57		0:02:33		0:06:31		0:08:09		0:01:46				0:06:11						0:12:00		0:06:00		0:08:45		0:02:35				0:07:20				0:02:24		0:13:12		0:08:22		0:10:48		0:06:11				0:08:11

		Max Wait Time		0:45:50										0:21:03		0:23:47				0:23:47				0:45:50		0:40:54		0:16:59		0:26:55		0:11:01				0:45:50				0:27:03		0:14:48		0:22:21		0:34:18		0:11:03				0:34:18						0:33:40		0:18:37		0:21:27		0:12:29				0:33:40				0:13:46		0:23:54		0:24:18		0:24:03		0:29:30				0:29:30

		Service Level (<95% calls under 5 min)		20.29%										10.39%		14.52%				12.46%				7.24%		9.16%		14.36%		10.91%		60.60%				20.45%				12.64%		32.93%		22.19%		28.25%		51.87%				29.58%						10.36%		19.66%		14.86%		38.17%				20.76%				38.57%		6.29%		12.29%		9.91%		24.05%				18.22%

		Talk Time (Avg)		0:05:17										0:05:38		0:05:19				0:05:28				0:05:41		0:05:22		0:04:44		0:05:27		0:05:06				0:05:16				0:05:33		0:04:52		0:05:06		0:05:33		0:05:04				0:05:13						0:05:24		0:05:12		0:05:36		0:04:36				0:05:12				0:04:56		0:05:59		0:05:19		0:05:18		0:04:43				0:05:15

		Call Handle Time (Avg)		0:07:28										0:08:06		0:07:34				0:07:50				0:08:13		0:07:35		0:07:04		0:08:06		0:07:16				0:07:38				0:07:26		0:06:39		0:07:04		0:07:47		0:06:47				0:07:08						0:07:29		0:07:31		0:07:46		0:07:00				0:07:26				0:07:09		0:08:19		0:07:04		0:07:14		0:06:35				0:07:16

		Max Agents		6.00										5.24		4.29				5.24				4.99		5.19		5.11		5.56		4.63				5.56				4.66		4.51		4.29		5.03		3.36				5.03						4.73		4.98		6.00		4.59		0.00		6.00				4.35		5		3.92		4.16		4.05				4.67





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Calls Received		6635										575		481				1056				502		243		243		247		229				1464				269		227		185		210		204				1095						392		374		326		307				1399				335		319		320		307		340				1621

		Calls Handled		6062										534		448				982				467		237		234		240		220				1399				248		223		182		202		184				1039						355		335		272		273				1236				309		283		262		271		282				1406

		Calls Abandoned		356										38		25				63				28		5		7		7		8				55				17		4		3		6		17				47						32		34		0		17				83				12		16		27		19		34				108

		Abandon %		5.86%										6.61%		5.20%				5.91%				5.59%		1.99%		2.83%		2.80%		3.43%				3.33%				6.36%		1.61%		1.54%		3.02%		8.41%				4.19%						8.12%		9.09%		14.16%		5.64%				9.25%				3.56%		5.06%		8.48%		6.22%		9.91%				6.65%

		Avg Time to Abandon		0:06:44										0:04:10		0:07:46				0:05:58				0:07:02		0:05:27		0:05:45		0:06:11		0:05:20				0:05:57				0:06:15		0:05:14		0:06:40		0:05:14		0:09:23				0:06:33						0:06:33		0:09:22		0:11:21		0:06:09				0:08:21				0:06:33		0:06:30		0:05:56		0:04:58		0:10:31				0:06:53

		Average Wait Time (>5 min)		0:06:29										0:05:23		0:05:30				0:05:26				0:08:34		0:03:25		0:02:33		0:03:07		0:04:05				0:04:20				0:04:39		0:01:04		0:01:51		0:03:32		0:11:12				0:04:27						0:08:14		0:10:58		0:19:03		0:05:35				0:10:57				0:02:49		0:06:30		0:09:01		0:06:38		0:11:26				0:07:16

		Max Wait Time		0:58:18										0:35:42		0:32:58				0:35:42				0:34:46		0:25:09		0:24:36		0:18:37		0:20:02				0:34:46				0:35:54		0:10:08		0:20:47		0:28:34		0:31:36				0:35:54						0:42:13		0:58:18		0:51:32		0:29:12				0:58:18				0:34:38		0:32:18		0:27:15		0:27:41		0:34:41				0:34:41

		Service Level (<95% calls under 5 min)		42.16%										52.10%		56.87%				54.49%				24.34%		47.17%		65.38%		51.58%		35.80%				44.85%				54.93%		65.89%		76.45%		49.60%		16.59%				52.69%						31.87%		22.46%		6.88%		33.52%				23.68%				69.33%		31.54%		27.83%		30.57%		16.10%				35.07%

		Talk Time (Avg)		0:13:26										0:14:06		0:14:22				0:14:14				0:13:22		0:13:16		0:13:20		0:13:25		0:13:31				0:13:22				0:13:38		0:12:56		0:13:38		0:13:17		0:13:14				0:13:20						0:11:36		0:12:32		0:13:47		0:13:08				0:12:45				0:13:29		0:13:06		0:12:52		0:13:29		0:14:36				0:13:30

		Call Handle Time (Avg)		0:22:44										0:23:26		0:25:35				0:24:30				0:22:18		0:22:22		0:22:22		0:22:41		0:22:12				0:22:23				0:23:06		0:22:14		0:22:25		0:22:17		0:22:18				0:22:28						0:20:11		0:21:09		0:23:00		0:22:20				0:21:40				0:21:54		0:22:11		0:21:44		0:22:36		0:24:48				0:22:38

		Percent. calls transferred by vendor		20.53%										6:50:30		6:40:08				28.15%				5:41:18		3:23:26		3:31:33		4:00:38		3:52:13				4:05:50				4:01:47		3:34:04		2:57:28		3:41:22		4:06:14				3:40:11						4:36:26		5:10:24		NA		5:10:26				4:59:05				4:55:13		4:55:24		5:02:21		5:07:38		5:39:31				21.39%

		Max Agents		29.65										24.81		21.96				24.81				29.65		25.71		25.37		24.04		23.38				29.65				26.40		23.50		21.91		20.62		17.32				26.40						25.54		22.86		21.00		21.90				25.54				22.86		17:19:44		19.51		19.63		20.28				22.86





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sat		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		Busy		0										0		0				0				0		0		0		0		0				0				0		0		0		0		0										0		0		0		0				0				0		0		0		0		0				0

		Caller canceled		9										0		0				0				3		1		0		0		0				4				0		0		0		2		1										0		0		3		1				4				0		0		0		0		1				1

		Connected		979										59		38				97				116		27		38		13		14				208				7		6		17		36		71										112		107		161		53				433				25		38		78		44		56				241

		Error		3										0		0				0				1		0		0		0		0				1				0		0		0		0		0										1		0		1		0				2				0		0		0		0		0				0

		Invalid Number		58										0		0				0				0		0		0		0		0				0				0		0		0		0		0										1		0		0		23				24				0		10		14		6		4				34

		No Answer		71										1		0				1				5		6		1		1		1				14				0		0		0		2		1										8		8		12		6				34				1		3		8		6		4				22

		No Response		112										7		3				10				17		4		2		1		0				24				10		0		0		2		17										18		6		23		8				55				0		6		6		2		9				23

		Total Requests		1232										67		41				108				142		38		41		15		15				251				17		6		17		42		90										140		121		200		91				552				26		57		106		58		74				321

		% Connected 		82.45%										88%		93%				90.37%				82%		71%		93%		87%		93%				85%				41%		100%		100%		86%		79%										80%		88%		81%		58%				77%				96%		67%		74%		76%		76%				77.56%





		Top Call Drivers		Total		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week Dec 29		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week Jan 5		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week Jan 12		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		Week Jan 19		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week Jan 26

		CC

		1095A Questions		0																0																0																0																0																0

		A Referral		104												38				38																0								32								32																0						34										34

		Address Change/Correction		0																0																0																0																0																0

		APTC		31																0																0										31						31																0																0

		Caller Hung Up without Speaking		831										33		49		39		121				54		78		53		30						215				34		49		43		44		40				210						59		37				38				134				35		33		51		32						151

		Checking on Status of Reported Change		42																0																0																0								42								42																0

		Determination Result		0																0																0																0																0																0

		Disable Account Request		65																0												28				28																0																0				37												37

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		298																0																0																0																0				154								144				298

		Enrollment Status Check		3597										206		281		245		732				275		193		192		218		181				1059				188		185		189		154		140				856						230		147				173				550						133		133		134						400

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		280										36		40				76																0												32				32						43		35				31				109										30		33				63

		How Do I Apply?		3714										115		207		168		490				186		178		244		212		196				1016				157		165		175		193		161				851						175		155				170				500				179		191		164		149		174				857

		How Do I Create an Account?		38																0																0																0																0																0

		How Do I Update My Application?		2510										100		178		138		416				186		132		145		121		115				699				131		132		117		101		88				569						137		88				92				317				92		118		94		97		108				509

		How To Enroll In a Plan?		2900										138		164		168		470				160		160		129		136		128				713				134		163		123		125		88				633						162		109				131				402				157		151		101		134		139				682

		Income Change		1451										39		70		59		168				101		70		73		84		78				406				64		64		76		59		46				309						84		75				82				241				71		66		56		65		69				327

		Loss of ESI		46																0																0																0																0								46								46

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		75																0																0				32												32																0												43				43

		MCRE/Counties		4020										185		244		244		673				243		223		221		178		196				1061				273		197		208		173		136				987						186		149				160				495				191		158		140		158		157				804

		Multiple changes		33																0										33						33																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		398										37		42		35		114				34		36		31		52		31				184				36		33				31						100																0																0

		Notice V19		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		51																0																0																0																0				51												51

		Public Program Status		765														39		39				37		54		54				44				189						34		50		49		36				169						54		54				42				150						51		41		56		70				218

		Request to Close Application^		684										33				50		83				43		35		36		38		44				196				40		44		47				35				166						44						41				85				41				33		38		42				154

		System Issues-Advised Consumer to Call Back Later		47																0																0																0																0						47										47

																				0

		Broker

		APTC/CSR Questions		0																																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR QHP  Status		128																0				12		14		16				20				62								24								24						20		22								42																0

		CSR-Determination Result		427										27		19		23		69						18		25		18		20				81				17		21		21		17		28				104						18		21				15				54				14		25		23		23		34				119

		CSR-Status of Enrollment		542										55		22		25		102				32		39		26		27		29				153				36		30		23		25		20				134						40		14				13				67				15		25				25		21				86

		CSR-Status of Reported Change		45																0				13												13										8		8				16																0				16												16

		CSR-Status of SEP		100																0								14								14																0												22				22				12				17		16		19				64

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		13												13				13																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		14																0								14								14																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		0																0																0																0																0																0

		General Certification Questions		0																0																0																0																0																0

		How Do I Apply?		71										18				11		29												15				15				16												16												11				11																0

		How Do I Update My Application?		43														14		14										14						14						15										15																0																0

		How To Enroll In a Plan?		296										34		11				45				15		16		19								50				14		20		14		15						63						16						16				32				18		24		17		22		25				106

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		41																0																0																0																0						20		21								41

		Loss of Public Program		324										24						24						13				11		23				47				22		14		13		15		13				77						26		17								43						29		31		33		40				133

		Loss/Gain of MEC^		0																0																0																0																0																0

		No Questionnaire^		13																0										13						13																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		25												13		12		25																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		13																0																0												13				13																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		496										19		30		28		77				22		26		26		18		22				114				38		26		24		21		24				133						19		20				28				67				18		17		22		20		28				105

		CSR-Determination Result		623										20		25		22		67				43		35		32		35		23				168				42		32		34		25		19				152						49		30				26				105				37		24		22		28		20				131

		CSR-Newborn Status		74												10				10																0						10						12				22												13				13								15		14						29

		CSR-Pending Case		163										12						12				13		12				22		13				60				13				8								21						23		19								42				10		9						9				28

		CSR-Public Program Status		1173										39		68		43		150				72		64		58		77		54				325				59		60		64		48		49				280						63		42				48				153				53		32		67		61		52				265

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		How Do I Apply?		648										22		36		28		86				21		43		32		35		30				161				46		38		35		37		17				173						18		37				29				84				34		31		32		26		21				144

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		20																0																0										20						20																0																0

		Request to Close Application^		20														8		8								12								12																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		PP																71

		MCRE		1253										72		79		158		309		 		74		68		65		54		72				333				69		57		51		48		39				264						57		40				40				137				54		39		32		44		41				210

		Counties		2681										113		165				278		 		169		155		156		124		124				728				204		140		157		125		97				723						129		109				120				358				137		119		108		114		116				594





		PW button		0																0																0																0																0																0

		PW ony		0																0																0																0																0																0







		Top Call Drivers		Total

		CC										30558

		MCRE/Counties		4020								13.16%

		How Do I Apply?		3714								12.15%

		Enrollment Status Check		3597								11.77%

		How To Enroll In a Plan?		2900								9.49%

		How Do I Update My Application?		2510								8.21%

		Income Change		1451								4.75%

		Caller Hung Up without Speaking		831								2.72%

		Public Program Status		765								2.50%

		Request to Close Application^		684								2.24%

		No Questionnaire		398								1.30%

		Enrollment Notice		298

		Gain of ESI/MEC		280

		A Referral		104

		Loss of Public Program		75

		Disable Account Request		65

		PO box initiave Ph 2		51

		System Issues-Advised Consumer to Call Back Later		47

		Loss of ESI		46

		Checking on Status of Reported Change		42

		How Do I Create an Account?		38

		Multiple changes		33

		APTC		31

		1095A Questions		0

		Address Change/Correction		0

		Determination Result		0

		Duplicate 1095-A Request^		0

		Full Term		0

		Loss of ESI/MEC		0

		No IC		0

		Notice V19		0

		PARN Notice		0

		Passive Enrollment Question		0

		Password Reset/Account Unlock		0

		PO box initiave Ph 1		0



		Broker										4512

		CSR-Status of Enrollment		542								12.01%

		CSR-Determination Result		427								9.46%

		Loss of Public Program		324								7.18%

		How To Enroll In a Plan?		296								6.56%

		CSR QHP  Status		128								2.84%

		CSR-Status of SEP		100								2%

		How Do I Apply?		71								2%

		CSR-Status of Reported Change		45								1%

		How Do I Update My Application?		43								1%

		Loss of ESI		41								1%

		Over 30 days		25

		Error by MNsure		14

		Directed to GI Status		13

		No Questionnaire^		13

		Status of My SEP Request		13

		Caller Hung up without speaking		0

		CSR Public Program renewal		0

		CSR-Status of Verifications		0

		Directed to Complete Caspio Form		0

		Enrollment Status Check		0

		Full Term		0

		Gain of ESI/MEC		0

		General Certification Questions		0

		Loss of COBRA		0

		Loss/Gain of MEC^		0

		Online Application Issues		0

		Paper Application		0

		Paper form via FileNet		0

		Password Reset/Account Unlock		0

		PO box initiave Ph 1		0

		PO box initiave Ph 2		0

		Status of Submitted AOR Form		0

		System Issues-Advised Consumer to Call Back Later		0



		ARC										5946

		CSR-Public Program Status		1173								19.73%

		How Do I Apply?		648								10.90%

		CSR-Determination Result		623								10.48%

		CSR- QHP Status		496								8.34%

		CSR-Pending Case		163								2.74%

		CSR-Newborn Status		74								1%

		Prospect/Pending case		20								0%

		Request to Close Application^		20								0%

		Assister Policy Question		0								0%

		CSR-Status of Enrollment		0								0%

		CSR-Status of reported Change		0

		Directed to Complete Caspio Form		0

		Loss of ESI		0

		Online Application Issues		0

		Password Reset/Account Unlock		0

		System Issues-Advised Consumer to Call Back Later		0





Nov 2019  

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received (MNsure)		33095												2369		302		2671				2420		1944		1718		1731		1407		148		9368				1309		1741		1716		1670		1475		146		8057				1956		1706		1523		1532		1468		141		8326				1695		1456		1338		0		0		184		4673

		Calls Handled		32569												2112		301		2413				2315		1901		1698		1731		1407		148		9200				1309		1729		1710		1621		1455		146		7970				1955		1704		1523		1532		1468		138		8320				1695		1455		1338		0		0		178		4666

		Calls Abandoned		38												12		0		12				7		2		1		0		0		0		10				0		0		0		15		1		0		16				0		0		0		0		0		0		0				0		0		0		0		0		0		0

		Abandon % (>5%)(Less Short Aban)		0.10%												0.55%		0.00%		0.28%				0.29%		0.10%		0.06%		0.00%		0.00%		0.00%		0.08%				0.00%		0.00%		0.00%		0.90%		0.07%		0.00%		0.16%				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

		Avg Time to Abandon		0:06:34												0:16:01		0:00:00		0:08:00				0:31:13		0:31:08		0:45:44		0:00:00		0:00:00		0:00:00		0:18:00				0:00:00		0:00:00		0:00:00		0:11:59		0:29:19		0:00:00		0:06:53				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00

		Average Wait Time (>5 min)		0:00:26												0:01:16		0:00:03		0:00:40				0:01:56		0:00:48		0:00:40		0:00:02		0:00:00		0:00:01		0:00:35				0:00:01		0:00:15		0:00:14		0:01:17		0:00:44		0:00:12		0:00:27				0:00:01		0:00:05		0:00:00		0:00:01		0:00:00		0:01:03		0:00:12				0:00:01		0:00:01		0:00:00		0:00:00		0:00:00		0:01:14		0:00:19

		Max Wait Time		0:15:40												0:09:50		0:04:35		0:09:50				0:10:24		0:08:33		0:06:39		0:01:29		0:00:08		0:01:08		0:10:24				0:03:19		0:05:52		0:04:41		0:15:40		0:08:24		0:05:07		0:15:40				0:02:44		0:03:01		0:00:48		0:02:57		0:00:19		0:07:38		0:07:38				0:01:41		0:00:56		0:00:40		0:00:00		0:00:00		0:08:08		0:08:08

		Service Level (<95% calls under 5 min)		96.64%												86.38%		99.67%		93.02%				87.52%		95.94%		96.68%		100.00%		100.00%		100.00%		96.69%				100.00%		99.02%		99.65%		86.41%		97.22%		99.32%		96.94%				99.95%		99.88%		100.00%		100.00%		100.00%		89.36%		98.20%				100.00%		99.93%		100.00%		0.00%		0.00%		93.48%		98.35%

		Talk Time (Avg)		0:07:49												0:07:27		0:08:29		0:07:58				0:07:07		0:07:21		0:07:29		0:07:37		0:07:48		0:06:57		0:07:23				0:07:24		0:07:54		0:07:37		0:07:37		0:08:00		0:08:49		0:07:53				0:07:45		0:07:48		0:07:57		0:08:03		0:07:48		0:08:30		0:07:58				0:07:52		0:07:42		0:08:04		0:00:00		0:00:00		0:07:58		0:07:54

		Call Handle Time (Avg)		0:09:49												0:09:32		0:10:45		0:10:09				0:08:53		0:09:24		0:09:29		0:09:36		0:09:50		0:08:41		0:09:19				0:09:20		0:10:04		0:09:44		0:09:45		0:10:00		0:10:20		0:09:52				0:09:46		0:09:46		0:10:06		0:09:55		0:09:44		0:10:40		0:09:59				0:09:52		0:09:38		0:09:59		0:00:00		0:00:00		0:09:31		0:09:45

		Transfer Out		na												na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		0		0		na		na

		First Call Resolution %		83.90%												81.62%		79.95%		80.78%				82.77%		82.55%		83.00%		83.49%		82.48%		85.00%		83.22%				82.98%		83.37%		82.95%		84.69%		84.41%		80.75%		83.19%				85.10%		84.91%		83.60%		84.92%		83.29%		88.84%		85.11%				85.15%		86.63%		82.92%		0.00%		0.00%		94.19%		87.22%

		Complaints Received		25												3		1		4				0		0		1		1		0		0		2				0		2		5		1		3		0		11				1		0		0		3		3		0		7				1		0		0		0		0		0		1

		Complaints Resolved		24												1		1		2				0		0		0		1		0		0		1				0		1		5		0		4		0		10				0		2		0		3		3		0		8				3		0		0		0		0		0		3

		Helpline (Transfers from Vendor)		11516												899		102		1001				838		725		643		660		520		56		3442				458		570		538		517		442		44		2569				684		591		555		514		537		41		2922				570		499		513		0		0		0		1582

		Short Abandon (under 60 seconds)		113												19		0		19				32		24		6		0		0		0		62				0		1		4		10		10		0		25				0		1		0		0		0		1		2				0		1		0		0		0		4		5

		% of calls answered in under 10 minutes		98.87%												96.88%		99.67%		98.27%				95.54%		97.79%		98.84%		100.00%		100.00%		100.00%		98.69%				100.00%		99.31%		99.65%		93.89%		98.64%		100.00%		98.58%				99.95%		99.88%		100.00%		100.00%		100.00%		97.87%		99.62%				100.00%		99.93%		100.00%		0.00%		0.00%		96.74%		99.17%

		Occupany		60.22%												79.47%		41.31%		60.39%				0.94%		0.91%		0.80%		0.62%		59.59%		410.36%		78.87%				62.35%		74.75%		67.91%		65.06%		74.47%		54.53%		66.51%				65.08%		70.66%		60.22%		50.88%		0.46%		0.49%		41.30%				52.60%		50.15%		47.81%		0.00%		0.00%		65.63%		54.05%

		Max Agents		100.45												93.91		25.05		93.91				80.47		74.61		71.25		88.50		83.02		8.56		88.50				96.39		93.00		100.45		83.55		83.64		9.74		100.45				87.91		81.05		81.74		76.64		84.20		6.75		87.91				84.28		76.57		80.50		0.00		0.00		7.55		84.28





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received (MNsure)		5592												230		24		254				275		300		260		273		232		12		1352				268		329		277		302		253		37		1466				308		305		307		308		317		37		1582				329		312		297		0		0		0		938

		Calls Handled		5154												221		22		243				267		271		249		268		221		12		1288				253		296		244		288		228		35		1344				296		297		287		286		290		37		1493				287		280		219		0		0		0		786

		Calls Abandoned		417												7		0		7				8		29		11		5		10		0		63				14		32		33		13		24		2		118				10		8		20		17		26		0		81				38		32		78		0		0		0		148

		Abandon % (>5%)(Less Short Aban)		6.68%												3.04%		0.00%		1.52%				2.91%		9.67%		4.23%		1.83%		4.31%		0.00%		3.83%				5.22%		9.73%		11.91%		4.30%		9.49%		5.41%		7.68%				3.25%		2.62%		6.51%		5.52%		8.20%		0.00%		4.35%				11.55%		10.26%		26.26%		0.00%		0.00%		0.00%		16.02%

		Avg Time to Abandon		0:04:00												0:03:12		0:00:00		0:01:36				0:05:04		0:05:17		0:02:36		0:03:09		0:03:06		0:00:00		0:03:12				0:05:19		0:03:40		0:04:47		0:04:14		0:04:09		0:02:06		0:04:02				0:02:52		0:02:01		0:03:57		0:05:39		0:04:07		0:00:00		0:03:06				0:05:24		0:05:59		0:12:51		0:00:00		0:00:00		0:00:00		0:08:04

		Average Wait Time (>5 min)		0:03:10												0:01:10		0:00:13		0:00:41				0:01:15		0:04:50		0:01:16		0:00:27		0:01:06		0:00:01		0:01:29				0:01:49		0:04:17		0:02:29		0:02:33		0:04:17		0:01:13		0:02:46				0:01:18		0:00:48		0:02:09		0:03:01		0:04:08		0:00:55		0:02:03				0:05:39		0:04:13		0:16:43		0:00:00		0:00:00		0:00:00		0:08:51

		Max Wait Time		0:46:27												0:11:56		0:02:37		0:11:56				0:14:49		0:31:46		0:10:26		0:06:51		0:12:26		0:00:02		0:31:46				0:16:14		0:18:24		0:17:03		0:17:29		0:19:32		0:06:09		0:19:32				0:16:59		0:09:11		0:14:03		0:14:11		0:18:02		0:06:02		0:18:02				0:25:17		0:24:03		0:46:27		0:00:00		0:00:00		0:00:00		0:46:27

		Service Level (<95% calls under 5 min)		55.64%												71.30%		90.91%		81.11%				63.64%		33.00%		58.08%		82.05%		71.43%		100.00%		68.03%				60.45%		26.83%		50.18%		46.69%		36.90%		67.57%		48.10%				66.78%		75.74%		54.07%		40.66%		34.49%		72.97%		57.45%				23.01%		40.71%		6.73%		0.00%		0.00%		0.00%		23.48%

		Talk Time (Avg)		0:09:43												0:09:14		0:08:23		0:08:48				0:09:40		0:10:15		0:08:47		0:08:46		0:08:58		0:15:22		0:10:18				0:09:04		0:09:01		0:08:37		0:08:36		0:09:34		0:12:24		0:09:32				0:08:40		0:08:39		0:09:54		0:09:32		0:09:58		0:12:40		0:09:53				0:09:44		0:09:43		0:10:39		0:00:00		0:00:00		0:00:00		0:10:02

		Call Handle Time (Avg)		0:13:34												0:13:02		0:11:37		0:12:19				0:13:52		0:14:01		0:12:46		0:12:06		0:12:41		0:20:43		0:14:21				0:12:54		0:12:42		0:12:07		0:12:44		0:13:51		0:16:08		0:13:24				0:12:31		0:12:04		0:13:52		0:12:58		0:14:06		0:17:09		0:13:46				0:13:59		0:13:42		0:14:16		0:00:00		0:00:00		0:00:00		0:13:59

		Max Agents		9.09												6.40		0.62		6.40				8.24		8.44		7.06		7.13		6.23		0.55		8.44				7.25		8.36		6.57		8.15		7.01		1.25		8.36				8.25		7.96		8.85		8.27		9.09		1.41		9.09				8.92		9		6.94		0.00		0.00		0.00		8.92





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received (MNsure)		6106												281		35		316				334		305		336		355		257		9		1596				289		282		292		337		263		12		1475				361		387		322		386		339		34		1829				372		312		206		0		0		0		890

		Calls Handled		5510												251		35		286				291		264		314		312		240		9		1430				274		275		283		315		253		12		1412				323		295		281		330		297		34		1560				334		287		201		0		0		0		822

		Calls Abandoned		590												30		0		30				43		41		22		42		16		0		164				15		7		9		21		10		0		62				38		92		41		55		41		0		267				38		25		4		0		0		0		67

		Abandon % (>5%)(Less Short Aban)		7.25%												10.68%		0.00%		5.34%				12.87%		13.44%		6.55%		11.83%		6.23%		0.00%		8.49%				5.19%		2.48%		3.08%		6.23%		3.80%		0.00%		3.46%				10.53%		23.77%		12.73%		14.25%		12.09%		0.00%		12.23%				10.22%		8.01%		1.94%		0.00%		0.00%		0.00%		6.72%

		Avg Time to Abandon		0:02:36												0:03:47		0:00:00		0:01:53				0:04:44		0:09:00		0:02:05		0:02:28		0:01:57		0:00:00		0:03:22				0:03:11		0:03:20		0:01:35		0:03:02		0:01:08		0:00:00		0:02:02				0:03:18		0:05:13		0:04:24		0:04:46		0:04:17		0:00:00		0:03:39				0:03:04		0:02:04		0:01:02		0:00:00		0:00:00		0:00:00		0:02:03

		Average Wait Time (>5 min)		0:02:40												0:02:37		0:00:12		0:01:24				0:03:43		0:05:23		0:02:40		0:03:19		0:02:48		0:00:02		0:02:59				0:01:55		0:01:22		0:00:54		0:02:08		0:01:05		0:00:01		0:01:14				0:03:26		0:09:25		0:05:20		0:05:42		0:05:23		0:00:01		0:04:52				0:04:30		0:03:29		0:00:31		0:00:00		0:00:00		0:00:00		0:02:50

		Max Wait Time		0:24:07												0:16:24		0:04:06		0:16:24				0:17:20		0:23:40		0:11:39		0:15:53		0:13:08		0:00:09		0:23:40				0:13:44		0:13:41		0:06:00		0:11:16		0:07:08		0:00:02		0:13:44				0:12:09		0:24:07		0:18:23		0:20:06		0:20:02		0:00:02		0:24:07				0:21:25		0:15:42		0:06:34		0:00:00		0:00:00		0:00:00		0:21:25

		Service Level (<95% calls under 5 min)		53.47%												48.40%		91.43%		69.92%				37.72%		39.34%		39.29%		22.54%		52.92%		100.00%		48.64%				57.09%		60.99%		64.04%		46.88%		65.78%		100.00%		65.80%				33.24%		8.01%		25.47%		27.20%		29.79%		100.00%		37.29%				23.12%		33.01%		81.07%		0.00%		0.00%		0.00%		45.73%

		Talk Time (Avg)		0:05:20												0:05:06		0:05:28		0:05:17				0:05:57		0:05:53		0:04:46		0:05:21		0:05:39		0:05:37		0:05:32				0:05:04		0:05:23		0:04:58		0:04:49		0:05:04		0:05:33		0:05:08				0:05:11		0:05:22		0:05:09		0:05:38		0:05:04		0:06:07		0:05:25				0:05:16		0:05:14		0:05:23		0:00:00		0:00:00		0:00:00		0:05:17

		Call Handle Time (Avg)		0:07:52												0:07:35		0:07:54		0:07:44				0:08:42		0:08:31		0:07:06		0:07:52		0:08:23		0:08:48		0:08:13				0:07:25		0:07:52		0:07:11		0:07:18		0:07:41		0:09:48		0:07:52				0:07:35		0:07:33		0:07:39		0:08:05		0:07:32		0:08:15		0:07:46				0:07:57		0:07:31		0:07:41		0:00:00		0:00:00		0:00:00		0:07:43

		Max Agents		5.92												4.23		0.62		4.23				5.63		5.00		4.96		5.45		4.47		0.18		5.63				4.52		4.81		4.51		5.11		4.32		0.26		5.11				5.45		4.95		4.78		5.92		4.97		0.62		5.92				5.90		5		3.43		0.00		0.00		0.00		5.90





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Calls Received		11516												899		102		1001				838		725		643		660		520		56		3442				458		570		538		517		442		44		2569				684		591		555		514		537		41		2922				570		499		513		0		0		0		1582

		Calls Handled		10835												876		102		978				787		605		575		525		509		56		3057				457		549		528		502		431		43		2510				665		560		523		494		526		41		2809				559		463		459		0		0		0		1481

		Calls Abandoned		545												18		0		18				40		101		59		97		7		0		304				1		14		10		9		10		1		45				16		24		28		17		11		0		96				9		30		43		0		0		0		82

		Abandon %		3.65%												2.00%		0.00%		1.00%				4.77%		13.93%		9.18%		14.70%		1.35%		0.00%		7.32%				0.22%		2.46%		1.86%		1.74%		2.26%		2.27%		1.80%				2.34%		4.06%		5.05%		3.31%		2.05%		0.00%		2.80%				1.58%		6.01%		8.38%		0.00%		0.00%		0.00%		5.32%

		Avg Time to Abandon		0:04:33												0:02:51		0:00:00		0:01:25				0:06:31		0:09:32		0:07:54		0:09:16		0:13:58		0:00:00		0:07:51				0:03:48		0:03:39		0:03:12		0:02:20		0:06:06		0:00:39		0:03:17				0:05:58		0:04:12		0:03:53		0:03:54		0:03:02		0:00:00		0:03:29				0:07:46		0:05:00		0:07:24		0:00:00		0:00:00		0:00:00		0:06:43

		Average Wait Time (>5 min)		0:04:34												0:02:06		0:00:17		0:01:11				0:07:10		0:18:46		0:17:04		0:21:12		0:01:32		0:00:02		0:10:57				0:00:18		0:02:01		0:00:57		0:02:14		0:01:25		0:00:16		0:01:11				0:03:24		0:05:33		0:05:23		0:03:24		0:02:22		0:00:02		0:03:21				0:01:14		0:05:45		0:11:25		0:00:00		0:00:00		0:00:00		0:06:08

		Max Wait Time		1:21:38												0:13:48		0:04:44		0:13:48				0:38:31		0:39:59		0:34:09		0:41:10		1:21:38		0:01:06		1:21:38				0:07:19		0:16:13		0:11:34		0:19:19		0:25:47		0:04:16		0:25:47				0:19:54		0:43:15		0:27:24		0:21:54		0:15:47		0:00:08		0:43:15				0:22:58		0:21:19		0:38:29		0:00:00		0:00:00		0:00:00		0:38:29

		Service Level (<95% calls under 5 min)		55.70%												59.26%		90.20%		74.73%				39.40%		3.25%		5.19%		4.76%		61.24%		98.21%		35.34%				88.86%		54.43%		74.54%		53.38%		76.70%		88.64%		72.76%				51.47%		45.66%		22.14%		42.41%		49.53%		100.00%		51.87%				80.00%		30.16%		21.23%		0.00%		0.00%		0.00%		43.80%

		Talk Time (Avg)		0:16:44												0:16:52		0:17:06		0:16:59				0:16:29		0:15:51		0:15:15		0:16:58		0:17:01		0:16:37		0:16:21				0:14:53		0:16:42		0:17:14		0:17:56		0:17:03		0:19:23		0:17:11				0:16:31		0:16:32		0:17:08		0:16:44		0:16:30		0:15:40		0:16:30				0:16:43		0:15:57		0:17:13		0:00:00		0:00:00		0:00:00		0:16:37

		Call Handle Time (Avg)		0:28:20												0:29:32		0:29:30		0:29:31				0:28:22		0:29:41		0:26:12		0:28:08		0:29:29		0:26:20		0:28:02				0:24:58		0:29:52		0:28:59		0:30:06		0:29:30		0:30:36		0:29:00				0:27:26		0:27:19		0:28:25		0:28:01		0:27:48		0:25:39		0:27:26				0:27:28		0:26:57		0:28:39		0:00:00		0:00:00		0:00:00		0:27:41

		Percent. calls transferred by vendor		35.17%												9:53:50		8:06:21		37.51%				8:18:38		8:57:02		8:58:57		9:09:02		8:52:11		9:04:51		8:53:27				8:23:50		7:51:27		7:31:28		7:25:47		7:11:30		7:13:58		7:36:20				8:23:33		8:18:51		8:44:45		8:03:07		8:46:45		6:58:43		8:12:37				8:04:14		8:13:30		9:12:06		0:00:00		0:00:00		0:00:00		35.41%

		Max Agents		49.99												49.99		6.24		49.99				42.43		29.29		32.54		31.78		23.51		3.28		42.43				24.67		25.77		23.88		33.63		28.23		2.92		33.63				40.58		34.16		33.00		30.74		32.48		8.18		40.58				34.10		21:30:50		29.28		0.00		0.00		0.00		34.10

																0.3794850148		0.3377483444						0.3462809917		0.3729423868		0.3742724098		0.3812824957		0.3695806681		0.3783783784						0.3498854087		0.3273980471		0.3135198135		0.3095808383		0.2996610169		0.301369863



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		Busy		0												0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0

		Caller canceled		4												0		0		0				0		0		2		0		0		0		2				0		0		0		0		0		0		0				0		1		0		0		0		0		1				0		0		1		0		0		0		1

		Connected		1406												85		509		594				96		87		189		152		6		0		530				0		4		2		6		3		0		15				4		55		39		22		10		0		130				0		45		92		0		0		0		137

		Error		3												0		1		1				0		0		0		0		0		0		0				0		0		0		0		0		0		0				0		1		1		0		0		0		2				0		0		0		0		0		0		0

		Invalid Number		16												0		4		4				0		4		1		6		0		0		11				0		0		0		0		0		0		0				0		1		0		0		0		0		1				0		0		0		0		0		0		0

		No Answer		84												6		34		40				6		4		6		18		0		0		34				0		0		0		0		2		0		2				0		1		1		0		0		0		2				0		0		6		0		0		0		6

		No Response		154												7		52		59				3		11		4		38		0		0		56				0		0		0		0		0		0		0				0		13		4		1		1		0		19				0		4		16		0		0		0		20

		Total Requests		1667												98		600		698				105		106		202		214		6		0		633				0		4		2		6		5		0		17				4		72		45		23		11		0		155				0		49		115		0		0		0		164

		% Connected 		68.84%												87%		71%		78.98%				91%		82%		94%		71%		100%		0%		73%				0%		100%		100%		100%		60%		0%		60%				100%		76%		87%		96%		91%		0%		75%				0%		92%		80%		0%		0%		0%		57.28%





		Top Call Drivers		Total		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week Oct 27		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week Nov 3		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week Nov 10		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week Nov 17		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week Nov 24

		CC

		1095A Questions		0																0																0																0																0																0

		A Referral		929												76		8		84				63		48		63				47				221				36		50		57		57		40				240				68		47		56		61		47				279				65				40						6		111

		Address Change/Correction		8														8		8																0																0																0																0

		APTC		0																0														8		8																0																0																0

		Caller Hung Up without Speaking		384												62				62				94		56										150						51						35				86						49										49				37												37

		Checking on Status of Reported Change		65																0								65								65																0																0																0

		Disable Account Request		13																0																0												13		3		16																0																0

		Determination Result		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Status Check		1993												81		14		95				107		99		85				70		8		369				87		90		140		112		103		6		538				151		135		116		142		119		30		693				135		97		110						16		358

		Full Term		0																0																0																0																0																0

		How Do I Apply?		4743												283		56		339				365		258		258				248		24		1153				195		297		288		260		251		23		1314				310		257		248		236		217		28		1296				277		232		207						25		741

		How do I create an account		131																0												39				39																0										43						43				49										11		60

		How Do I Update My Application?		3229												168		20		188				182		188		175				124		12		681				170		178		161		170		142		23		844				259		221		171		179		162		18		1010				221		193		145						38		597

		How To Enroll In a Plan?		3025												216		35		251				185		161		142				112		19		619				114		134		171		141		134		17		711				184		146		151		157		161		24		823				212		317		152						27		708

		Income Change		2188												188		25		213				207		151		156				110		10		634				111		124		122		114		79		7		557				150		106		102		99		104		4		565				85		81		74								240

		Gain of ESI/MEC		394																0																0								38		47		39		10		134				45		49		38						5		137				42		46		50								138

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0														18		18																0																0																0

		MCRE/Counties		3443												181		21		202				193		193		195				171				752				122		236		206		208		190		14		976				252		234		203		166		153		7		1015				202		180		137						9		528

		Multiple changes		0																0																0														5		5																0																0

		Notice V19		0																0																0																0																0																0

		NTR		391																0																0																0																0						235		156								391

		PARN Notice		0																0																0														1		1																0																0

		Passive Enrollment Question		0																0														4		4																0																0																0

		Password Reset/Account Unlock		629												75		7		82				87		72		56				39		7		261				47		62		53		48				7		217												37		5		42						46								2		48

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending case		`																0														5		5																0																0																0

		Public Program Status		194																0																0																0				50				43		48		53		4		198																0

		Request to Close Application^		954												94		13		107				60		72		63				52				247				39		47		51		58		38		7		240				58		59		42		52		56		7		274						55		45								100

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Total		0																0																0																0																0																0



		Broker

		APTC/CSR Questions		0																0														3		3																0																0																0

		Caller Hung up without speaking		2														2		2																0																0																0																0

		CSR-Determination Result		529														3		3				26		27		23				40		4		120				36		43		29		21		29		11		169				33		26		33		43		27				162				25		35		30								90

		CSR-QHP Status		75																0																0								15								15						18				22				9		49				20												20

		CSR-Status of Enrollment		416												26		2		28				34		28		23				20				105				24		29		21		23		13		4		114				27				33		20		19		6		105				33		24		17								74

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		12																0				12												12																0																0																0

		General Certification Questions		12												12				12																0																0																0																0

		How Do I Apply?		387												11		4		15						29		19				11				59				24		29		20		27		17		4		121				27		28		17		21		28		8		129				26		26		23								75

		How Do I Update My Application?		261												17				17				28		16		19				10				73				18		20				23						61				27		22		18				19		6		92						24										24

		How To Enroll In a Plan?		452												24		3		27				25		24		30				25				104				21		37		16		25		29		5		133				21		23		21		24		39				128				20		26		19								65

		Loss of ESI		0																0																0																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of Public Program		18																0																0																0																0								18								18

		Loss/Gain of MEC^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0														3		3																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		ARC

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		CSR- QHP Status		434												14		2		16				23		23		22				23		1		92				28		27		16		19		24				114				22		11		23		51		32				139				30		25		19								74

		CSR-Determination Result		360												16				16				26		11		21				9		1		68				22		25		25		18		16				106				27		20		20		31		14		3		115				25		18		16								59

		CSR-Newborn Status		33														2		2						9										9								8				14				22																0																0

		CSR - Paper Application		21																0																0				9												9																0				12												12

		CSR-Pending Case		126																0				14										1		15						12				13						25				13		13		17		13		9		2		67						12		10								22

		CSR-Public Program Status		967												36				36				40		53		65				33				191				71		34		64		42		50		2		263				71		68		42		63		64		2		310				66		57		48								171

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		How Do I Apply?		613												35		5		40				44		37		43				34		1		159				22		36		30		39		29		2		158				36		39		29		39		26		6		175				35		44		11								90

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Prospect/Pending case		11														2		2								9								9														1		1																0																0

		Request to Close Application^		21												11		2		13												8		1		9														1		1																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0



		PP

		MCRE		1102												62		8		70		 		64		63		64		60		50		3		304				30		65		69		58		53		3		278				81		58		53		65		52		2		311				60		42		45								147

		Counties		2529												119		13		132		 		129		130		131		128		121		15		654				92		171		137		150		137		11		698				171		176		150		101		101		5		704				142		138		92								372





		PW button		0																0																0																0																0																0

		PW ony		0																0																0																0																0																0











































		Top Call Drivers		Total

		CC

		How Do I Apply?		3349

		MCRE/Counties		2416

		How Do I Update My Application?		2181

		How To Enroll In a Plan?		1892

		Income Change		1650

		Enrollment Status Check		1280

		Request to Close Application^		711

		A Referral		660

		Password Reset/Account Unlock		553

		Caller Hung Up without Speaking		347

		Gain of ESI/MEC		228

		Checking on Status of Reported Change		65

		Public Program Status		50

		How do I create an account		39

		Disable Account Request		16

		Address Change/Correction		8

		Multiple changes		5



		Broker

		CSR-Determination Result		347

		How To Enroll In a Plan?		308

		CSR-Status of Enrollment		274

		How Do I Apply?		250

		How Do I Update My Application?		200

		CSR-QHP Status		33

		Gain of ESI/MEC		12

		General Certification Questions		12

		Caller Hung up without speaking		2



		ARC

		CSR-Public Program Status		629

		How Do I Apply?		431

		CSR- QHP Status		254

		CSR-Determination Result		236

		CSR-Pending Case		65

		CSR-Newborn Status		33

		Request to Close Application^		22

		Prospect/Pending case		12

		CSR - Paper Application		9





May 2021

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week May 2		9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week May 9		16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week May 16		23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week May 23		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		31-Jan

		Calls Received (MNsure)		18679				1277		1129		1124		1402		1199				6131				1411		983		805		669		711				4579				1056		861		818		818		667		0		4220				874		761		680		697		737				3749

		Calls Handled		13750				781		802		797		939		869				4188				973		757		690		532		553				3505				765		667		625		625		505		0		3186				639		619		552		518		543				2871

		Calls Abandoned		2372				268		163		166		236		165				998				222		111		43		63		78				517				142		88		87		87		73		0		477				116		42		55		85		81				380

		Abandon % (>5%)(Less Short Aban)		11.98%				21.01%		14.41%		14.80%		16.86%		13.74%				16.16%				15.76%		11.32%		5.30%		9.45%		10.93%				10.55%				13.41%		10.18%		10.66%		10.66%		10.94%		0.00%		11.17%				13.31%		5.54%		8.08%		12.24%		10.98%				10.03%

		Avg Time to Abandon		0:13:07				0:18:54		0:14:26		0:15:28		0:14:29		0:11:17				0:14:54				0:14:47		0:13:01		0:07:17		0:11:22		0:11:43				0:11:38				0:14:40		0:12:02		0:13:35		0:13:35		0:14:04		0:00:00		0:13:35				0:13:41		0:09:02		0:12:51		0:11:46		0:14:22				0:12:20

		Average Wait Time (>5 min)		0:14:36				0:27:24		0:18:01		0:20:06		0:20:51		0:17:26				0:20:45				0:22:39		0:14:06		0:05:14		0:09:22		0:10:54				0:12:27				0:15:33		0:12:09		0:13:42		0:13:42		0:12:28		0:00:00		0:13:30				0:13:42		0:05:59		0:08:22		0:13:49		0:16:49				0:11:44

		Max Wait Time		1:23:24				1:23:24		1:11:08		1:17:14		1:15:24		1:04:22				1:23:24				1:16:33		0:55:08		0:27:42		0:49:19		0:44:31				1:16:33				1:01:08		0:46:04		0:51:03		0:51:03		0:52:09		0:00:00		1:01:08				1:11:06		0:39:59		0:42:35		0:45:29		0:51:37				1:11:06

		Service Level (<95% calls under 5 min)		71.48%				69.46%		72.52%		71.84%		63.52%		65.48%				68.56%				55.77%		73.26%		75.93%		78.13%		73.20%				71.26%				66.95%		70.58%		75.24%		75.24%		76.11%		0.00%		72.82%				75.09%		74.20%		74.54%		74.54%		67.93%				73.26%

		Talk Time (Avg)		0:09:35				0:09:39		0:09:22		0:09:00		0:10:06		0:09:15				0:09:28				0:10:14		0:08:53		0:08:43		0:10:16		0:09:07				0:09:26				0:10:12		0:10:22		0:09:25		0:09:25		0:09:16		0:00:00		0:09:44				0:09:48		0:09:11		0:09:27		0:10:16		0:09:57				0:09:43

		Call Handle Time (Avg)		0:16:05				0:16:07		0:15:27		0:15:07		0:15:58		0:15:09				0:15:33				0:17:15		0:15:05		0:14:58		0:16:58		0:15:29				0:15:57				0:16:57		0:17:28		0:15:46		0:15:46		0:15:55		0:00:00		0:16:22				0:16:32		0:15:43		0:16:05		0:17:08		0:16:51				0:16:27

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na		0		na				na		na		na		na		na				na

		First Call Resolution %		82.33%				87.60%		88.18%		88.63%		85.42%		89.18%				87.80%				86.50%		89.32%		85.89%		87.43%		85.58%				86.94%				0.00%		82.95%		82.57%		82.57%		83.22%		0.00%		66.26%				87.10%		86.73%		91.78%		89.27%		86.60%				88.30%

		Complaints Received		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		Complaints Resolved		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		Helpline (Transfers from Vendor)		450				27		20		18		29		22				116				36		32		14		14		14				110				17		23		34		34		23		0		131				27		24		18		12		12				93

		Short Abandon (under 60 seconds)		151				11		6		13		14		16				60				24		6		7		1		1				39				4		5		9		9		4		0		31				5		5		5		4		2				21

		% of calls answered in under 10 minutes		46.40%				28.17%		37.67%		38.92%		29.18%		36.93%				34.17%				27.24%		43.47%		80.54%		57.18%		55.13%				52.71%				43.00%		48.46%		38.25%		38.25%		50.51%		0.00%		43.70%				53.18%		71.37%		67.53%		38.83%		44.21%				55.03%

		Occupany		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na		0.00%		na				na		na		na		na		na				na

		Max Agents		53.73				45.89		38.61		37.50		49.16		40.21				49.16				53.73		32.88		26.62		25.15		24.41				53.73				39.78		33.01		28.30		28.30		23.54		0.00		39.78				31.76		26.34		24.26		26.38		27.57				31.76





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week May 2		9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week May 9		16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week May 16		23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week May 23		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		31-Jan

		Calls Received (MNsure)		2803				156		165		158		170		140				789				150		158		148		90		105				651				142		146		142		142		98		0		670				148		124		128		168		125				693

		Calls Handled		2745				151		160		158		163		137				769				147		155		142		89		104				637				142		144		141		141		98		0		666				142		123		124		162		122				673

		Calls Abandoned		51				4		5		0		7		3				19				3		3		4		1		1				12				0		1		1		1		0		0		3				5		1		2		6		3				17

		Abandon % (>5%)(Less Short Aban)		1.72%				2.56%		3.03%		0.00%		4.12%		2.14%				2.37%				2.00%		1.90%		2.70%		1.11%		0.95%				1.73%				0.00%		0.68%		0.70%		0.70%		0.00%		0.00%		0.42%				3.38%		0.81%		1.56%		3.57%		2.40%				2.34%

		Avg Time to Abandon		0:02:00				0:02:05		0:01:59		0:00:00		0:05:50		0:02:52				0:02:33				0:02:39		0:01:27		0:02:23		0:00:41		0:05:11				0:02:28				0:00:00		0:01:04		0:00:48		0:00:48		0:00:00		0:00:00		0:00:32				0:02:25		0:00:44		0:02:20		0:03:39		0:03:13				0:02:28

		Average Wait Time (>5 min)		0:00:47				0:01:10		0:01:00		0:00:07		0:01:15		0:01:14				0:00:57				0:00:50		0:00:11		0:00:30		0:00:05		0:00:43				0:00:27				0:00:21		0:00:24		0:00:48		0:00:48		0:00:07		0:00:00		0:00:29				0:02:08		0:01:39		0:00:33		0:01:17		0:00:36				0:01:14

		Max Wait Time		0:15:36				0:10:34		0:09:57		0:05:42		0:15:36		0:08:28				0:15:36				0:08:05		0:05:52		0:05:18		0:04:14		0:10:04				0:10:04				0:05:19		0:07:21		0:11:37		0:11:37		0:03:36		0:00:00		0:11:37				0:11:40		0:10:17		0:07:01		0:13:05		0:08:09				0:13:05

		Service Level (<95% calls under 5 min)		78.21%				66.67%		72.12%		95.57%		72.35%		66.43%				74.63%				75.33%		91.77%		77.55%		97.78%		80.00%				84.49%				85.92%		86.21%		80.99%		80.99%		94.90%		0.00%		85.80%				52.70%		62.90%		80.31%		66.07%		77.60%				67.92%

		Talk Time (Avg)		0:07:14				0:07:15		0:06:58		0:06:24		0:07:00		0:06:06				0:06:44				0:06:24		0:06:40		0:06:52		0:06:48		0:08:47				0:07:06				0:08:19		0:06:33		0:08:10		0:08:10		0:08:01		0:00:00		0:07:50				0:07:30		0:06:51		0:08:00		0:07:05		0:07:00				0:07:17

		Call Handle Time (Avg)		0:10:38				0:10:41		0:10:12		0:09:35		0:10:10		0:09:39				0:10:03				0:09:56		0:10:26		0:11:03		0:09:57		0:11:32				0:10:34				0:11:56		0:10:05		0:10:39		0:10:39		0:11:07		0:00:00		0:10:53				0:11:25		0:10:32		0:11:34		0:11:18		0:10:17				0:11:01

		Max Agents		4.07				3.58		3.63		3.36		3.68		2.94				3.68				3.24		3.59		3.51		1.97		2.67				3.59				3.77		3.25		3.34		3.34		2.42		0.00		3.77				3.60		2.88		3.19		4.07		2.79				4.07





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week May 2		9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week May 9		16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week May 16		23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week May 23		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		31-Jan

		Calls Received (MNsure)		3041				171		158		148		159		171				807				182		175		157		127		120				761				169		157		122		122		116		0		686				177		172		158		169		111				787

		Calls Handled		2888				152		152		146		155		155				760				176		162		149		118		115				720				151		152		122		122		115		0		662				169		163		147		161		106				746

		Calls Abandoned		151				19		6		2		4		16				47				6		13		8		9		5				41				18		5		0		0		0		0		23				7		9		11		8		5				40

		Abandon % (>5%)(Less Short Aban)		4.72%				11.11%		3.80%		1.35%		2.52%		9.36%				5.63%				3.30%		7.43%		5.10%		7.09%		4.17%				5.42%				10.65%		3.18%		0.00%		0.00%		0.00%		0.00%		2.77%				3.95%		5.23%		6.96%		4.73%		4.50%				5.07%

		Avg Time to Abandon		0:02:45				0:04:36		0:03:15		0:02:18		0:04:28		0:02:55				0:03:30				0:02:23		0:03:06		0:02:20		0:03:40		0:02:19				0:02:45				0:07:03		0:01:30		0:00:00		0:00:00		0:00:00		0:00:00		0:01:42				0:03:35		0:03:01		0:02:48		0:02:22		0:03:39				0:03:05

		Average Wait Time (>5 min)		0:01:51				0:03:52		0:00:52		0:00:31		0:01:37		0:02:40				0:01:54				0:01:45		0:03:36		0:02:25		0:02:43		0:01:10				0:02:19				0:03:38		0:01:17		0:00:41		0:00:41		0:00:32		0:00:00		0:01:21				0:02:00		0:02:07		0:01:53		0:01:26		0:01:44				0:01:50

		Max Wait Time		0:26:50				0:12:40		0:08:38		0:06:39		0:10:56		0:15:38				0:15:38				0:08:07		0:13:21		0:14:42		0:11:31		0:13:09				0:14:42				0:26:50		0:07:51		0:06:56		0:06:56		0:11:16		0:00:00		0:26:50				0:12:13		0:16:00		0:10:23		0:09:12		0:12:51				0:16:00

		Service Level (<95% calls under 5 min)		58.47%				26.32%		72.78%		77.03%		61.01%		50.88%				57.60%				47.80%		36.00%		49.68%		41.73%		66.67%				48.38%				58.58%		67.52%		75.41%		75.41%		80.17%		0.00%		71.42%				51.41%		50.58%		65.19%		62.13%		53.15%				56.49%

		Talk Time (Avg)		0:04:28				0:05:29		0:04:33		0:04:39		0:04:32		0:04:02				0:04:39				0:03:48		0:04:28		0:04:13		0:04:32		0:04:22				0:04:16				0:05:04		0:04:47		0:03:41		0:03:41		0:04:21		0:00:00		0:04:18				0:04:35		0:04:22		0:04:52		0:04:13		0:05:20				0:04:40

		Call Handle Time (Avg)		0:06:59				0:08:15		0:07:01		0:07:02		0:07:16		0:06:31				0:07:13				0:06:11		0:07:03		0:06:35		0:07:20		0:06:51				0:06:48				0:07:48		0:06:57		0:06:07		0:06:07		0:06:53		0:00:00		0:06:46				0:06:50		0:06:37		0:07:27		0:06:45		0:08:07				0:07:09

		Max Agents		2.79				2.79		2.37		2.28		2.51		2.25				2.79				2.42		2.54		2.18		1.93		1.75				2.54				2.62		2.35		1.66		1.66		1.76		0.00		2.62				2.57		2.40		2.44		2.41		1.91				2.57





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week May 2		9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week May 9		16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week May 16		23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week May 23		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		31-Jan

		Calls Received		450				27		20		18		29		22				116				36		32		14		14		14				110				17		23		34		34		23		0		131				27		24		18		12		12				93

		Calls Handled		337				15		14		12		19		16				76				24		24		13		11		11				83				12		18		27		27		17		0		102				21		22		15		9		9				76

		Calls Abandoned		74				6		4		4		6		4				24				7		5		1		2		2				18				3		3		5		5		4		0		20				5		2		3		2		2				13

		Abandon %		22.33%				40.90%		26.89%		28.50%		31.36%		26.22%				30.77%				30.73%		22.03%		8.85%		16.31%		21.02%				19.79%				27.21%		18.12%		17.37%		17.37%		23.92%		0.00%		20.80%				21.79%		8.57%		17.85%		20.91%		20.64%				17.95%

		Avg Time to Abandon		0:14:55				0:21:27		0:16:42		0:18:03		0:15:28		0:12:19				0:16:47				0:16:53		0:14:41		0:07:24		0:13:10		0:13:53				0:13:12				0:16:21		0:14:17		0:16:05		0:16:05		0:15:36		0:00:00		0:15:40				0:16:35		0:09:10		0:14:43		0:13:23		0:16:14				0:14:01

		Average Wait Time (>5 min)		0:22:03				0:43:39		0:27:17		0:30:26		0:29:36		0:25:36				0:31:18				0:34:18		0:22:29		0:07:11		0:13:50		0:17:16				0:19:00				0:23:49		0:18:22		0:19:59		0:19:59		0:20:30		0:00:00		0:20:31				0:18:15		0:08:33		0:13:59		0:19:42		0:26:31				0:17:24

		Max Wait Time		1:23:24				1:23:24		1:11:08		1:17:14		1:15:24		1:04:22				1:23:24				1:16:33		0:55:08		0:27:42		0:49:19		0:44:31				1:16:33				1:01:08		0:46:04		0:51:03		0:51:03		0:52:09		0:00:00		1:01:08				1:11:06		0:39:59		0:42:35		0:45:29		0:51:37				1:11:06

		Service Level (<95% calls under 5 min)		22.53%				6.96%		16.37%		7.24%		11.25%		19.00%				12.16%				6.51%		22.60%		29.83%		34.62%		25.53%				23.82%				22.97%		22.46%		28.12%		28.12%		30.80%		0.00%		26.49%				19.27%		42.50%		39.13%		12.50%		24.84%				27.65%

		Talk Time (Avg)		0:09:57				0:10:26		0:09:47		0:09:15		0:10:53		0:09:39				0:10:00				0:10:47		0:09:21		0:09:04		0:10:18		0:10:10				0:09:56				0:10:49		0:11:09		0:09:49		0:09:49		0:09:57		0:00:00		0:10:18				0:10:01		0:08:51		0:08:58		0:10:00		0:09:59				0:09:33

		Call Handle Time (Avg)		0:16:59				0:17:12		0:16:24		0:15:38		0:16:58		0:15:47				0:16:23				0:18:17		0:16:29		0:15:59		0:17:38		0:17:01				0:17:04				0:18:18		0:19:05		0:16:42		0:16:42		0:17:01		0:00:00		0:17:33				0:17:18		0:16:13		0:16:43		0:17:38		0:16:52				0:16:56

		Percent. calls transferred by front line/General Queue		2.46%				0:30:26		0:25:30		0:23:03		0:29:47		0:26:25				1.88%				0:36:44		0:46:52		0:25:02		0:30:08		0:28:21				0:33:25				0:23:10		0:38:28		0:59:51		0:59:51		0:49:39		0:00:00		0:46:12				0:44:29		0:45:24		0:38:07		0:24:47		0:23:26				0:35:15

		Max Agents		31.30				26.05		21.89		21.42		29.42		23.55				29.42				31.30		17.93		13.95		12.41		12.77				31.30				21.86		17.97		15.39		15.39		12.24		0.00		21.86				16.59		13.00		11.40		12.45		13.52				16.59





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week May 2		9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week May 9		16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week May 16		23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week May 23		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		31-Jan

		Busy		102				1		1		0		6		0				8				0		0		0		1		0				1				0		0		0		0		0		0		0				27		24		18		12		12				93

		Caller canceled		97				1		2		5		4		0				12				5		1		0		1		0				7				1		1		0		0		0		0		2				21		22		15		9		9				76

		Connected		2839				260		257		242		258		263				1280				274		198		81		82		88				723				204		163		169		169		118		0		823				5		2		3		2		2				13

		Error		5				1		0		0		0		0				1				1		0		0		0		0				1				0		0		0		0		3		0		3				0		0		0		0		0				0

		Invalid Number		1				0		0		1		0		0				1				0		0		0		0		0				0				0		0		0		0		0		0		0				0		0		0		0		0				0

		No Answer		297				39		26		21		32		29				147				19		20		1		17		4				61				21		17		19		19		13		0		89				0		0		0		0		0				0

		No Response		562				57		44		38		57		46				242				55		40		17		18		29				159				51		15		39		39		17		0		161				0		0		0		0		0				0

		Total Requests		3721				359		330		307		357		338				1691				354		259		99		119		121				952				277		196		227		227		151		0		1078				0		0		0		0		0				0

		% Connected 		57.18%				72%		78%		79%		72%		78%				75.84%				77%		76%		82%		69%		73%				75%				74%		83%		74%		74%		78%		0%		77%				1%		1%		1%		1%		1%				1%

																																																																				0

																																																																				0

		Top Call Drivers		May		2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week May 2		9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week May 9		16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week May 16		23-May		24-May		25-May		26-May		27-May		28-May		29-May		16-Jan		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week May 30		31-Jan

		CC

		1095A Questions		20																0																0				20												20																0																0

		14 Day		0																0																0																0																0																0

		A Referral		23																0																0				23												23																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP FAQ Clarification		78								22				26				48				30												30																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		82																0										35						35				16		31										47																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		45				45												45																0																0																0																0

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Enrollment Status Check		490				43		45		24		29						141						24		27		94		20				165				19								19				38				30		28		24		31		33				146																0

		Eligibility Verification Notice		2645				104		191		285		337		347				1264				320		203		148				92				763				77		97		78		68		55				375				62		62		44		38		37				243																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		101																0																0								28				22				50								21				30				51																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1148				58		58		52		51		51				270				49		76		61		45		58				289				54		55		63		60		55				287				59		72		62		59		50				302																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		743				73		62		41		33		33				242				38		42		35				35				150				28		38		31		46		34				177				41		47		39		19		28				174																0

		How To Enroll In a Plan?		481				32		24						24				80								31		35		31				97				22		36		33				25				116				35		35		38		45		35				188																0

		Income Change		0																0																0																0																0																0

		Income Decrease		352				24		37		20		42		33				156				43				36		22						101						33		32								65						30										30																0

		Income Increase		343						30		30		37		33				130				36		25						23				84								31		30		19				80				28								21				49																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		62																0																0																0						29		33								62																0

		MCRE/Counties		1248				80		82		58		47		53				320				74		65		64		56		61				320				84		57		55		55		52				303				72		65		71		49		48				305																0

		MNTR		0																0																0																0																0																0

		Multiple changes		38						20										20																0																0										18						18																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																																0																0																0

		Notice V19		0																																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		22																0																0																0												22				22																0

		Recon		515				39		27		45		38		42				191				55		50		49		40		34				228						96										96																0																0

		Request to Close Application^		412								23		36		36				95						36		26		27		25				114								30		33		26				89				36				35		23		20				114																0

		Residential Address Change/Correction		29																0																0										29						29																0																0

		Returned Mail-Mailing Address Update		436																0										116		75				191						68				54						122						50		42		31						123																0

		Status of My SEP Request		0																0																0																0																0																0

		System Initiated Termination^		124																0								49		75						124																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		323				27		20		19		29						95				36		32										68				26		26				34		23				109				27		24										51																0

																				0																0																0																0																0

		Broker																		0																0																0																0																0

		APTC/CSR Questions		54				12				11								23						13										13								10								10						8										8																0

		ARP FAQ Clarification		22						11		11								22																0																0																0																0

		Caller Hung up without speaking		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		91						21										21												10				10				11		13				11		10				45				7								8				15																0

		CSR-Determination Result		74				12						12		9				33				12												12												14				14										15						15																0

		CSR-Status of Enrollment		135				12						10						22								9		7		13				29				11		16		13				9				49						16		11				8				35																0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		11						11										11																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		210						10		26		40		30				106				29		15		16		14		7				81								11		12						23																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																																0																0																0

		Gain of ESI/MEC		0				14																												0																0																0

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		152										9		12				21				14		15		10		6		5				50				16		11										27				10				11		22		11				54																0

		How Do I Update My Application?		181										13		7				20				13		14		18		7						52						12		17		9		6				44				18		10		11		17		9				65																0

		How To Enroll In a Plan?		100								11								11												10				10				11		11										22				14		13		19				11				57																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		169				14		21		19				16				70				28		26		10		15						79				20												20																0																0

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		9																																0																0										9						9

		PO box initiave Ph 1		0																																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		Residential Address Change/Correction		29																0																0										10						10										19						19																0

		Returned Mail-Mailing Address Update		150																0																0								23		26		43				92				21		21		16								58																0

		Status of My SEP Request		0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

																				0																0																0																0

		ARC																		0																0																0																0

		Assister Manual Account Request		16												4				4				6		3										9				3												3																0

		Assister Policy Question		0																0																0																0																0

		Caller Hung up Without Speaking		2																0																0				2												2																0

		Close in lieu of Processing Change		7				6												6																0				1												1																0

		CSR- QHP Status		166				14		12		9		7						42				5				5		10		6				26						14		19		7		14				54				12		8		10		9		5				44

		CSR-Determination Result		27																0																0				18												18								9								9

		CSR-Newborn Status		193				11		8		19		13		8				59				14		7		11		8						40						13		9		4		12				38				14		11				15		16				56

		CSR-Pending Case		124						7		10		7		5				29						5		6		4		4				19						12		6		4		4				26				15		12		7		12		4				50

		CSR-Public Program Status		773				39		28		31		45		42				185				77		45		58		15		36				231						69		54		40		33				196				54		54		42				11				161

		CSR-Status of Enrollment		0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0

		General Questions		0																0																0																0																0

		How Do I Apply?		290				15		15		21		21		14				86				21		24		20		8		11				84						14		18		9		13				54				22		10		11		15		8				66

		How to Enroll in a Plan		0																0																0																0																0

		Loss of ESI		0																0																0																0																0

		Multiple Changes		3																0												3				3																0																0

		Online Application Issues		0																0																0																0																0

		Password Reset/Account Unlock		1																0																0				1												1																0

		Potential New Issue		0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0

		Request to Close Application^		0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0

																				0																0																0																0

		PP																		0																0																0																0

		MCRE		276		 		22		21		13		9		15				80				14		19		11		21		12				77				13		12		12		10		9				56				20		12		12		10		9		 		63		 												 

		Counties		972		 		58		61		45		38		38				240				60		46		53		35		49				243				71		45		43		45		43				247				52		53		59		39		39		 		242		 												 













		Top Call Drivers		May

		CC				13750

		Eligibility Verification Notice		2645		19.24%

		MCRE/Counties		1248		9.08%

		How Do I Apply?		1148		8.35%

		How Do I Update My Application?		743		5.40%

		Recon		515		3.75%

		Enrollment Status Check		490		3.56%

		How To Enroll In a Plan?		481		3.50%

		Returned Mail-Mailing Address Update		436		3.17%

		Request to Close Application^		412		3.00%

		Income Decrease		352		2.56%

		Income Increase		343		2.49%

		Transfer to Specialist		323		2.35%

		System Initiated Termination^		124		0.90%

		Carrier Error Report		82		0.60%

		ARP FAQ Clarification		78		0.57%

		Lost or will lose employer health care coverage		62		0.45%

		Directed to Submit Verifications		45		0.33%

		Multiple changes		38		0.28%

		Residential Address Change/Correction		29		0.21%

		Enrollment Status Check		490		3.56%

		Eligibility Verification Notice		2645		19.24%

		Full Term		0		0.00%

		Gain of ESI/MEC		101		0.73%

		Good Faith		0		0.00%

		A Referral		23		0.17%

		Public Program Status		22		0.16%

		1095A Questions		20		0.15%



		Broker				2745

		Eligibility Verification Notice		210		7.65%

		How Do I Update My Application?		181		6.59%

		Lost or will lose employer health care coverage		169		6.16%

		How Do I Apply?		152		5.54%

		Returned Mail-Mailing Address Update		150		5.46%

		CSR-Status of Enrollment		135		4.92%

		How To Enroll In a Plan?		100		3.64%

		CSR QHP  Status		91		3.32%

		CSR-Determination Result		74		2.70%

		APTC/CSR Questions		54		1.97%

		Residential Address Change/Correction		29		1.06%

		ARP FAQ Clarification		22		0.80%

		CSR-Status of Verifications		11		0.40%

		Password Reset/Account Unlock		9		0.33%



		ARC				2254

		CSR-Public Program Status		773		34.29%

		How Do I Apply?		290		12.87%

		CSR-Newborn Status		193		8.56%

		CSR- QHP Status		166		7.36%

		CSR-Pending Case		124		5.50%

		CSR-Determination Result		27		1.20%

		Assister Manual Account Request		16		0.71%

		Close in lieu of Processing Change		7		0.31%

		Multiple Changes		3		0.13%

		Caller Hung up Without Speaking		2		0.09%



		PP

		MCRE		276

		Counties		972





Mar 2022

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		Calls Received (MNsure)		13525						709		575		503		498				2285				764		645		526		557		545				3037				645		608		489		485		502				2729				652		633		553		469		549				2856				761		552		667		638						2618

		Calls Handled		13044						675		552		495		485				2207				735		615		522		540		536				2947				635		597		487		470		478				2667				641		608		504		453		522				2728				752		538		596		607						2494

		Calls Abandoned		423						30		17		5		11				63				26		25		4		19		8				82				8		10		3		14		23				58				7		25		45		13		22				112				9		11		63		26						108

		Abandon % (>5%)(Less Short Aban)		3.10%						4.17%		2.94%		1.05%		2.30%				2.62%				3.40%		3.90%		0.69%		3.49%		1.48%				2.59%				1.23%		1.59%		0.53%		2.94%		4.63%				2.18%				1.13%		3.90%		8.15%		2.71%		3.95%				3.97%				1.16%		1.94%		9.43%		4.00%						4.13%

		Avg Time to Abandon		0:07:54						0:08:14		0:07:10		0:04:44		0:08:34				0:07:10				0:06:28		0:07:26		0:06:26		0:08:57		0:06:30				0:07:09				0:06:27		0:05:34		0:09:17		0:13:32		0:10:33				0:09:04				0:06:10		0:10:18		0:09:41		0:07:02		0:10:11				0:08:40				0:05:54		0:07:45		0:09:15		0:06:49						0:07:25

		Average Wait Time (>5 min)		0:02:28						0:04:48		0:01:57		0:00:57		0:01:51				0:02:23				0:03:27		0:03:40		0:00:28		0:02:45		0:01:13				0:02:18				0:00:53		0:00:38		0:01:35		0:03:39		0:03:32				0:02:03				0:01:12		0:03:37		0:04:57		0:02:26		0:02:20				0:02:54				0:00:56		0:00:53		0:07:10		0:01:56						0:02:43

		Max Wait Time		0:38:59						0:34:04		0:21:01		0:12:52		0:18:22				0:34:04				0:22:09		0:25:36		0:09:52		0:37:51		0:23:26				0:37:51				0:14:30		0:07:57		0:20:49		0:38:59		0:22:51				0:38:59				0:21:39		0:32:45		0:32:54		0:24:38		0:29:47				0:32:54				0:15:27		0:10:37		0:38:26		0:15:42						0:38:26

		Service Level (<95% calls under 5 min)		62.82%						39.92%		66.61%		78.81%		66.73%				63.02%				38.07%		45.94%		86.33%		62.44%		81.05%				62.77%				77.43%		77.39%		83.45%		58.33%		47.58%				68.84%				71.89%		63.04%		39.84%		67.12%		60.06%				60.39%				71.86%		72.89%		38.85%		52.84%						59.11%

		Talk Time (Avg)		0:08:32						0:08:10		0:09:07		0:09:02		0:08:28				0:08:41				0:08:35		0:08:27		0:08:31		0:08:43		0:08:29				0:08:33				0:08:10		0:07:51		0:08:44		0:07:51		0:09:10				0:08:21				0:08:35		0:07:52		0:08:29		0:09:05		0:09:04				0:08:37				0:08:19		0:08:21		0:08:34		0:08:36						0:08:27

		Call Handle Time (Avg)		0:14:57						0:14:46		0:15:43		0:15:39		0:15:20				0:15:22				0:15:11		0:15:15		0:14:35		0:14:56		0:14:53				0:14:58				0:14:36		0:14:01		0:15:03		0:14:06		0:15:12				0:14:35				0:15:06		0:14:30		0:14:36		0:15:23		0:15:03				0:14:55				0:14:27		0:14:35		0:15:13		0:15:24						0:14:54

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		80.51%						78.53%		80.40%		80.49%		82.88%				80.57%				82.09%		78.96%		82.48%		79.75%		80.51%				80.76%				79.25%		na		81.49%		82.38%		81.49%				81.15%				78.43%		78.95%		78.46%		81.80%		83.33%				80.19%				77.50%		80.69%		81.51%		79.79%						79.87%

		Complaints Received		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Complaints Resolved		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Helpline (Transfers from Vendor)		1695						82		71		70		66				289				90		73		52		74		64				353				88		82		73		59		59				361				59		59		85		47		84				334				99		65		107		87						358

		Short Abandon (under 60 seconds)		25						4		1		1		0				6				0		1		0		1		1				3				0		0		0		0		1				1				2		0		6		0		1				9				0		1		5		0						6

		% of calls answered in under 10 minutes		91.95%						85.30%		92.44%		99.11%		94.90%				92.94%				91.00%		88.61%		100.00%		92.45%		94.47%				93.31%				99.58%		100.00%		92.13%		86.45%		86.12%				92.86%				99.29%		84.31%		82.33%		89.80%		94.71%				90.09%				99.41%		99.83%		65.46%		97.54%						90.56%

		Occupany		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na						ERROR:#DIV/0!

		Max Agents		35.96						32.37		28.10		24.86		24.05				32.37				35.96		30.36		23.40		26.24		25.25				35.96				30.00		26.80		23.51		21.39		23.76				30.00				29.75		27.97		25.77		21.95		26.31				29.75				34.51		24.89		32.83		30.91						34.51

																																				0



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		Calls Received (MNsure)		2227						112		76		78		86				352				114		103		92		79		98				486				100		94		69		75		74				412				122		90		79		88		95				474				130		124		103		146						503

		Calls Handled		2129						111		74		74		81				340				104		99		90		77		93				463				95		90		67		74		73				399				118		83		74		86		93				454				126		112		99		136						473

		Calls Abandoned		77						1		0		4		5				10				10		4		2		2		4				22				4		1		1		0		0				6				4		7		3		0		1				15				3		9		3		9						24

		Abandon % (>5%)(Less Short Aban)		3.28%						0.89%		0.00%		5.13%		5.81%				2.96%				8.77%		3.88%		2.17%		2.53%		4.08%				4.29%				4.00%		1.06%		1.45%		0.00%		0.00%				1.30%				3.28%		7.78%		3.80%		0.00%		1.05%				3.18%				2.31%		7.26%		2.91%		6.16%						4.66%

		Avg Time to Abandon		0:02:15						0:03:35		0:00:00		0:02:34		0:01:38				0:01:56				0:02:51		0:03:31		0:00:44		0:02:19		0:02:12				0:02:19				0:02:46		0:02:02		0:03:43		0:00:00		0:00:00				0:01:42				0:02:33		0:01:39		0:00:45		0:00:00		0:06:24				0:02:16				0:02:19		0:03:58		0:02:45		0:03:16						0:03:04

		Average Wait Time (>5 min)		0:01:15						0:01:12		0:00:28		0:00:39		0:01:26				0:00:56				0:03:26		0:02:14		0:00:31		0:00:36		0:02:46				0:01:54				0:01:38		0:01:05		0:00:15		0:00:54		0:00:23				0:00:51				0:01:26		0:01:29		0:00:43		0:00:48		0:00:37				0:01:00				0:01:28		0:01:07		0:01:11		0:02:33						0:01:34

		Max Wait Time		0:13:20						0:07:50		0:08:46		0:07:42		0:08:19				0:08:46				0:13:15		0:09:47		0:05:49		0:06:01		0:13:20				0:13:20				0:08:54		0:09:02		0:04:49		0:06:19		0:08:20				0:09:02				0:08:55		0:09:56		0:09:10		0:07:39		0:07:35				0:09:56				0:10:11		0:07:53		0:09:46		0:11:02						0:11:02

		Service Level (<95% calls under 5 min)		67.25%						66.07%		88.16%		76.62%		53.57%				71.11%				34.51%		47.57%		79.12%		77.22%		45.36%				56.76%				60.20%		76.60%		89.86%		78.67%		89.04%				78.87%				60.00%		61.80%		85.53%		70.45%		81.05%				71.77%				59.38%		66.39%		65.05%		40.14%						57.74%

		Talk Time (Avg)		0:07:19						0:08:10		0:07:23		0:06:26		0:06:21				0:07:05				0:08:24		0:08:20		0:06:30		0:07:15		0:08:25				0:07:46				0:07:41		0:06:40		0:06:47		0:06:09		0:05:31				0:06:33				0:06:55		0:07:37		0:08:11		0:07:07		0:07:18				0:07:25				0:07:13		0:08:32		0:07:26		0:08:00						0:07:47

		Call Handle Time (Avg)		0:11:40						0:12:47		0:11:24		0:09:44		0:10:37				0:11:08				0:13:20		0:13:04		0:10:44		0:12:27		0:13:19				0:12:34				0:11:27		0:11:49		0:11:30		0:10:27		0:08:59				0:10:50				0:11:12		0:12:43		0:12:11		0:11:25		0:11:32				0:11:48				0:11:21		0:12:52		0:11:25		0:12:16						0:11:58

		Max Agents		4.63						3.94		2.41		2.00		2.39				3.94				3.85		3.59		2.68		2.66		3.48				3.85				3.02		3.05		2.17		2.18		1.82				3.05				3.67		2.93		2.57		2.79		3.01				3.67				4.01		4		3.14		4.63						4.63





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		Calls Received (MNsure)		3680						146		176		175		162				659				190		173		172		155		152				842				172		147		160		184		157				820				157		137		183		151		131				759				153		158		136		153						600

		Calls Handled		3580						144		170		170		155				639				183		168		168		148		143				810				165		146		151		182		156				800				156		133		177		146		127				739				152		155		134		151						592

		Calls Abandoned		91						1		6		4		6				17				6		5		4		6		8				29				7		1		8		2		1				19				1		4		6		5		3				19				1		3		2		1						7

		Abandon % (>5%)(Less Short Aban)		2.39%						0.68%		3.41%		2.29%		3.70%				2.52%				3.16%		2.89%		2.33%		3.87%		5.26%				3.50%				4.07%		0.68%		5.00%		1.09%		0.64%				2.30%				0.64%		2.92%		3.28%		3.31%		2.29%				2.49%				0.65%		1.90%		1.47%		0.65%						1.17%

		Avg Time to Abandon		0:03:10						0:06:44		0:03:26		0:04:09		0:03:13				0:04:23				0:03:45		0:02:24		0:03:02		0:01:32		0:04:02				0:02:57				0:03:23		0:00:57		0:05:32		0:04:31		0:00:43				0:03:01				0:00:52		0:02:53		0:01:40		0:02:41		0:05:51				0:02:47				0:05:29		0:02:01		0:01:42		0:01:35						0:02:41

		Average Wait Time (>5 min)		0:01:00						0:00:22		0:01:18		0:00:58		0:01:11				0:00:57				0:01:05		0:01:16		0:00:42		0:00:52		0:01:45				0:01:08				0:01:04		0:01:19		0:01:18		0:00:52		0:01:24				0:01:11				0:00:44		0:00:48		0:01:43		0:00:47		0:00:49				0:00:58				0:00:27		0:00:44		0:00:52		0:01:02						0:00:46

		Max Wait Time		0:16:00						0:07:30		0:12:52		0:11:20		0:10:39				0:12:52				0:09:51		0:08:15		0:07:33		0:06:17		0:16:00				0:16:00				0:08:04		0:10:10		0:13:50		0:07:42		0:10:05				0:13:50				0:09:53		0:06:01		0:12:11		0:07:48		0:12:48				0:12:48				0:15:34		0:06:36		0:06:45		0:11:37						0:15:34

		Service Level (<95% calls under 5 min)		70.19%						83.45%		71.02%		73.71%		73.91%				75.52%				66.32%		55.49%		73.84%		67.10%		51.97%				62.94%				65.70%		68.71%		68.75%		73.37%		61.78%				67.66%				80.89%		69.34%		60.66%		73.51%		76.34%				72.15%				83.66%		72.78%		66.91%		67.32%						72.67%

		Talk Time (Avg)		0:05:04						0:05:56		0:05:51		0:05:18		0:04:48				0:05:28				0:05:40		0:04:24		0:05:04		0:04:55		0:05:38				0:05:08				0:05:02		0:05:12		0:05:28		0:04:43		0:04:32				0:04:59				0:04:41		0:04:51		0:04:30		0:04:27		0:05:03				0:04:42				0:04:37		0:05:17		0:05:48		0:04:42						0:05:06

		Call Handle Time (Avg)		0:07:17						0:08:24		0:08:14		0:07:41		0:07:05				0:07:51				0:08:07		0:07:02		0:07:07		0:06:56		0:07:30				0:07:20				0:07:13		0:07:35		0:07:54		0:06:51		0:06:44				0:07:15				0:06:49		0:07:08		0:06:37		0:06:53		0:07:13				0:06:56				0:06:33		0:07:22		0:08:01		0:06:25						0:07:05

		Max Agents		4.12						3.39		3.89		3.63		3.07				3.89				4.12		3.28		3.32		2.85		2.98				4.12				3.31		3.07		3.32		3.46		2.92				3.46				2.95		2.63		3.25		2.79		2.55				3.25				2.77		3		2.98		2.69						3.18





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		Calls Received		1695						82		71		70		66				289				90		73		52		74		64				353				88		82		73		59		59				361				59		59		85		47		84				334				99		65		107		87						358

		Calls Handled		1634						79		70		69		64				282				87		70		52		69		61				340				87		82		72		54		55				350				59		55		79		47		83				323				98		65		93		85						340

		Calls Abandoned		49						2		1		0		2				6				3		3		0		4		2				12				1		0		1		3		4				9				0		4		5		0		1				10				1		0		10		1						13

		Abandon %		2.94%						3.12%		1.12%		0.41%		3.29%				1.99%				3.22%		3.80%		0.00%		6.12%		3.57%				3.34%				0.62%		0.38%		1.21%		5.96%		6.53%				2.94%				0.00%		6.97%		6.55%		0.48%		0.76%				2.95%				1.12%		0.38%		10.70%		1.68%						3.47%

		Avg Time to Abandon		0:07:19						0:07:03		0:07:14		0:05:54		0:08:57				0:07:17				0:05:59		0:06:53		0:00:00		0:09:20		0:06:30				0:05:44				0:10:02		0:05:32		0:09:17		0:15:30		0:12:04				0:10:29				0:00:00		0:10:51		0:09:51		0:05:35		0:05:06				0:06:16				0:07:58		0:04:09		0:10:24		0:04:44						0:06:48

		Average Wait Time (>5 min)		0:02:54						0:02:23		0:02:17		0:00:13		0:02:12				0:01:46				0:04:01		0:03:05		0:00:05		0:04:33		0:02:43				0:02:53				0:00:18		0:00:23		0:03:28		0:07:49		0:05:50				0:03:33				0:00:25		0:07:22		0:04:53		0:00:14		0:00:56				0:02:46				0:01:30		0:00:24		0:10:55		0:01:32						0:03:35

		Max Wait Time		0:38:59						0:20:48		0:18:17		0:05:57		0:18:22				0:20:48				0:22:09		0:25:36		0:04:43		0:37:51		0:23:26				0:37:51				0:09:27		0:07:57		0:20:49		0:38:59		0:22:51				0:38:59				0:09:17		0:32:45		0:32:54		0:06:08		0:29:47				0:32:54				0:12:33		0:05:19		0:38:26		0:15:27						0:38:26

		Service Level (<95% calls under 5 min)		61.26%						33.26%		64.89%		68.90%		65.31%				58.09%				33.33%		36.84%		79.44%		68.56%		89.36%				61.51%				66.42%		71.10%		95.24%		70.86%		60.13%				72.75%				61.29%		82.87%		35.18%		50.49%		45.53%				55.07%				77.98%		67.04%		45.37%		45.20%						58.90%

		Talk Time (Avg)		0:09:59						0:10:12		0:10:11		0:10:05		0:10:03				0:10:07				0:10:07		0:09:41		0:09:38		0:10:23		0:09:46				0:09:55				0:09:52		0:09:24		0:10:29		0:08:20		0:10:43				0:09:45				0:09:43		0:08:31		0:10:33		0:10:58		0:10:27				0:10:02				0:09:55		0:10:10		0:10:37		0:09:35						0:10:04

		Call Handle Time (Avg)		0:17:52						0:18:29		0:18:14		0:17:51		0:18:00				0:18:08				0:18:18		0:17:24		0:16:36		0:17:50		0:18:05				0:17:38				0:17:35		0:16:47		0:18:25		0:16:20		0:18:17				0:17:28				0:17:49		0:16:23		0:18:01		0:18:49		0:17:58				0:17:48				0:17:35		0:18:01		0:19:05		0:18:24						0:18:16

		Percent. calls transferred by front line/General Queue		12.60%						2:46:32		2:57:48		3:20:23		3:10:50				12.77%				2:49:38		2:42:58		2:22:21		3:11:18		2:49:06				2:47:04				3:16:27		3:14:12		3:34:58		2:55:10		2:49:14				3:10:00				2:10:18		2:14:13		3:41:20		2:24:18		3:40:19				2:50:05				3:07:19		2:49:33		3:51:00		3:16:21						13.62%

		Max Agents		17.37						16.42		13.51		12.04		12.14				16.42				17.37		15.26		10.04		13.76		12.65				17.37				15.76		12.16		12.63		9.88		12.43				15.76				15.13		15.01		13.75		10.81		13.07				15.13				17.37		2:26:22		17.32		15.17						17.37

										0		0		0		0		0



		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		Caller canceled		5						2		0		0		0				2				0		0		0		0		0				0				0		0		0		1		0				1				0		0		0		0		0				0				0		0		2		0						2

		Connected		722						194		16		0		13				223				44		39		0		32		22				137				0		2		28		43		41				114				3		62		34		2		12				113				10		0		106		19						135

		Error		4						2		0		0		0				2				0		0		0		0		0				0				0		0		0		0		2				2				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		56						13		0		0		3				16				6		4		0		2		3				15				0		0		2		8		2				12				0		5		2		0		0				7				1		0		4		1						6

		No Response		117						39		3		0		0				42				0		2		0		3		6				11				0		0		0		12		6				18				1		7		5		0		1				14				0		0		21		11						32

		Total Requests		904						250		19		0		16				285				50		45		0		37		31				163				0		2		30		64		51				147				4		74		41		2		13				134				11		0		133		31						175

		% Connected 		82.68%						78%		84%		na		81%				81.02%				88%		87%		na		86%		71%				83%				na		100%		93%		67%		80%				85%				75%		84%		83%		100%		92%				87%				91%		na		80%		61%						77.30%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		Busy		1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		1		0						1

		Caller canceled		7						2		0		0		0				2				2		1		0		0		0				3				0		0		0		0		1				1				0		0		0		0		1				1				0		0		0		0						0

		Connected		686						263		18		18		16				315				22		55		5		19		0				101				4		1		1		8		9				23				32		0		51		42		36				161				1		2		58		25						86

		Error		2						0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		1				1				0		0		0		0		0				0				0		0		0		0						0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0						0

		No Answer		36						15		2		4		0				21				0		6		0		0		0				6				0		0		0		1		0				1				0		0		1		0		2				3				2		0		2		1						5

		No Response		109						33		9		2		3				47				1		6		0		0		0				7				0		0		0		0		1				1				9		0		10		6		6				31				0		0		17		6						23

		Total Requests		841						313		29		24		19				385				25		69		5		19		0				118				4		1		1		9		12				27				41		0		62		48		45				196				3		2		78		32						115

		% Connected 		78.88%						84%		62%		75%		84%				76.27%				88%		80%		100%		100%		na				92%				0%		100%		100%		89%		75%				73%				78%		na		82%		88%		80%				82%				33%		100%		74%		78%						71.45%





		Top Call Drivers		Mar		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week Feb 27		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week Mar 6		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week Mar 13		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week Mar20		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week Mar 27

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		0																0																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		27																0								27								27																0																0																0

		Directed to Submit Verifications		470						33		28		22		24				107				49		30						19				98				21				24								45				33						24		32				89				36		25		31		39						131

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		611						35		23		19		20				97				43		24		21				30				118				31		18		21		29		29				128				39		21		34		21		21				136				39		27		36		30						132

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		433						51		46		26		35				158				48		34		30				20				132				25				19								44				25		24				15		15				79								20								20

		Full Term		0																0																0																0																0																0

		Future Date Term		24																0																0																0						24										24																0

		Gain of ESI/MEC		305																0						25										25				29		22		15		16		16				98				25		28		23		15		23				114				36				32								68

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		991						37		38		36		44				155				40		45		54				54				193				42		45		53		39		39				218				45		50		28		40		45				208				59		64		54		40						217

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		649						26		28		27		21				102				32		31		24				20				107				27		40		29		30		30				156				31		37		26		28		37				159				35		26		34		30						125

		How To Enroll In a Plan?		616						28		30		19		22				99				36		32		33				31				132				26		22		21		24		24				117				45		28		21		22		33				149				21		24		35		39						119

		Income Change		0																0																0																0																0																0

		Income Decrease		194																0																0						19		16		21		21				77				23		31		23				19				96										21						21

		Income Increase		167								17				18				35																0										20		20				40																0				32		21		18		21						92

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		23																0																0																0																0										23						23

		MCRE/Counties		1742						99		80		75		85				339				118		78		73				73				342				85		65		67		63		63				343				86		85		73		63		69				376				119		74		71		78						342

		MNTR		0																0																0																0																0																0

		Multiple changes		163																0				20								22				42						17										17								23		18		15				56				26				22								48

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		23																0																0																0										23						23																0

		Password Reset/Account Unlock		401						21		34		26		15				96						22		22				24				68				30		17		21		22		22				112				27		19		24								70				33		22										55

		Payment/Billing Questions		86						18				15						33				33												33				20												20																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Public Program Status		15																								15								15																0																0

		Recon		0																																0																0																0

		Request to Close Application^		32																0																0										16		16				32																0																0

		Residential Address Change/Correction		40																0																0																0								21								21						19										19

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		247						57		26		20		16				119						22		16				22				60						20										20																0						22				26						48

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0

																				0																0																0																0																0

		Broker		 																0																0																0																0																0

		APTC/CSR Questions		11										4						4								7								7																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		9																0																0																0																0				9												9

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																																																																0

		CSR QHP  Status		39																0						6										6				15												15				5								6				11								7								7

		CSR-Determination Result		25								5								5																0										4		4				8										6						6						6										6

		CSR-Status of Enrollment		172						15		11		6		10								7		16		9				11				43				11				6								17				15		7		13		7		12				54						7				9

		CSR-Status of Reported Change		14												6				6																0				8												8																0																0

		CSR-Status Before Appt		0																0																0																0																0																0

		CSR-Status of Verifications		5																0																0						5										5																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		30						12		8								20																0						4										4																0						6										6

		General Certification Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		87						6										6				6		7						9				22								9		7		7				23								7		4		7				18				12				6								18

		How Do I Update My Application?		87						9		6								15						11		8				7				26						8				4		4				16				9						5						14						6				10						16

		How To Enroll In a Plan?		115										5		6				11				10				6				10				26						9		6		8		8				31				8		8										16				8				12		11						31

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																																0																0																0

		Loss/Gain of MEC^		0																																0																0																0

		Lost or will lose employer health care coverage		322						24		12		14		10				60				12		12		15				10				49				11		6		8		11		11				47				17		13		8		13		23				74				17		29		26		20						92

		Lost or will lose other health care coverage		0																0																0																0																0																0

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		5												5				5																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Questions about COVID-19		0																																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		42										6						6																0				12				7								19						11		6								17																0

		Status of My SEP Request		56																0				9												9																0						7		6				6				19				7				6		15						28

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

				0																0																0																0																0																0

		ARC																		0																0																0																0																0

		Assister Manual Account Request																		0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		399						19		17		24		24				84				22		25		16				20				83				16		17		18		15		15				81				18		15		24		16		9				82				20		17		15		17						69

		CSR-Determination Result		373						11		16		14		19				60				23		22		16								61				15		12		20		20		20				87				26		26		23		20						95				17		16		19		18						70

		CSR-Newborn Status		395						15		14		18		17				64				22		24		16				15				77				28		34		10		13		13				98				16		13		22		12		18				81				19		13		23		20						75

		CSR-Pending Case		74																0				19		14						10				43																0				10								12				22						9										9

		CSR-Public Program Status		1112						51		56		44		55				206				63		39		60				30				192				43		64		70		50		50				277				48		36		79		48		33				244				62		55		33		43						193

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		263						13		12		18		17				60								12				16				28				14		13		20		17		17				81						11		21		11		8				51				13				20		10						43

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																																																																0

		Unable to Verify Consumer PII		0																																0																0																0

				0																0																0																0																0																0

		PP																		0																0																0																0																0

		MCRE		352		 				27		12		17		17		 		73		 				17		18				20		 		55		 		14		17		21		21		21		 		94		 		16		17		19		13				 		65		 		25		18		12		10				 		65

		Counties		1205		 				72		68		58		68		 		266		 				61		55				53		 		169		 		71		48		46		46		42		 		253		 		70		68		54		50				 		242		 		94		56		59		66				 		275



















		Top Call Drivers		Mar

		CC				13044.2110540259

		MCRE/Counties		1742		13.35%

		How Do I Apply?		991		7.60%

		How Do I Update My Application?		649		4.98%

		How To Enroll In a Plan?		616		4.72%

		Duplicate 1095-A Request^		611		4.68%

		Directed to Submit Verifications		470		3.60%

		Enrollment Status Check		433		3.32%

		Password Reset/Account Unlock		401		3.07%

		Gain of ESI/MEC		305		2.34%

		Same Day Term		247		1.89%

		Income Decrease		194		1.49%

		Income Increase		167		1.28%

		Multiple changes		163		1.25%

		Payment/Billing Questions		86		0.66%

		Residential Address Change/Correction		40		0.31%

		Request to Close Application^		32		0.25%

		Directed to GI-Term		27		0.21%

		Future Date Term		24		0.18%

		Lost or will lose employer health care coverage		23		0.18%

		Passive Enrollment Question		23		0.18%

		Public Program Status		15		0.11%

		Broker		 		2129

		Lost or will lose employer health care coverage		322		15.12%

		CSR-Status of Enrollment		322		15.12%

		How To Enroll In a Plan?		115		5.40%

		How Do I Apply?		115		5.40%

		How Do I Update My Application?		87		4.09%

		Status of My SEP Request		56		2.63%

		Returned Mail-Mailing Address Update		42		1.97%

		CSR QHP  Status		39		1.83%

		Gain of ESI/MEC		30		1.41%

		CSR-Determination Result		25		1.17%

		CSR-Status of Reported Change		14		0.66%

		APTC/CSR Questions		11		0.52%

		Caller Hung up without speaking		9		0.42%

		CSR-Status of Verifications		5		0.23%

		Password Reset/Account Unlock		5		0.23%

		ARC				3580

		CSR-Public Program Status		1112		31.06%

		CSR- QHP Status		399		11.15%

		CSR-Newborn Status		395		11.03%

		CSR-Determination Result		373		10.42%

		How Do I Apply?		263		7.35%

		CSR-Pending Case		74		2.07%





3.31.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				1224		1007		918		902		819				4870

				Calls Handled				987		905		843		821		768				4324

				Calls Abandoned				185		89		62		68		46				449

				Abandon % (>5%)(Less Short Aban)				15.09%		8.80%		6.75%		7.53%		5.61%				8.76%

				Avg Time to Abandon				0:14:00		0:09:52		0:09:17		0:11:05		0:10:08				0:10:52

				Average Wait Time (>5 min)				0:23:50		0:09:25		0:06:26		0:08:31		0:06:57				0:11:01

				Max Wait Time				1:02:23		0:50:55		0:36:28		0:37:18		0:42:47				1:02:23

				Service Level (<80% calls under 5 min)				17.99%		37.07%		59.47%		34.49%		62.90%				42.39%

				Talk Time (Avg)				0:09:03		0:08:27		0:08:33		0:08:54		0:09:00				0:08:47

				Call Handle Time (Avg)				0:15:56		0:15:07		0:15:06		0:15:13		0:15:32				0:15:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.82%		81.57%		84.22%		83.69%		83.79%				82.62%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				141		118		119		107		125				610

		 		Short Abandon (under 60 seconds)				12		9		6		3		5				35

				% of calls answered in under 10 minutes				24.95%		57.58%		68.74%		34.49%		76.14%				52.38%

				Occupancy				na		na		na		na		na				na

				Max Agents				60		47		44		43		41				60



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				174		180		166		174		172				866

				Calls Handled				164		169		158		163		151				805

				Calls Abandoned				9		10		6		10		21				56

				Abandon % (>5%)(Less Short Aban)				5.17%		5.56%		3.61%		5.75%		12.21%				6.46%

				Avg Time to Abandon				0:03:04		0:06:40		0:02:49		0:06:29		0:03:52				0:04:34

				Average Wait Time (>5 min)				0:03:16		0:03:09		0:01:02		0:03:07		0:04:44				0:03:03

				Max Wait Time				0:20:13		0:18:09		0:12:27		0:28:10		0:19:36				0:28:10

				Service Level (<80% calls under 5 min)				73.78%		75.15%		91.77%		79.75%		60.93%				76.28%

				Talk Time (Avg)				0:07:59		0:07:09		0:07:09		0:08:14		0:08:36				0:07:49

				Call Handle Time (Avg)				0:13:35		0:12:33		0:11:58		0:14:13		0:13:36				0:13:11

				Max Agents				6.18		5.89		5.32		6.43		5.79				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				225		247		258		255		251				1236

				Calls Handled				207		227		248		232		233				1147

				Calls Abandoned				18		20		9		22		18				87

				Abandon % (>5%)(Less Short Aban)				8.00%		8.10%		3.49%		8.63%		7.17%				7.08%

				Avg Time to Abandon				0:04:40		0:05:25		0:03:00		0:05:33		0:05:05				0:04:44

		 		Average Wait Time (>5 min)				0:06:50		0:06:59		0:05:40		0:07:02		0:05:29				0:06:24

				Max Wait Time				0:23:56		0:19:18		0:17:14		0:27:57		0:22:28				0:27:57

				Service Level (<80% calls under 5 min)				48.31%		42.73%		54.03%		42.67%		54.08%				48.36%

				Talk Time (Avg)				0:07:16		0:07:36		0:06:36		0:06:39		0:06:15				0:06:52

				Call Handle Time (Avg)				0:10:09		0:10:12		0:09:15		0:09:12		0:08:35				0:09:28

				Max Agents				4.70		5.51		5.28		4.86		5.55				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				141		118		119		107		125				610

				Calls Handled				119		104		107		98		108				536

				Calls Abandoned				15		10		9		7		11				53

				Abandon % (>5%)(Less Short Aban)				12.74%		9.95%		8.40%		7.06%		10.58%				9.75%

				Avg Time to Abandon				0:14:18		0:11:51		0:09:56		0:09:48		0:11:05				0:11:23

				Average Wait Time (>5 min)				0:18:01		0:12:42		0:07:12		0:07:14		0:14:13				0:11:52

				Max Wait Time				0:44:03		0:50:55		0:36:28		0:26:06		0:42:47				0:50:55

				Service Level (<95% calls under 5 min)				13.45%		18.14%		33.85%		22.51%		17.12%				21.01%

				Talk Time (Avg)				0:09:40		0:10:09		0:09:44		0:09:52		0:10:48				0:10:02

				Call Handle Time (Avg)				0:18:21		0:18:04		0:17:23		0:17:48		0:18:20				0:17:59

				Percent. calls transferred by CSS				11.52%		11.72%		12.96%		11.86%		15.26%				12.67%

				Max Agents				23.99		20.16		18.96		17.49		19.23				24

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		2		0		0				2

				Connected				214		158		103		91		120				686

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				3		3		3		1		3				13

				No Response				13		10		10		7		20				60

				Total Requests				230		171		118		100		143				762

				% Connected				93%		92%		87%		91%		84%				89.53%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		2		0		0				4

				Connected				297		168		101		148		48				762

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				14		3		4		4		1				26

				No Response				31		15		8		6		5				65

				Total Requests				344		186		115		158		54				857

				% Connected				86%		90%		88%		94%		89%				89.41%

































































































































































3.24.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				1183		1115		985		1028		1073				5384

				Calls Handled				1022		969		876		898		891				4655

				Calls Abandoned				146		121		92		108		154				621

				Abandon % (>5%)(Less Short Aban)				12.33%		10.84%		9.37%		10.46%		14.37%				11.47%

				Avg Time to Abandon				0:16:55		0:12:14		0:10:40		0:11:58		0:15:23				0:13:26

				Average Wait Time (>5 min)				0:18:45		0:13:53		0:09:46		0:13:16		0:21:30				0:15:26

				Max Wait Time				0:56:48		0:47:02		0:36:19		0:46:14		0:59:56				0:59:56

				Service Level (<80% calls under 5 min)				30.20%		33.43%		32.19%		33.95%		19.34%				29.82%

				Talk Time (Avg)				0:08:40		0:08:28		0:08:56		0:08:41		0:08:42				0:08:41

				Call Handle Time (Avg)				0:15:09		0:15:12		0:15:40		0:15:18		0:15:23				0:15:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.39%		83.19%		83.91%		86.46%		84.70%				84.53%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				171		130		157		148		166				772

		 		Short Abandon (under 60 seconds)				9		9		4		6		6				34

				% of calls answered in under 10 minutes				37.53%		44.01%		55.68%		48.73%		27.11%				42.61%

				Occupancy				na		na		na		na		na				na

				Max Agents				57		52		50		50		53				57



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 













																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				193		193		266		291		270				1213

				Calls Handled				184		177		245		260		264				1130

				Calls Abandoned				8		15		20		31		6				80

				Abandon % (>5%)(Less Short Aban)				4.15%		7.77%		7.52%		10.65%		2.22%				6.46%

				Avg Time to Abandon				0:02:45		0:07:51		0:04:38		0:03:57		0:02:13				0:04:16

				Average Wait Time (>5 min)				0:02:52		0:05:00		0:04:55		0:06:13		0:02:21				0:04:16

				Max Wait Time				0:15:55		0:30:53		0:16:26		0:25:47		0:15:14				0:30:53

				Service Level (<80% calls under 5 min)				76.63%		62.36%		58.54%		49.62%		80.68%				65.56%

				Talk Time (Avg)				0:08:30		0:07:46		0:07:12		0:07:28		0:07:52				0:07:45

				Call Handle Time (Avg)				0:13:21		0:12:56		0:11:35		0:12:38		0:12:31				0:12:36

				Max Agents				6.83		6.36		7.88		9.12		9.18				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				237		221		247		265		210				1180

				Calls Handled				211		207		224		227		176				1045

				Calls Abandoned				26		14		23		38		33				134

				Abandon % (>5%)(Less Short Aban)				10.97%		6.33%		9.31%		14.34%		15.71%				11.33%

				Avg Time to Abandon				0:06:58		0:08:33		0:08:10		0:07:05		0:11:33				0:08:27

		 		Average Wait Time (>5 min)				0:08:12		0:06:21		0:10:59		0:12:11		0:17:55				0:11:07

				Max Wait Time				0:29:11		0:26:38		0:27:55		0:30:36		0:52:58				0:52:58

				Service Level (<80% calls under 5 min)				46.45%		55.07%		23.21%		22.47%		23.86%				34.21%

				Talk Time (Avg)				0:07:21		0:07:24		0:06:56		0:06:50		0:07:47				0:07:15

				Call Handle Time (Avg)				0:10:03		0:10:01		0:09:45		0:09:37		0:11:00				0:10:05

				Max Agents				4.94		4.83		4.96		5.04		4.28				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				171		130		157		148		166				772

				Calls Handled				137		117		146		124		138				663

				Calls Abandoned				23		10		9		15		20				78

				Abandon % (>5%)(Less Short Aban)				16.97%		8.49%		6.09%		12.47%		14.77%				11.76%

				Avg Time to Abandon				0:20:46		0:11:11		0:09:28		0:12:49		0:17:20				0:14:18

				Average Wait Time (>5 min)				0:28:15		0:11:32		0:08:31		0:15:11		0:23:01				0:17:18

				Max Wait Time				0:56:48		0:36:14		0:28:30		0:36:34		0:59:56				0:59:56

				Service Level (<95% calls under 5 min)				9.03%		23.02%		16.24%		16.16%		5.31%				13.95%

				Talk Time (Avg)				0:10:08		0:09:10		0:09:15		0:11:49		0:10:14				0:10:07

				Call Handle Time (Avg)				0:17:11		0:17:08		0:17:31		0:19:36		0:17:47				0:17:50

				Percent. calls transferred by CSS				14.45%		11.66%		15.94%		14.40%		15.47%				14.38%

				Max Agents				23.89		20.73		20.76		22.25		21.72				24

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		1		0		1		1				4

				Connected				244		122		103		139		201				809

				Error				2		0		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				11		5		4		2		6				28

				No Response				17		9		4		11		23				64

				Total Requests				275		137		111		153		231				907

				% Connected				89%		89%		93%		91%		87%				89.69%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		2		0		2		2				7

				Connected				191		188		170		150		224				923

				Error				2		1		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				7		12		3		3		14				39

				No Response				19		19		14		13		24				89

				Total Requests				220		222		187		168		264				1061

				% Connected				87%		85%		91%		89%		85%				87.31%

































































































































































3.17.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				1141		1051		889		829		875				4785

				Calls Handled				1031		980		850		797		810				4468

				Calls Abandoned				88		64		29		29		53				263

				Abandon % (>5%)(Less Short Aban)				7.71%		6.10%		3.21%		3.53%		6.07%				5.32%

				Avg Time to Abandon				0:09:42		0:13:36		0:08:04		0:10:59		0:09:04				0:10:17

				Average Wait Time (>5 min)				0:10:10		0:07:33		0:03:52		0:03:43		0:07:26				0:06:32

				Max Wait Time				0:37:46		0:49:06		0:29:38		0:31:40		0:26:36				0:49:06

				Service Level (<80% calls under 5 min)				32.67%		52.57%		68.67%		75.25%		47.26%				55.29%

				Talk Time (Avg)				0:08:23		0:08:35		0:08:38		0:08:49		0:08:47				0:08:38

				Call Handle Time (Avg)				0:14:59		0:15:17		0:15:24		0:15:24		0:15:23				0:15:17

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.23%		82.44%		84.00%		85.21%		85.26%				84.23%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				143		146		139		106		114				648

		 		Short Abandon (under 60 seconds)				7		5		4		0		3				19

				% of calls answered in under 10 minutes				50.13%		71.91%		87.08%		84.95%		60.39%				70.89%

				Occupancy				na		na		na		na		na				na

				Max Agents				53		51		44		40		42				53



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				194		207		186		179		217				983

				Calls Handled				183		197		180		178		193				931

				Calls Abandoned				10		8		5		1		23				47

				Abandon % (>5%)(Less Short Aban)				5.15%		3.86%		2.69%		0.56%		10.60%				4.57%

				Avg Time to Abandon				0:03:31		0:06:44		0:00:58		0:00:43		0:06:38				0:03:42

				Average Wait Time (>5 min)				0:03:30		0:02:54		0:02:24		0:00:36		0:05:11				0:02:55

				Max Wait Time				0:17:50		0:23:34		0:13:32		0:12:42		0:32:44				0:32:44

				Service Level (<80% calls under 5 min)				74.32%		77.16%		79.44%		97.75%		62.69%				78.27%

				Talk Time (Avg)				0:07:07		0:07:19		0:07:13		0:07:06		0:07:48				0:07:18

				Call Handle Time (Avg)				0:12:39		0:13:14		0:12:17		0:11:35		0:13:00				0:12:33

				Max Agents				6.43		7.24		6.14		5.76		6.97				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				264		248		256		259		219				1246

				Calls Handled				207		210		219		205		182				1023

				Calls Abandoned				57		38		36		54		37				222

				Abandon % (>5%)(Less Short Aban)				21.59%		15.32%		14.06%		20.85%		16.89%				17.74%

				Avg Time to Abandon				0:09:48		0:07:15		0:09:36		0:12:18		0:11:09				0:10:01

		 		Average Wait Time (>5 min)				0:18:47		0:14:20		0:11:44		0:19:44		0:16:43				0:16:15

				Max Wait Time				0:36:28		0:36:40		0:51:27		0:47:10		0:39:14				0:51:27

				Service Level (<80% calls under 5 min)				3.86%		8.57%		43.38%		18.05%		23.63%				19.50%

				Talk Time (Avg)				0:07:42		0:07:15		0:07:06		0:06:41		0:07:39				0:07:16

				Call Handle Time (Avg)				0:10:00		0:09:47		0:09:35		0:09:23		0:10:45				0:09:54

				Max Agents				4.58		4.77		4.76		4.23		4.28				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				143		146		139		106		114				648

				Calls Handled				132		127		133		100		104				596

				Calls Abandoned				9		14		4		5		8				39

				Abandon % (>5%)(Less Short Aban)				6.44%		10.71%		3.02%		5.23%		7.24%				6.53%

				Avg Time to Abandon				0:08:45		0:16:06		0:08:21		0:14:13		0:08:45				0:11:14

				Average Wait Time (>5 min)				0:07:48		0:12:56		0:04:11		0:06:46		0:09:07				0:08:09

				Max Wait Time				0:25:44		0:49:06		0:29:38		0:31:40		0:24:09				0:49:06

				Service Level (<95% calls under 5 min)				20.13%		14.69%		42.86%		43.99%		24.23%				29.18%

				Talk Time (Avg)				0:09:15		0:10:40		0:10:14		0:09:27		0:10:29				0:10:01

				Call Handle Time (Avg)				0:17:15		0:18:57		0:18:11		0:17:56		0:18:25				0:18:08

				Percent. calls transferred by CSS				12.53%		13.89%		15.64%		12.79%		13.03%				13.58%

				Max Agents				22.31		24.56		20.04		17.12		18.35				25

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Busy				0		0		1		0		0				1

				Caller canceled				0		1		0		0		1				2

				Connected				70		142		52		73		107				444

				Error				0		0		0		2		2				4

				Invalid Number				0		0		0		0		0				0

				No Answer				2		2		1		6		2				13

				No Response				3		7		10		3		6				29

				Total Requests				75		152		64		84		118				493

				% Connected				93%		93%		81%		87%		91%				89.12%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		1		0		0		1				4

				Connected				183		80		78		38		112				491

				Error				3		0		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				5		3		1		2		8				19

				No Response				15		8		6		3		14				46

				Total Requests				208		92		85		43		135				563

				% Connected				88%		87%		92%		88%		83%				87.61%

































































































































































3.10.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				1024		924		840		867		819				4474

				Calls Handled				944		871		792		783		732				4121

				Calls Abandoned				73		41		46		69		76				305

				Abandon % (>5%)(Less Short Aban)				7.11%		4.49%		5.43%		8.01%		9.28%				6.86%

				Avg Time to Abandon				0:09:55		0:07:56		0:09:26		0:09:20		0:09:18				0:09:11

				Average Wait Time (>5 min)				0:07:21		0:03:36		0:05:24		0:09:38		0:10:42				0:07:20

				Max Wait Time				0:43:53		0:20:35		0:31:55		0:56:17		0:37:56				0:56:17

				Service Level (<80% calls under 5 min)				52.99%		69.83%		58.38%		41.47%		37.65%				52.07%

				Talk Time (Avg)				0:08:35		0:09:08		0:08:12		0:08:35		0:08:22				0:08:34

				Call Handle Time (Avg)				0:14:52		0:15:37		0:14:27		0:14:56		0:15:09				0:15:00

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.50%		85.13%		85.00%		83.82%		83.86%				84.06%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				101		100		118		94		97				510

		 		Short Abandon (under 60 seconds)				2		1		1		5		9				18

				% of calls answered in under 10 minutes				72.54%		88.12%		78.36%		60.02%		57.09%				71.23%

				Occupancy				na		na		na		na		na				na

				Max Agents				46		44		38		40		39				46



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				189		212		201		197		164				963

				Calls Handled				171		196		192		187		159				905

				Calls Abandoned				15		16		9		10		5				55

				Abandon % (>5%)(Less Short Aban)				7.94%		7.55%		4.48%		5.08%		3.05%				5.62%

				Avg Time to Abandon				0:03:29		0:04:27		0:03:41		0:02:48		0:09:19				0:04:44

				Average Wait Time (>5 min)				0:04:26		0:05:23		0:03:02		0:03:24		0:02:21				0:03:43

				Max Wait Time				0:25:25		0:24:20		0:26:16		0:19:09		0:16:47				0:26:16

				Service Level (<80% calls under 5 min)				67.84%		55.61%		81.77%		70.05%		81.13%				71.28%

				Talk Time (Avg)				0:07:50		0:08:12		0:07:25		0:06:43		0:07:20				0:07:30

				Call Handle Time (Avg)				0:12:16		0:13:35		0:12:19		0:11:42		0:12:17				0:12:25

				Max Agents				7.75		7.40		6.57		6.07		5.42				8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				242		245		263		243		253				1246

				Calls Handled				207		205		237		228		230				1107

				Calls Abandoned				35		40		25		15		22				137

				Abandon % (>5%)(Less Short Aban)				14.46%		16.33%		9.51%		6.17%		8.70%				11.03%

				Avg Time to Abandon				0:10:47		0:07:17		0:06:31		0:06:20		0:03:08				0:06:48

		 		Average Wait Time (>5 min)				0:17:34		0:15:32		0:09:13		0:05:15		0:07:29				0:11:00

				Max Wait Time				0:37:12		0:32:16		0:30:49		0:31:49		0:20:21				0:37:12

				Service Level (<80% calls under 5 min)				17.39%		9.27%		41.35%		68.42%		35.65%				34.42%

				Talk Time (Avg)				0:07:21		0:07:57		0:06:56		0:06:50		0:06:56				0:07:12

				Call Handle Time (Avg)				0:10:00		0:10:25		0:09:18		0:09:18		0:09:18				0:09:39

				Max Agents				4.68		4.92		5.11		4.81		4.92				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				101		100		118		94		97				510

				Calls Handled				94		97		109		85		86				472

				Calls Abandoned				6		2		7		7		9				31

				Abandon % (>5%)(Less Short Aban)				6.77%		2.33%		6.27%		7.71%		9.86%				6.59%

				Avg Time to Abandon				0:13:39		0:07:01		0:11:52		0:10:47		0:09:01				0:10:28

				Average Wait Time (>5 min)				0:10:32		0:03:53		0:06:58		0:12:36		0:13:37				0:09:31

				Max Wait Time				0:43:53		0:19:16		0:31:55		0:56:17		0:37:56				0:56:17

				Service Level (<95% calls under 5 min)				26.63%		43.57%		26.58%		31.56%		10.54%				27.78%

				Talk Time (Avg)				0:09:56		0:10:45		0:09:10		0:10:29		0:09:24				0:09:56

				Call Handle Time (Avg)				0:17:06		0:18:14		0:17:04		0:17:32		0:16:45				0:17:20

				Percent. calls transferred by CSS				9.86%		10.82%		14.05%		10.84%		11.84%				11.48%

				Max Agents				18.94		17.36		17.38		17.67		16.50				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		1		2				4

				Connected				104		76		68		69		66				383

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		4		1		3				10

				No Response				11		6		3		5		6				31

				Total Requests				117		83		76		76		77				429

				% Connected				89%		92%		89%		91%		86%				89.29%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		2		2				4

				Connected				87		76		77		132		91				463

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		1		4		4				11

				No Response				4		6		5		5		8				28

				Total Requests				93		83		83		143		105				507

				% Connected				94%		92%		93%		92%		87%				91.37%

































































































































































3.3.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				1179		1096		983		941		835				5034

				Calls Handled				956		925		883		837		755				4357

				Calls Abandoned				205		150		85		85		72				596

				Abandon % (>5%)(Less Short Aban)				17.37%		13.66%		8.64%		9.04%		8.58%				11.46%

				Avg Time to Abandon				0:15:17		0:23:15		0:20:12		0:09:17		0:10:48				0:15:45

				Average Wait Time (>5 min)				0:20:03		0:14:10		0:08:31		0:08:57		0:10:04				0:12:21

				Max Wait Time				1:03:03		2:01:41		2:01:36		0:28:56		0:43:23				2:01:41

				Service Level (<80% calls under 5 min)				19.06%		32.37%		37.99%		28.88%		37.93%				31.25%

				Talk Time (Avg)				0:08:45		0:08:22		0:08:50		0:08:26		0:09:04				0:08:41

				Call Handle Time (Avg)				0:14:55		0:14:40		0:15:28		0:15:14		0:15:33				0:15:10

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.38%		82.70%		84.03%		84.59%		84.72%				83.48%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				139		134		116		110		109				608

		 		Short Abandon (under 60 seconds)				12		7		10		4		6				39

				% of calls answered in under 10 minutes				24.88%		44.93%		64.54%		54.76%		57.95%				49.41%

				Occupancy				na		na		na		na		na				na

				Max Agents				55		50		47		44		41				55



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				208		218		153		189		170				938

				Calls Handled				188		207		142		178		154				869

				Calls Abandoned				19		9		9		10		15				62

				Abandon % (>5%)(Less Short Aban)				9.13%		4.13%		5.88%		5.29%		8.82%				6.65%

				Avg Time to Abandon				0:03:47		0:05:59		0:05:11		0:03:37		0:06:26				0:05:00

				Average Wait Time (>5 min)				0:04:23		0:02:49		0:02:41		0:03:48		0:03:34				0:03:27

				Max Wait Time				0:27:58		0:19:39		0:18:59		0:17:49		0:25:31				0:27:58

				Service Level (<80% calls under 5 min)				72.34%		82.13%		80.28%		68.54%		76.62%				75.98%

				Talk Time (Avg)				0:08:06		0:08:25		0:07:47		0:08:11		0:07:29				0:07:59

				Call Handle Time (Avg)				0:13:36		0:13:24		0:12:30		0:12:31		0:12:29				0:12:54

				Max Agents				8.36		8.64		4.97		7.18		6.60				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				269		264		251		274		251				1309

				Calls Handled				222		188		232		252		230				1124

				Calls Abandoned				47		75		19		22		21				184

				Abandon % (>5%)(Less Short Aban)				17.47%		28.41%		7.57%		8.03%		8.37%				13.97%

				Avg Time to Abandon				0:09:25		0:14:53		0:07:19		0:04:31		0:04:36				0:08:08

		 		Average Wait Time (>5 min)				0:15:47		0:24:57		0:09:19		0:05:18		0:04:56				0:12:03

				Max Wait Time				0:40:22		0:44:25		0:27:22		0:25:55		0:20:50				0:44:25

				Service Level (<80% calls under 5 min)				20.27%		6.38%		35.78%		59.13%		58.70%				36.05%

				Talk Time (Avg)				0:07:25		0:08:17		0:07:55		0:06:36		0:06:42				0:07:23

				Call Handle Time (Avg)				0:10:12		0:10:59		0:10:10		0:08:50		0:08:58				0:09:49

				Max Agents				5.15		4.71		5.44		5.11		4.68				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				139		134		116		110		109				608

				Calls Handled				109		110		104		98		94				514

				Calls Abandoned				22		17		10		9		11				68

				Abandon % (>5%)(Less Short Aban)				20.17%		15.30%		9.73%		8.95%		11.39%				13.11%

				Avg Time to Abandon				0:17:23		0:19:19		0:15:23		0:09:32		0:11:32				0:14:37

				Average Wait Time (>5 min)				0:24:07		0:17:36		0:09:18		0:07:32		0:13:26				0:14:23

				Max Wait Time				1:03:03		2:01:41		2:01:36		0:25:45		0:43:23				2:01:41

				Service Level (<95% calls under 5 min)				7.84%		17.05%		23.96%		18.06%		9.86%				15.35%

				Talk Time (Avg)				0:10:58		0:09:41		0:09:21		0:10:49		0:10:35				0:10:16

				Call Handle Time (Avg)				0:18:11		0:16:28		0:17:05		0:18:00		0:17:55				0:17:31

				Percent. calls transferred by CSS				11.79%		12.23%		11.80%		11.69%		13.05%				12.11%

				Max Agents				23.52		20.61		19.49		19.53		17.90				24

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Busy				0		0		0		0		2				2

				Caller canceled				5		3		2		0		2				12

				Connected				265		186		105		96		97				749

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				7		6		2		5		3				23

				No Response				26		24		10		11		8				79

				Total Requests				303		219		119		112		112				865

				% Connected				87%		85%		88%		86%		87%				86.59%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				5		4		1		0		0				10

				Connected				265		179		173		185		105				907

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				7		9		7		9		5				37

				No Response				26		12		17		11		12				78

				Total Requests				303		205		198		205		122				1033

				% Connected				87%		87%		87%		90%		86%				87.69%

































































































































































2.25.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week

				Calls Received				1278		1252		1188		1204		1065				5987

				Calls Handled				1112		1075		1079		1040		942				5248

				Calls Abandoned				140		168		90		154		105				658

				Abandon % (>5%)(Less Short Aban)				10.99%		13.40%		7.57%		12.81%		9.90%				10.93%

				Avg Time to Abandon				0:14:09		0:15:23		0:09:44		0:15:04		0:12:57				0:13:27

				Average Wait Time (>5 min)				0:16:21		0:15:16		0:09:10		0:15:18		0:15:09				0:14:14

				Max Wait Time				0:55:10		1:01:08		0:30:31		1:01:09		0:44:13				1:01:09

				Service Level (<80% calls under 5 min)				25.47%		20.24%		31.41%		22.49%		17.80%				23.48%

				Talk Time (Avg)				0:08:20		0:08:19		0:08:17		0:08:53		0:08:39				0:08:29

				Call Handle Time (Avg)				0:14:57		0:14:47		0:14:50		0:15:27		0:15:17				0:15:03

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.30%		83.63%		83.20%		83.69%		80.92%				83.15%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				187		203		238		186		167				981

		 		Short Abandon (under 60 seconds)				13		5		3		8		1				30

				% of calls answered in under 10 minutes				39.14%		37.02%		55.97%		43.56%		31.74%				41.48%

				Occupancy				na		na		na		na		na				na

				Max Agents				61		60		59		60		52				61



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week

				Calls Received				252		286		316		325		200				1379

				Calls Handled				232		244		288		303		180				1247

				Calls Abandoned				20		42		25		20		19				126

				Abandon % (>5%)(Less Short Aban)				7.94%		14.69%		7.91%		6.15%		9.50%				9.24%

				Avg Time to Abandon				0:05:43		0:10:05		0:06:06		0:04:48		0:04:37				0:06:15

				Average Wait Time (>5 min)				0:05:03		0:10:16		0:06:21		0:03:58		0:05:51				0:06:17

				Max Wait Time				0:23:16		0:50:11		0:26:08		0:26:12		0:25:04				0:50:11

				Service Level (<80% calls under 5 min)				59.48%		43.85%		55.56%		74.26%		53.89%				57.41%

				Talk Time (Avg)				0:07:25		0:07:50		0:07:42		0:07:57		0:07:51				0:07:45

				Call Handle Time (Avg)				0:13:12		0:13:52		0:12:11		0:13:41		0:12:40				0:13:07

				Max Agents				8.73		9.39		9.78		11.56		8.41				12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week

				Calls Received				305		279		304		269		254				1411

				Calls Handled				246		215		243		228		235				1167

				Calls Abandoned				59		64		60		41		19				243

				Abandon % (>5%)(Less Short Aban)				19.34%		22.94%		19.74%		15.24%		7.48%				16.95%

				Avg Time to Abandon				0:10:55		0:10:20		0:08:44		0:07:20		0:06:11				0:08:42

		 		Average Wait Time (>5 min)				0:19:04		0:18:47		0:15:35		0:12:21		0:06:47				0:14:30

				Max Wait Time				0:44:36		0:34:43		0:33:43		0:35:58		0:27:22				0:44:36

				Service Level (<80% calls under 5 min)				18.70%		4.19%		10.70%		25.44%		60.85%				23.97%

				Talk Time (Avg)				0:06:46		0:07:45		0:07:17		0:07:26		0:06:19				0:07:06

				Call Handle Time (Avg)				0:09:16		0:10:21		0:09:52		0:09:50		0:08:33				0:09:34

				Max Agents				5.34		5.17		5.96		5.10		4.64				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week

				Calls Received				187		203		238		186		167				981

				Calls Handled				168		165		220		147		148				848

				Calls Abandoned				16		29		15		28		14				102

				Abandon % (>5%)(Less Short Aban)				9.24%		17.41%		6.97%		19.32%		9.17%				12.42%

				Avg Time to Abandon				0:09:36		0:19:52		0:10:29		0:19:57		0:13:24				0:14:39

				Average Wait Time (>5 min)				0:11:37		0:22:10		0:09:56		0:27:19		0:17:02				0:17:36

				Max Wait Time				0:29:41		1:01:08		0:29:53		1:01:09		0:41:07				1:01:09

				Service Level (<95% calls under 5 min)				18.98%		19.44%		19.59%		7.55%		2.28%				13.57%

				Talk Time (Avg)				0:10:08		0:10:21		0:10:28		0:10:27		0:10:49				0:10:26

				Call Handle Time (Avg)				0:17:16		0:17:37		0:18:03		0:17:47		0:17:59				0:17:44

				Percent. calls transferred by CSS				14.63%		16.21%		20.03%		15.45%		15.68%				16.40%

				Max Agents				26.45		26.40		27.30		24.53		22.31				27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				3		0		0		0		2				5

				Connected				289		205		166		155		158				973

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				5		6		2		10		8				31

				No Response				26		19		3		12		7				67

				Total Requests				323		230		172		177		175				1077

				% Connected				89%		89%		97%		88%		90%				90.59%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		1-Mar		2-Mar		Week

				Busy				0		0		0		0		0				0

				Caller canceled				3		3		4		0		3				13

				Connected				289		245		173		175		234				1116

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				5		7		9		11		11				43

				No Response				26		18		13		13		19				89

				Total Requests				323		273		199		199		267				1261

				% Connected				90%		90%		87%		88%		88%				88.35%

































































































































































2.18.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week

				Calls Received						1385		1144		987		855				4371

				Calls Handled						1160		1031		945		845				3981

				Calls Abandoned						190		92		39		11				331

				Abandon % (>5%)(Less Short Aban)						13.70%		8.02%		3.95%		1.24%				6.73%

				Avg Time to Abandon						0:13:27		0:08:52		0:06:37		0:07:10				0:09:01

				Average Wait Time (>5 min)						0:18:03		0:08:11		0:03:07		0:01:38				0:07:44

				Max Wait Time						1:07:53		0:44:16		0:21:38		0:22:15				1:07:53

				Service Level (<80% calls under 5 min)						19.39%		38.58%		74.73%		90.11%				55.70%

				Talk Time (Avg)						0:08:07		0:08:10		0:08:11		0:08:34				0:08:15

				Call Handle Time (Avg)						0:14:19		0:13:55		0:14:20		0:14:58				0:14:23

				Transfer Out						na		na		na		na				na

				First Call Resolution %						83.13%		83.57%		84.24%		83.94%				83.72%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						213		190		177		191				771

		 		Short Abandon (under 60 seconds)						15		7		5		0				27

				% of calls answered in under 10 minutes						25.73%		66.97%		92.03%		95.54%				70.07%

				Occupancy						na		na		na		na				na

				Max Agents						63		51		46		44				63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week

				Calls Received						265		258		214		226				963

				Calls Handled						243		236		205		207				891

				Calls Abandoned						22		22		6		19				69

				Abandon % (>5%)(Less Short Aban)						8.30%		8.53%		2.80%		8.41%				7.01%

				Avg Time to Abandon						0:05:55		0:07:27		0:03:33		0:06:29				0:05:51

				Average Wait Time (>5 min)						0:05:52		0:05:35		0:01:52		0:05:52				0:04:47

				Max Wait Time						0:45:15		0:31:18		0:13:10		0:22:19				0:45:15

				Service Level (<80% calls under 5 min)						56.38%		68.22%		86.83%		55.56%				66.75%

				Talk Time (Avg)						0:08:49		0:08:15		0:08:16		0:08:10				0:08:22

				Call Handle Time (Avg)						0:14:21		0:13:35		0:14:09		0:13:03				0:13:47

				Max Agents						9.69		8.91		8.13		7.50				10				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week

				Calls Received						270		265		248		175				958

				Calls Handled						219		213		217		164				813

				Calls Abandoned						51		52		30		11				144

				Abandon % (>5%)(Less Short Aban)						18.89%		19.62%		12.10%		6.29%				14.23%

				Avg Time to Abandon						0:11:38		0:10:11		0:06:47		0:05:29				0:08:31

		 		Average Wait Time (>5 min)						0:17:03		0:16:09		0:08:57		0:04:24				0:11:38

				Max Wait Time						0:39:51		0:38:13		0:25:31		0:18:45				0:39:51

				Service Level (<80% calls under 5 min)						23.74%		12.68%		33.18%		61.59%				32.80%

				Talk Time (Avg)						0:07:07		0:08:02		0:07:11		0:06:25				0:07:11

				Call Handle Time (Avg)						0:09:54		0:11:02		0:09:21		0:08:47				0:09:46

				Max Agents						5.03		5.37		4.66		3.06				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week

				Calls Received						213		190		177		191				771

				Calls Handled						181		177		170		186				714

				Calls Abandoned						24		10		6		5				45

				Abandon % (>5%)(Less Short Aban)						13.52%		5.84%		3.49%		2.44%				6.32%

				Avg Time to Abandon						0:15:31		0:08:56		0:08:46		0:07:13				0:10:06

				Average Wait Time (>5 min)						0:20:07		0:08:07		0:04:15		0:03:01				0:08:52

				Max Wait Time						1:07:53		0:44:16		0:21:38		0:22:15				1:07:53

				Service Level (<95% calls under 5 min)						11.78%		15.85%		46.07%		51.78%				31.37%

				Talk Time (Avg)						0:10:50		0:09:47		0:09:49		0:10:40				0:10:16

				Call Handle Time (Avg)						0:18:13		0:16:37		0:17:09		0:18:14				0:17:33

				Percent. calls transferred by CSS						15.38%		16.61%		17.93%		22.34%				18.06%

				Max Agents						29.17		22.92		21.80		22.77				29

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week

				Busy						0		0		0		0				0

				Caller canceled						0		1		0		0				1

				Connected						269		150		56		34				509

				Error						1		0		0		0				1

				Invalid Number						0		0		0		0				0

				No Answer						5		2		0		0				7

				No Response						24		13		0		1				38

				Total Requests						299		166		56		35				556

				% Connected						90%		90%		100%		97%				94.37%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		Week

				Busy						0		0		0		0				0

				Caller canceled						6		0		0		0				6

				Connected						302		155		35		7				499

				Error						1		0		0		0				1

				Invalid Number						0		0		0		0				0

				No Answer						17		5		2		1				25

				No Response						20		19		6		0				45

				Total Requests						346		179		43		8				576

				% Connected						87%		87%		81%		88%				85.69%

































































































































































2.11.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week

				Calls Received				1078		980		790		872		908				4628

				Calls Handled				1017		953		772		863		880				4485

				Calls Abandoned				52		19		17		6		27				120

				Abandon % (>5%)(Less Short Aban)				4.81%		1.89%		2.17%		0.65%		2.98%				2.50%

				Avg Time to Abandon				0:25:55		0:05:59		0:07:01		0:05:12		0:08:03				0:10:26

				Average Wait Time (>5 min)				0:04:34		0:02:01		0:01:56		0:00:28		0:03:52				0:02:34

				Max Wait Time				2:01:29		0:14:51		0:35:32		0:10:38		0:21:50				2:01:29

				Service Level (<80% calls under 5 min)				66.11%		83.79%		88.43%		98.87%		69.07%				81.25%

				Talk Time (Avg)				0:08:17		0:08:22		0:08:32		0:08:07		0:08:07				0:08:17

				Call Handle Time (Avg)				0:14:43		0:15:07		0:14:40		0:14:01		0:14:02				0:14:30

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.26%		84.32%		84.48%		84.37%		82.38%				83.76%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				190		185		178		206		198				957

		 		Short Abandon (under 60 seconds)				0		1		1		2		1				5

				% of calls answered in under 10 minutes				83.47%		96.21%		94.37%		99.91%		83.83%				91.56%

				Occupancy				na		na		na		na		na				na

				Max Agents				52		49		39		42		43				52



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week

				Calls Received				233		223		180		160		167				963

				Calls Handled				215		210		169		154		164				912

				Calls Abandoned				17		12		11		5		2				47

				Abandon % (>5%)(Less Short Aban)				7.30%		5.38%		6.11%		3.12%		1.20%				4.62%

				Avg Time to Abandon				0:05:52		0:08:01		0:05:09		0:03:10		0:03:31				0:05:08

				Average Wait Time (>5 min)				0:04:33		0:03:42		0:04:12		0:01:49		0:00:17				0:02:54

				Max Wait Time				0:20:14		0:18:21		0:21:31		0:14:05		0:05:19				0:21:31

				Service Level (<80% calls under 5 min)				61.86%		68.10%		63.91%		87.66%		99.39%				76.18%

				Talk Time (Avg)				0:08:35		0:08:10		0:08:35		0:08:25		0:07:58				0:08:20

				Call Handle Time (Avg)				0:14:31		0:14:10		0:15:46		0:14:07		0:12:32				0:14:13

				Max Agents				8.66		8.27		7.44		6.08		5.75				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week

				Calls Received				248		228		229		242		240				1187

				Calls Handled				199		198		205		212		211				1025

				Calls Abandoned				48		30		24		30		29				161

				Abandon % (>5%)(Less Short Aban)				19.35%		13.16%		10.48%		12.40%		12.08%				13.49%

				Avg Time to Abandon				0:07:57		0:07:48		0:09:49		0:08:08		0:05:20				0:07:48

		 		Average Wait Time (>5 min)				0:14:48		0:13:19		0:06:57		0:11:38		0:07:46				0:10:53

				Max Wait Time				0:39:51		0:29:36		0:31:03		0:32:21		0:29:06				0:39:51

				Service Level (<80% calls under 5 min)				27.14%		18.18%		62.93%		18.40%		45.50%				34.43%

				Talk Time (Avg)				0:07:25		0:06:55		0:07:29		0:06:35		0:06:56				0:07:04

				Call Handle Time (Avg)				0:09:55		0:09:20		0:09:56		0:09:11		0:09:42				0:09:36

				Max Agents				5.51		4.15		4.63		4.22		4.62				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week

				Calls Received				190		185		178		206		198				957

				Calls Handled				175		182		170		203		190				920

				Calls Abandoned				11		2		6		2		6				27

				Abandon % (>5%)(Less Short Aban)				6.21%		1.09%		3.60%		0.90%		3.40%				3.04%

				Avg Time to Abandon				0:23:33		0:06:20		0:07:06		0:03:44		0:07:47				0:09:42

				Average Wait Time (>5 min)				0:06:27		0:01:35		0:03:42		0:00:42		0:05:33				0:03:35

				Max Wait Time				2:01:24		0:13:05		0:35:32		0:10:38		0:21:50				2:01:24

				Service Level (<95% calls under 5 min)				35.50%		67.25%		55.58%		73.64%		31.66%				52.73%

				Talk Time (Avg)				0:10:09		0:10:41		0:10:24		0:10:12		0:10:22				0:10:21

				Call Handle Time (Avg)				0:18:00		0:18:28		0:17:36		0:17:16		0:17:40				0:17:48

				Percent. calls transferred by CSS				17.63%		18.88%		22.53%		23.62%		21.81%				20.89%

				Max Agents				25.73		23.53		19.00		21.18		21.62				26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				132		32		30		3		57				254

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		1				2

				No Response				3		2		3		0		2				10

				Total Requests				136		34		33		3		61				267

				% Connected				97%		94%		91%		100%		93%				95.11%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		2		0		0		0				2

				Connected				59		32		4		0		36				131

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				5		2		2		0		0				9

				Total Requests				65		36		6		0		36				143

				% Connected				91%		89%		67%		na		100%				86.58%

































































































































































2.4.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week

				Calls Received				1105		1147		1003		869		883				5007

				Calls Handled				1071		1062		982		832		852				4799

				Calls Abandoned				30		85		19		32		27				193

				Abandon % (>5%)(Less Short Aban)				2.70%		7.41%		1.85%		3.67%		3.11%				3.75%

				Avg Time to Abandon				0:06:30		0:11:02		0:06:39		0:07:51		0:08:20				0:08:04

				Average Wait Time (>5 min)				0:01:52		0:06:22		0:01:59		0:04:15		0:04:18				0:03:45

				Max Wait Time				0:23:21		2:00:56		0:15:33		0:20:28		0:24:53				2:00:56

				Service Level (<80% calls under 5 min)				87.53%		60.64%		85.00%		63.77%		64.59%				72.31%

				Talk Time (Avg)				0:08:16		0:08:02		0:07:53		0:08:08		0:08:25				0:08:08

				Call Handle Time (Avg)				0:14:35		0:14:30		0:13:57		0:14:53		0:14:57				0:14:34

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.46%		81.81%		81.41%		82.82%		84.77%				82.86%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				226		216		188		166		147				943

		 		Short Abandon (under 60 seconds)				3		9		0		4		2				18

				% of calls answered in under 10 minutes				95.66%		76.72%		98.46%		82.14%		86.62%				87.92%

				Occupancy				na		na		na		na		na				na

				Max Agents				54		55		46		43		43				55



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week

				Calls Received				241		239		176		201		186				1043

				Calls Handled				223		224		166		190		172				975

				Calls Abandoned				18		13		8		11		12				62

				Abandon % (>5%)(Less Short Aban)				7.47%		5.44%		4.55%		5.47%		6.45%				5.88%

				Avg Time to Abandon				0:04:42		0:06:56		0:05:19		0:04:54		0:10:38				0:06:29

				Average Wait Time (>5 min)				0:03:36		0:05:05		0:03:00		0:04:57		0:05:16				0:04:22

				Max Wait Time				0:23:22		0:18:58		0:16:04		0:22:33		0:50:58				0:50:58

				Service Level (<80% calls under 5 min)				73.99%		57.59%		74.70%		60.53%		72.09%				67.78%

				Talk Time (Avg)				0:07:52		0:08:32		0:08:30		0:07:59		0:08:30				0:08:16

				Call Handle Time (Avg)				0:13:04		0:13:48		0:14:02		0:14:10		0:13:24				0:13:41

				Max Agents				8.10		8.59		6.51		7.48		6.43				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week

				Calls Received				231		243		231		256		200				1161

				Calls Handled				178		176		185		200		178				917

				Calls Abandoned				53		67		46		56		21				243

				Abandon % (>5%)(Less Short Aban)				22.94%		27.57%		19.91%		21.88%		10.50%				20.56%

				Avg Time to Abandon				0:13:26		0:10:29		0:09:04		0:11:54		0:12:42				0:11:31

		 		Average Wait Time (>5 min)				0:19:02		0:20:14		0:19:05		0:19:15		0:13:29				0:18:13

				Max Wait Time				0:42:31		0:41:35		0:44:04		0:35:11		0:46:01				0:46:01

				Service Level (<80% calls under 5 min)				16.29%		9.09%		8.65%		11.00%		35.39%				16.08%

				Talk Time (Avg)				0:08:07		0:07:17		0:08:16		0:06:59		0:07:03				0:07:32

				Call Handle Time (Avg)				0:10:21		0:09:57		0:10:50		0:09:29		0:09:24				0:10:00

				Max Agents				5.12		4.86		5.56		5.27		4.65				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week

				Calls Received				226		216		188		166		147				943

				Calls Handled				220		188		185		159		142				894

				Calls Abandoned				4		20		3		6		4				37

				Abandon % (>5%)(Less Short Aban)				1.96%		10.85%		1.45%		3.50%		2.68%				4.09%

				Avg Time to Abandon				0:06:14		0:12:32		0:05:35		0:07:36		0:07:41				0:07:55

				Average Wait Time (>5 min)				0:02:51		0:10:59		0:02:00		0:04:44		0:05:09				0:05:08

				Max Wait Time				0:23:21		2:00:56		0:15:33		0:20:28		0:20:24				2:00:56

				Service Level (<95% calls under 5 min)				53.05%		22.70%		51.04%		35.83%		32.60%				39.04%

				Talk Time (Avg)				0:10:13		0:10:06		0:09:22		0:09:27		0:09:53				0:09:48

				Call Handle Time (Avg)				0:17:49		0:18:04		0:16:28		0:17:03		0:17:36				0:17:24

				Percent. calls transferred by CSS				20.45%		18.83%		18.74%		19.10%		16.65%				18.76%

				Max Agents				25.27		27.28		22.12		20.30		20.03				27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				47		140		21		86		64				358

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		10		1		1		1				13

				No Response				1		12		1		3		3				20

				Total Requests				48		163		23		90		68				392

				% Connected				98%		86%		91%		96%		94%				92.96%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				17		22		22		72		58				191

				Error				0		1		0		1		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				1		1		0		3		3				8

				No Response				0		0		2		4		5				11

				Total Requests				18		24		24		80		66				212

				% Connected				94%		92%		92%		90%		88%				91.13%

































































































































































1.28.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week

				Calls Received				1402		1572		1600		1133		998				6705

				Calls Handled				1117		1243		1213		1022		890				5485

				Calls Abandoned				235		279		315		95		104				1028

				Abandon % (>5%)(Less Short Aban)				16.73%		17.77%		19.69%		8.36%		10.42%				14.59%

				Avg Time to Abandon				0:14:48		0:17:04		0:19:05		0:11:14		0:11:16				0:14:41

				Average Wait Time (>5 min)				0:26:06		0:29:22		0:36:23		0:12:23		0:11:28				0:23:08

				Max Wait Time				1:04:21		1:11:43		1:28:19		0:40:13		0:52:48				1:28:19

				Service Level (<80% calls under 5 min)				12.80%		4.84%		6.01%		24.65%		36.49%				16.96%

				Talk Time (Avg)				0:08:35		0:08:40		0:08:34		0:08:15		0:08:21				0:08:29

				Call Handle Time (Avg)				0:15:10		0:15:31		0:15:18		0:14:48		0:15:11				0:15:11

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.71%		81.36%		83.37%		80.82%		81.69%				82.39%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				224		240		264		231		192				1151

		 		Short Abandon (under 60 seconds)				11		9		10		5		4				39

				% of calls answered in under 10 minutes				17.75%		13.88%		7.70%		47.36%		55.68%				28.47%

				Occupancy				na		na		na		na		na				na

				Max Agents				68		78		79		56		51				79



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week

				Calls Received				294		343		383		276		196				1492

				Calls Handled				277		297		314		236		190				1314

				Calls Abandoned				17		45		69		37		5				173

				Abandon % (>5%)(Less Short Aban)				5.78%		13.12%		18.02%		13.41%		2.55%				10.58%

				Avg Time to Abandon				0:04:05		0:11:54		0:14:59		0:10:44		0:03:48				0:09:06

				Average Wait Time (>5 min)				0:06:11		0:13:01		0:22:11		0:09:23		0:03:15				0:10:48

				Max Wait Time				0:23:37		0:48:05		1:15:29		0:45:57		0:18:32				1:15:29

				Service Level (<80% calls under 5 min)				53.43%		32.66%		34.08%		48.73%		73.68%				48.52%

				Talk Time (Avg)				0:08:48		0:08:54		0:09:08		0:09:29		0:09:46				0:09:13

				Call Handle Time (Avg)				0:13:59		0:13:57		0:13:33		0:14:59		0:15:29				0:14:23

				Max Agents				10.76		11.50		11.82		9.82		8.17				12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week

				Calls Received				255		244		285		280		260				1324

				Calls Handled				188		178		213		208		208				995

				Calls Abandoned				66		66		72		72		51				327

				Abandon % (>5%)(Less Short Aban)				25.88%		27.05%		25.26%		25.71%		19.62%				24.70%

				Avg Time to Abandon				0:12:34		0:14:03		0:10:26		0:11:29		0:09:25				0:11:35

		 		Average Wait Time (>5 min)				0:21:44		0:25:13		0:20:19		0:19:25		0:13:54				0:20:07

				Max Wait Time				0:46:27		0:42:31		0:47:34		0:45:41		0:31:59				0:47:34

				Service Level (<80% calls under 5 min)				20.74%		5.62%		8.45%		13.94%		19.71%				13.69%

				Talk Time (Avg)				0:08:15		0:08:24		0:07:42		0:07:04		0:06:52				0:07:39

				Call Handle Time (Avg)				0:10:45		0:11:12		0:10:18		0:09:31		0:09:18				0:10:12

				Max Agents				4.60		4.51		4.92		4.31		4.27				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week

				Calls Received				224		240		264		231		192				1151

				Calls Handled				196		183		202		207		157				945

				Calls Abandoned				21		36		41		18		25				141

				Abandon % (>5%)(Less Short Aban)				10.57%		19.72%		20.49%		8.55%		16.13%				15.09%

				Avg Time to Abandon				0:12:45		0:20:30		0:23:09		0:11:39		0:13:22				0:16:17

				Average Wait Time (>5 min)				0:19:17		0:32:14		0:41:44		0:17:50		0:22:17				0:26:40

				Max Wait Time				0:46:06		1:11:43		1:28:19		0:40:13		0:52:48				1:28:19

				Service Level (<95% calls under 5 min)				5.12%		6.68%		7.37%		6.04%		5.25%				6.09%

				Talk Time (Avg)				0:10:50		0:11:06		0:10:08		0:10:29		0:10:59				0:10:42

				Call Handle Time (Avg)				0:18:59		0:19:05		0:17:45		0:18:16		0:19:19				0:18:40

				Percent. calls transferred by CSS				15.98%		15.27%		16.50%		20.39%		19.24%				17.47%

				Max Agents				31.40		34.64		34.39		27.28		24.93				35

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		2		1		0		1				5

				Connected				306		303		306		255		193				1363

				Error				0		0		0		0		0				0

				Invalid Number				0		1		0		0		0				1

				No Answer				15		7		8		11		7				48

				No Response				23		32		30		27		14				126

				Total Requests				345		345		345		293		215				1543

				% Connected				89%		88%		89%		87%		90%				88.40%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		Week

				Busy				0		0		0		0		0				0

				Caller canceled				5		7		4		0		1				17

				Connected				296		298		279		255		93				1221

				Error				0		3		0		0		1				4

				Invalid Number				0		0		0		0		0				0

				No Answer				17		11		19		11		4				62

				No Response				31		27		50		27		12				147

				Total Requests				349		346		352		293		111				1451

				% Connected				85%		86%		79%		87%		84%				84.20%

































































































































































1.21.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week

				Calls Received				1250		1148		994		950		1000				5342

				Calls Handled				1103		1060		950		941		943				4996

				Calls Abandoned				128		73		34		8		49				292

				Abandon % (>5%)(Less Short Aban)				10.27%		6.33%		3.45%		0.81%		4.92%				5.16%

				Avg Time to Abandon				0:12:54		0:07:55		0:06:59		0:06:58		0:07:47				0:08:30

				Average Wait Time (>5 min)				0:11:05		0:06:04		0:02:36		0:00:46		0:05:10				0:05:08

				Max Wait Time				0:56:58		0:33:31		0:15:43		0:17:24		0:30:15				0:56:58

				Service Level (<80% calls under 5 min)				31.48%		56.84%		75.04%		96.38%		63.60%				64.67%

				Talk Time (Avg)				0:08:33		0:08:12		0:08:26		0:08:07		0:08:20				0:08:19

				Call Handle Time (Avg)				0:15:06		0:14:42		0:15:07		0:14:30		0:15:11				0:14:55

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.47%		83.55%		84.02%		83.67%		83.30%				83.60%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				221		164		165		168		199				917

		 		Short Abandon (under 60 seconds)				10		8		3		0		4				25

				% of calls answered in under 10 minutes				50.73%		80.40%		98.03%		99.28%		81.18%				81.92%

				Occupancy				na		na		na		na		na				na

				Max Agents				62		53		48		45		50				62



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week

				Calls Received				297		289		203		240		227				1256

				Calls Handled				264		258		194		219		213				1148

				Calls Abandoned				33		31		8		21		13				106

				Abandon % (>5%)(Less Short Aban)				11.11%		10.73%		3.94%		8.75%		5.73%				8.05%

				Avg Time to Abandon				0:07:55		0:09:04		0:04:24		0:07:00		0:05:44				0:06:49

				Average Wait Time (>5 min)				0:07:53		0:11:53		0:03:05		0:06:47		0:04:15				0:06:46

				Max Wait Time				0:39:55		0:47:56		0:19:58		0:39:11		0:20:56				0:47:56

				Service Level (<80% calls under 5 min)				55.68%		41.86%		76.29%		57.99%		65.26%				59.42%

				Talk Time (Avg)				0:08:36		0:08:23		0:09:46		0:09:14		0:07:40				0:08:43

				Call Handle Time (Avg)				0:13:50		0:14:10		0:15:15		0:14:38		0:13:04				0:14:11

				Max Agents				10.15		10.15		8.22		8.90		7.73				10				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week

				Calls Received				267		241		271		248		221				1248

				Calls Handled				179		184		200		190		190				943

				Calls Abandoned				88		57		71		58		30				304

				Abandon % (>5%)(Less Short Aban)				32.96%		23.65%		26.20%		23.39%		13.57%				23.95%

				Avg Time to Abandon				0:12:53		0:14:15		0:15:20		0:14:11		0:09:18				0:13:11

		 		Average Wait Time (>5 min)				0:26:32		0:18:17		0:31:02		0:27:08		0:14:57				0:23:35

				Max Wait Time				0:48:20		0:46:57		0:53:53		0:53:30		0:36:26				0:53:53

				Service Level (<80% calls under 5 min)				9.50%		17.93%		4.00%		8.95%		20.00%				12.08%

				Talk Time (Avg)				0:07:30		0:07:37		0:08:36		0:08:20		0:07:49				0:07:58

				Call Handle Time (Avg)				0:09:41		0:10:18		0:11:12		0:11:01		0:10:27				0:10:31

				Max Agents				4.81		4.26		5.02		4.69		4.44				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week

				Calls Received				221		164		165		168		199				917

				Calls Handled				190		154		164		164		189				862

				Calls Abandoned				23		7		0		2		6				38

				Abandon % (>5%)(Less Short Aban)				12.13%		4.36%		0.00%		1.18%		3.39%				4.21%

				Avg Time to Abandon				0:16:56		0:08:44		0:00:00		0:08:24		0:09:27				0:08:42

				Average Wait Time (>5 min)				0:14:30		0:07:14		0:00:55		0:01:09		0:05:22				0:05:50

				Max Wait Time				0:56:58		0:33:31		0:09:55		0:17:24		0:30:15				0:56:58

				Service Level (<95% calls under 5 min)				20.52%		41.50%		72.62%		74.76%		35.41%				48.96%

				Talk Time (Avg)				0:11:15		0:10:12		0:10:08		0:09:54		0:10:20				0:10:21

				Call Handle Time (Avg)				0:18:58		0:17:09		0:17:38		0:17:13		0:18:35				0:17:54

				Percent. calls transferred by CSS				17.68%		14.29%		16.60%		17.68%		19.90%				17.23%

				Max Agents				28.64		21.85		21.24		20.21		24.35				29

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week

				Busy				1		0		0		0		0				1

				Caller canceled				211		0		0		0		0				211

				Connected				0		98		11		10		79				198

				Error				0		0		0		0		0				0

				Invalid Number				4		0		0		0		0				4

				No Answer				15		4		0		0		3				22

				No Response				231		9		0		1		3				244

				Total Requests				1		111		11		11		85				219

				% Connected				91%		88%		100%		91%		93%				92.63%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				3		0		0		0		0				3

				Connected				214		102		66		0		83				465

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				4		4		4		0		9				21

				No Response				20		8		3		0		5				36

				Total Requests				241		114		73		0		97				525

				% Connected				89%		89%		90%		na		86%				88.56%

































































































































































1.14.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week

				Calls Received						1754		1263		964		961				4942

				Calls Handled						1335		1202		934		889				4361

				Calls Abandoned						330		57		22		53				462

				Abandon % (>5%)(Less Short Aban)						18.79%		4.55%		2.32%		5.50%				7.79%

				Avg Time to Abandon						0:19:51		0:08:56		0:06:10		0:09:09				0:11:01

				Average Wait Time (>5 min)						0:36:33		0:05:04		0:01:16		0:05:29				0:12:05

				Max Wait Time						1:15:08		0:43:18		0:15:35		0:35:18				1:15:08

				Service Level (<80% calls under 5 min)						6.86%		67.83%		91.70%		60.80%				56.80%

				Talk Time (Avg)						0:08:38		0:08:29		0:08:29		0:08:58				0:08:38

				Call Handle Time (Avg)						0:16:31		0:15:29		0:15:26		0:16:09				0:15:53

				Transfer Out						na		na		na		na				na

				First Call Resolution %						84.93%		82.01%		84.36%		83.33%				83.66%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						268		252		202		185				907

		 		Short Abandon (under 60 seconds)						15		1		2		4				22

				% of calls answered in under 10 minutes						8.47%		84.47%		98.59%		82.51%				68.51%

				Occupancy						na		na		na		na				na

				Max Agents						92		65		50		51				92



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week

				Calls Received						322		236		239		236				1033

				Calls Handled						279		201		218		203				901

				Calls Abandoned						42		35		20		32				129

				Abandon % (>5%)(Less Short Aban)						13.04%		14.83%		8.37%		13.56%				12.45%

				Avg Time to Abandon						0:07:47		0:08:57		0:07:34		0:19:43				0:11:00

				Average Wait Time (>5 min)						0:10:41		0:12:19		0:06:26		0:15:32				0:11:14

				Max Wait Time						0:37:54		0:35:05		0:30:26		1:26:27				1:26:27

				Service Level (<95% calls under 5 min)						44.64%		34.33%		52.75%		48.28%				45.00%

				Talk Time (Avg)						0:09:36		0:09:16		0:09:15		0:09:12				0:09:19

				Call Handle Time (Avg)						0:16:22		0:14:53		0:15:20		0:14:14				0:15:12

				Max Agents						12.72		8.31		9.28		8.07				13				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week

				Calls Received						231		237		226		225				919

				Calls Handled						174		202		162		169				707

				Calls Abandoned						57		35		64		56				212

				Abandon % (>5%)(Less Short Aban)						24.68%		14.77%		28.32%		24.89%				23.17%

				Avg Time to Abandon						0:09:44		0:07:58		0:14:34		0:12:19				0:11:08

		 		Average Wait Time (>5 min)						0:18:42		0:14:00		0:19:48		0:24:11				0:19:10

				Max Wait Time						0:34:33		0:44:45		0:51:08		0:48:12				0:51:08

				Service Level (<95% calls under 5 min)						12.07%		31.19%		8.64%		11.83%				15.93%

				Talk Time (Avg)						0:08:28		0:07:29		0:07:51		0:08:09				0:07:59

				Call Handle Time (Avg)						0:11:07		0:10:08		0:10:15		0:10:36				0:10:31

				Max Agents						4.36		4.80		4.61		3.98				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week

				Calls Received						268		252		202		185				907

				Calls Handled						224		234		199		180				836

				Calls Abandoned						31		13		3		4				50

				Abandon % (>5%)(Less Short Aban)						13.74%		5.46%		1.50%		2.17%				5.72%

				Avg Time to Abandon						0:16:59		0:10:15		0:05:04		0:09:03				0:10:20

				Average Wait Time (>5 min)						0:28:22		0:07:56		0:01:35		0:02:51				0:10:11

				Max Wait Time						0:56:45		0:43:18		0:15:35		0:23:57				0:56:45

				Service Level (<95% calls under 5 min)						10.89%		25.52%		65.02%		35.68%				34.28%

				Talk Time (Avg)						0:10:43		0:10:50		0:10:27		0:11:32				0:10:53

				Call Handle Time (Avg)						0:19:29		0:18:21		0:17:27		0:19:29				0:18:41

				Percent. calls transferred by CSS						15.28%		19.95%		20.95%		19.25%				18.86%

				Max Agents						38.18		29.85		22.57		22.39				38

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						0		2		0		1				3

				Connected						395		117		14		45				571

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						13		0		1		2				16

				No Response						45		14		0		4				63

				Total Requests						453		133		15		52				653

				% Connected						87%		88%		93%		87%				88.76%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						8		0		0		2				10

				Connected						387		77		13		127				604

				Error						1		0		0		0				1

				Invalid Number						0		0		0		0				0

				No Answer						29		4		0		4				37

				No Response						53		4		0		10				67

				Total Requests						478		85		13		143				719

				% Connected						81%		91%		100%		89%				90.09%

































































































































































1.7.2024

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week

				Calls Received				1603		1523		1461		1699		2311				8597

				Calls Handled				1464		1404		1386		1478		2011				7744

				Calls Abandoned				114		95		62		177		217				666

				Abandon % (>5%)(Less Short Aban)				7.14%		6.26%		4.23%		10.43%		9.39%				7.49%

				Avg Time to Abandon				0:08:59		0:11:20		0:07:22		0:11:46		0:14:11				0:10:43

				Average Wait Time (>5 min)				0:09:20		0:09:40		0:04:19		0:14:13		0:22:10				0:11:56

				Max Wait Time				0:34:45		0:44:47		0:23:10		0:42:38		1:01:57				1:01:57

				Service Level (<80% calls under 5 min)				31.03%		50.12%		62.76%		24.16%		17.89%				37.19%

				Talk Time (Avg)				0:09:04		0:08:48		0:08:54		0:09:15		0:09:32				0:09:06

				Call Handle Time (Avg)				0:16:22		0:15:48		0:16:09		0:16:22		0:16:50				0:16:18

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.32%		83.49%		85.59%		85.88%		86.36%				84.73%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				246		234		242		238		297				1257

		 		Short Abandon (under 60 seconds)				6		6		3		7		11				33

				% of calls answered in under 10 minutes				56.44%		61.07%		88.29%		37.77%		20.69%				52.85%

				Occupancy				na		na		na		na		na				na

				Max Agents				84		77		76		88		122				122



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week

				Calls Received				341		324		342		374		396				1777

				Calls Handled				307		299		315		327		352				1600

				Calls Abandoned				34		24		27		46		42				173

				Abandon % (>5%)(Less Short Aban)				9.97%		7.41%		7.89%		12.30%		10.61%				9.64%

				Avg Time to Abandon				0:12:16		0:07:32		0:07:49		0:09:35		0:09:37				0:09:21

				Average Wait Time (>5 min)				0:10:20		0:05:07		0:08:33		0:13:43		0:11:31				0:09:50

				Max Wait Time				0:45:50		0:32:05		0:45:13		1:00:46		1:09:45				1:09:45

				Service Level (<80% calls under 5 min)				49.83%		67.56%		45.40%		42.51%		56.78%				52.42%

				Talk Time (Avg)				0:08:35		0:09:04		0:08:43		0:08:59		0:09:36				0:08:59

				Call Handle Time (Avg)				0:14:13		0:14:34		0:14:00		0:14:37		0:15:15				0:14:31

				Max Agents				12.15		12.10		12.25		13.27		15.32				15				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week

				Calls Received				281		263		273		302		337				1456

				Calls Handled				193		205		219		231		317				1165

				Calls Abandoned				88		58		54		69		20				289

				Abandon % (>5%)(Less Short Aban)				31.32%		22.05%		19.78%		22.85%		5.93%				20.39%

				Avg Time to Abandon				0:10:54		0:08:40		0:09:08		0:11:07		0:05:11				0:09:00

		 		Average Wait Time (>5 min)				0:21:19		0:16:51		0:17:29		0:22:50		0:03:10				0:16:19

				Max Wait Time				0:44:14		0:40:12		0:30:48		0:40:32		0:14:50				0:44:14

				Service Level (<80% calls under 5 min)				7.77%		18.05%		8.22%		9.05%		71.61%				22.94%

				Talk Time (Avg)				0:08:03		0:07:25		0:07:45		0:08:06		0:07:04				0:07:40

				Call Handle Time (Avg)				0:10:52		0:10:22		0:10:38		0:11:03		0:09:11				0:10:25

				Max Agents				4.65		4.95		5.45		5.90		8.09				8				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week

				Calls Received				246		234		242		238		297				1257

				Calls Handled				228		222		229		214		263				1155

				Calls Abandoned				13		11		10		17		23				74

				Abandon % (>5%)(Less Short Aban)				5.78%		4.95%		4.51%		7.91%		8.70%				6.37%

				Avg Time to Abandon				0:10:00		0:12:55		0:06:51		0:12:50		0:14:01				0:11:19

				Average Wait Time (>5 min)				0:11:01		0:08:53		0:05:12		0:17:11		0:21:55				0:12:50

				Max Wait Time				0:32:42		0:44:47		0:20:30		0:42:38		1:01:57				1:01:57

				Service Level (<95% calls under 5 min)				8.50%		28.32%		27.85%		17.79%		15.95%				19.68%

				Talk Time (Avg)				0:11:21		0:10:38		0:11:06		0:11:41		0:11:37				0:11:16

				Call Handle Time (Avg)				0:19:17		0:18:18		0:19:08		0:19:34		0:19:31				0:19:09

				Percent. calls transferred by CSS				15.35%		15.36%		16.56%		14.01%		12.85%				14.83%

				Max Agents				35.16		31.80		31.81		32.97		41.11				41

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		1		0		0		4				7

				Connected				117		150		50		314		413				1044

				Error				1		0		0		1		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				3		4		1		6		12				26

				No Response				7		8		4		20		41				80

				Total Requests				130		163		55		341		470				1159

				% Connected				90%		92%		91%		92%		88%				90.56%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		1		0		5		12				20

				Connected				90		87		57		406		726				1366

				Error				0		0		0		6		1				7

				Invalid Number				0		0		0		0		0				0

				No Answer				1		5		2		17		26				51

				No Response				7		10		3		29		54				103

				Total Requests				100		103		62		463		819				1547

				% Connected				90%		84%		92%		88%		89%				88.55%

































































































































































12.31.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week

				Calls Received						1824		1636		1387		1368				6215

				Calls Handled						1519		1323		1276		1236				5354

				Calls Abandoned						314		330		116		142				902

				Abandon % (>5%)(Less Short Aban)						15.23%		17.34%		8.33%		10.41%				12.83%

				Avg Time to Abandon						0:19:01		0:18:23		0:12:06		0:15:42				0:16:18

				Average Wait Time (>5 min)						0:28:16		0:23:15		0:10:50		0:11:32				0:18:28

				Max Wait Time						1:16:17		1:24:18		1:00:38		0:56:17				1:24:18

				Service Level (<80% calls under 5 min)						8.30%		4.62%		49.63%		49.55%				28.02%

				Talk Time (Avg)						0:08:32		0:08:43		0:08:39		0:08:51				0:08:41

				Call Handle Time (Avg)						0:16:02		0:15:59		0:15:58		0:16:31				0:16:07

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.31%		80.74%		80.89%		81.50%				81.11%

				Complaints Received						na		na		na		na				0						 

				Complaints Resolved						na		na		na		na				0

				Helpline (Transfers)						297		290		246		246				1079

		 		Short Abandon (under 60 seconds)						9		17		3		2				31

				% of calls answered in under 10 minutes						12.70%		27.54%		62.58%		64.06%				41.72%

				Occupancy						na		na		na		na				na

				Max Agents						95		87		73		75				95





						 		 				 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week

				Calls Received						306		311		343		291				1251

				Calls Handled						244		252		298		264				1058

				Calls Abandoned						62		59		42		25				188

				Abandon % (>5%)(Less Short Aban)						20.26%		12.54%		12.24%		8.59%				13.41%

				Avg Time to Abandon						0:09:14		0:10:52		0:05:59		0:05:51				0:07:59

				Average Wait Time (>5 min)						0:15:58		0:10:58		0:10:41		0:05:30				0:10:46

				Max Wait Time						0:56:37		1:00:48		0:41:59		0:30:30				1:00:48

				Service Level (<80% calls under 5 min)						33.89%		55.25%		39.19%		60.31%				47.16%

				Talk Time (Avg)						0:08:57		0:08:36		0:08:59		0:09:09				0:08:55

				Call Handle Time (Avg)						0:14:33		0:14:32		0:14:41		0:14:40				0:14:36

				Max Agents						10.00		11.00		12.15		10.76				12				 







						 		 				 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week

				Calls Received						203		245		284		237				969

				Calls Handled						174		191		203		187				755

				Calls Abandoned						29		54		79		50				212

				Abandon % (>5%)(Less Short Aban)						14.29%		22.04%		27.82%		21.10%				21.31%

				Avg Time to Abandon						0:09:13		0:11:49		0:11:35		0:09:33				0:10:32

		 		Average Wait Time (>5 min)						0:10:51		0:17:53		0:18:39		0:17:13				0:16:09

				Max Wait Time						0:44:02		0:57:43		0:41:45		0:44:13				0:57:43

				Service Level (<80% calls under 5 min)						35.63%		18.85%		6.90%		15.51%				19.22%

				Talk Time (Avg)						0:07:53		0:07:56		0:07:41		0:08:11				0:07:55

				Call Handle Time (Avg)						0:10:47		0:10:28		0:10:39		0:10:55				0:10:42

				Max Agents						4.00		4.00		4.87		4.49				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week

				Calls Received						823		737		246		246				2052

				Calls Handled						630		504		207		197				1538

				Calls Abandoned						193		233		30		36				492

				Abandon % (>5%)(Less Short Aban)						20.17%		25.10%		14.68%		18.07%				19.51%

				Avg Time to Abandon						0:23:57		0:24:11		0:13:40		0:19:10				0:20:14

				Average Wait Time (>5 min)						0:43:40		0:44:39		0:23:34		0:25:34				0:34:21

				Max Wait Time						1:16:17		1:24:18		1:00:38		0:56:17				1:24:18

				Service Level (<95% calls under 5 min)						6.02%		5.38%		6.49%		8.09%				6.50%

				Talk Time (Avg)						0:10:47		0:11:21		0:10:39		0:11:12				0:10:59

				Call Handle Time (Avg)						0:18:49		0:18:57		0:18:34		0:20:05				0:19:06

				Percent. calls transferred by CSS						0.00%		39.35%		17.74%		17.98%				18.77%

				Max Agents						43.00		39.00		33.70		36.40				43

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						4		2		5		0				11

				Connected						299		296		290		291				1176

				Error						0		0		0		1				1

				Invalid Number						0		0		0		0				0

				No Answer						8		19		10		15				52

				No Response						35		30		28		42				135

				Total Requests						346		347		333		349				1375

				% Connected						86%		85%		87%		83%				85.54%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		Week

				Busy						0		0		0		0				0

				Caller canceled						2		3		0		0				5

				Connected						288		300		67		66				721

				Error						3		1		0		0				4

				Invalid Number						0		0		0		0				0

				No Answer						16		17		1		1				35

				No Response						40		25		2		5				72

				Total Requests						349		346		70		72				837

				% Connected						83%		87%		96%		92%				89.15%

































































































































































12.24.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week

				Calls Received						1183		1332		1316		1516				5347

				Calls Handled						1095		1180		1224		1354				4854

				Calls Abandoned						95		142		78		149				464

				Abandon % (>5%)(Less Short Aban)						7.99%		10.65%		5.95%		9.83%				8.61%

				Avg Time to Abandon						0:15:33		0:10:56		0:10:31		0:17:29				0:13:37

				Average Wait Time (>5 min)						0:10:17		0:14:06		0:08:50		0:21:50				0:13:45

				Max Wait Time						0:51:41		1:00:48		0:27:58		1:05:28				1:05:28

				Service Level (<80% calls under 5 min)						60.52%		21.27%		35.26%		17.24%				33.57%

				Talk Time (Avg)						0:08:52		0:08:29		0:08:19		0:08:28				0:08:32

				Call Handle Time (Avg)						0:16:14		0:15:45		0:15:22		0:15:27				0:15:42

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.89%		81.52%		82.41%		82.84%				82.17%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						243		255		247		346				1091

		 		Short Abandon (under 60 seconds)						3		11		4		5				23

				% of calls answered in under 10 minutes						73.01%		46.54%		55.95%		31.21%				51.68%

				Occupancy						na		na		na		na				na

				Max Agents						65		70		67		80				80



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week

				Calls Received						235		309		351		311				1206

				Calls Handled						225		271		297		237				1030

				Calls Abandoned						9		37		53		62				161

				Abandon % (>5%)(Less Short Aban)						3.83%		11.97%		15.10%		19.94%				12.71%

				Avg Time to Abandon						0:03:35		0:07:27		0:10:49		0:24:26				0:11:34

				Average Wait Time (>5 min)						0:03:01		0:09:26		0:13:32		0:35:53				0:15:28

				Max Wait Time						0:19:42		0:35:41		0:54:48		1:57:01				1:57:01

				Service Level (<95% calls under 5 min)						73.54%		51.31%		32.19%		31.28%				47.08%

				Talk Time (Avg)						0:07:35		0:07:45		0:08:13		0:08:55				0:08:07

				Call Handle Time (Avg)						0:13:28		0:13:24		0:13:33		0:14:18				0:13:40

				Max Agents						8.46		10.09		11.18		9.89				11				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week

				Calls Received						192		224		214		213				843

				Calls Handled						170		190		175		182				717

				Calls Abandoned						21		34		39		31				125

				Abandon % (>5%)(Less Short Aban)						10.94%		15.18%		18.22%		14.55%				14.72%

				Avg Time to Abandon						0:05:29		0:07:51		0:06:35		0:08:13				0:07:02

		 		Average Wait Time (>5 min)						0:06:00		0:09:39		0:12:47		0:08:10				0:09:09

				Max Wait Time						0:20:26		0:27:22		0:31:21		0:28:45				0:31:21

				Service Level (<95% calls under 5 min)						54.12%		24.21%		28.00%		36.26%				35.65%

				Talk Time (Avg)						0:07:05		0:06:41		0:07:48		0:07:05				0:07:09

				Call Handle Time (Avg)						0:09:48		0:09:38		0:10:39		0:10:08				0:10:03

				Max Agents						3.74		3.92		4.11		4.03				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week

				Calls Received						243		255		247		346				1091

				Calls Handled						202		220		231		289				941

				Calls Abandoned						30		28		13		39				110

				Abandon % (>5%)(Less Short Aban)						14.86%		12.83%		5.55%		13.63%				11.72%

				Avg Time to Abandon						0:18:10		0:12:14		0:13:40		0:22:23				0:16:36

				Average Wait Time (>5 min)						0:24:14		0:17:34		0:08:51		0:37:43				0:22:05

				Max Wait Time						0:51:41		1:00:48		0:26:42		1:05:28				1:05:28

				Service Level (<95% calls under 5 min)						7.77%		12.25%		21.86%		5.09%				11.74%

				Talk Time (Avg)						0:11:48		0:10:40		0:09:38		0:10:57				0:10:45

				Call Handle Time (Avg)						0:19:47		0:19:04		0:17:11		0:18:24				0:18:36

				Percent. calls transferred by CSS						20.54%		19.14%		18.77%		22.82%				20.32%

				Max Agents						32.51		31.75		28.38		38.97				39

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week

				Busy						0		0		1		0				1

				Caller canceled						3		1		1		2				7

				Connected						227		291		167		311				996

				Error						2		0		0		0				2

				Invalid Number						0		0		0		0				0

				No Answer						9		9		4		11				33

				No Response						22		21		8		19				70

				Total Requests						263		322		181		343				1109

				% Connected						86%		90%		92%		91%				89.91%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		Week

				Busy						0		0		0		0				0

				Caller canceled						0		3		0		1				4

				Connected						14		232		249		231				726

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		9		8		6				23

				No Response						2		25		15		17				59

				Total Requests						16		269		272		255				812

				% Connected						88%		86%		92%		91%				88.97%

































































































































































12.17.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week

				Calls Received				1431		1161		994		965		796				5347

				Calls Handled				1291		1124		973		937		785				5110

				Calls Abandoned				147		32		17		26		4				226

				Abandon % (>5%)(Less Short Aban)				10.29%		2.74%		1.69%		2.67%		0.52%				3.58%

				Avg Time to Abandon				0:12:16		0:08:35		0:06:22		0:08:25		0:07:49				0:08:41

				Average Wait Time (>5 min)				0:13:13		0:04:42		0:01:30		0:02:25		0:00:38				0:04:29

				Max Wait Time				1:00:55		0:29:34		0:20:04		0:22:09		0:20:59				1:00:55

				Service Level (<80% calls under 5 min)				45.33%		68.41%		90.86%		81.46%		95.70%				76.35%

				Talk Time (Avg)				0:08:48		0:08:46		0:08:32		0:08:43		0:08:56				0:08:45

				Call Handle Time (Avg)				0:16:40		0:16:11		0:16:09		0:15:53		0:16:05				0:16:11

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.79%		80.54%		82.13%		82.19%		82.92%				81.92%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				231		226		191		197		170				1015

		 		Short Abandon (under 60 seconds)				7		3		0		1		1				12

				% of calls answered in under 10 minutes				60.84%		82.26%		96.90%		94.94%		98.74%				86.74%

				Occupancy				na		na		na		na		na				na

				Max Agents				77		62		53		51		43				77



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week

				Calls Received				297		297		302		296		213				1405

				Calls Handled				277		269		262		263		200				1271

				Calls Abandoned				18		26		38		30		13				125

				Abandon % (>5%)(Less Short Aban)				6.06%		8.75%		12.58%		10.14%		6.10%				8.73%

				Avg Time to Abandon				0:07:07		0:09:12		0:07:04		0:04:56		0:04:58				0:06:39

				Average Wait Time (>5 min)				0:04:11		0:05:54		0:10:17		0:07:33		0:05:22				0:06:39

				Max Wait Time				0:20:58		0:43:52		0:38:22		0:24:34		0:22:55				0:43:52

				Service Level (<95% calls under 5 min)				67.15%		72.86%		39.38%		48.68%		58.50%				57.31%

				Talk Time (Avg)				0:07:51		0:07:58		0:09:17		0:08:45		0:07:46				0:08:19

				Call Handle Time (Avg)				0:13:28		0:13:30		0:14:38		0:14:18		0:12:39				0:13:42

				Max Agents				10.36		10.12		10.69		10.53		7.03				11				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week

				Calls Received				219		229		215		215		174				1052

				Calls Handled				205		208		182		180		161				936

				Calls Abandoned				14		21		32		35		13				115

				Abandon % (>5%)(Less Short Aban)				6.39%		9.17%		14.88%		16.28%		7.47%				10.84%

				Avg Time to Abandon				0:03:44		0:02:50		0:08:13		0:11:02		0:07:26				0:06:39

		 		Average Wait Time (>5 min)				0:03:44		0:03:35		0:11:50		0:13:55		0:07:16				0:08:04

				Max Wait Time				0:13:45		0:18:55		0:31:21		0:34:48		0:27:24				0:34:48

				Service Level (<95% calls under 5 min)				63.41%		74.52%		32.97%		27.22%		55.28%				50.68%

				Talk Time (Avg)				0:06:49		0:07:07		0:07:52		0:07:58		0:07:47				0:07:30

				Call Handle Time (Avg)				0:09:35		0:10:04		0:10:51		0:11:06		0:10:37				0:10:26

				Max Agents				4.47		4.86		4.40		4.40		3.87				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week

				Calls Received				231		226		191		197		170				1015

				Calls Handled				185		212		187		190		168				942

				Calls Abandoned				33		10		4		6		2				56

				Abandon % (>5%)(Less Short Aban)				17.96%		4.91%		2.12%		3.34%		1.23%				5.91%

				Avg Time to Abandon				0:14:38		0:08:47		0:07:00		0:08:57		0:06:56				0:09:15

				Average Wait Time (>5 min)				0:30:00		0:09:19		0:02:15		0:03:25		0:01:27				0:09:17

				Max Wait Time				1:00:55		0:29:34		0:20:04		0:22:09		0:20:59				1:00:55

				Service Level (<95% calls under 5 min)				5.06%		25.50%		57.54%		50.11%		68.55%				41.35%

				Talk Time (Avg)				0:11:03		0:10:15		0:10:20		0:10:54		0:10:52				0:10:40

				Call Handle Time (Avg)				0:18:47		0:18:04		0:18:14		0:18:26		0:18:44				0:18:27

				Percent. calls transferred by CSS				16.14%		19.47%		19.22%		20.41%		21.36%				19.32%

				Max Agents				35.71		30.64		23.89		22.97		21.16				36

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		0		0		1				3

				Connected				312		165		25		24		14				540

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				10		11		1		0		0				22

				No Response				19		15		1		3		1				39

				Total Requests				343		191		27		27		16				604

				% Connected				91%		86%		93%		89%		88%				89.27%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				58		19		10		15		0				102

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				6		3		6		1		0				16

				Total Requests				64		22		16		16		0				118

				% Connected				91%		86%		63%		94%		na				83.31%

































































































































































12.10.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week

				Calls Received				2298		2439		2625		3121		3411				13894

				Calls Handled				1753		1834		1868		2200		2527				10182

				Calls Abandoned				473		497		573		718		753				3013

				Abandon % (>5%)(Less Short Aban)				20.58%		20.38%		21.81%		23.00%		22.07%				21.57%

				Avg Time to Abandon				0:16:42		0:16:53		0:19:22		0:17:19		0:23:19				0:18:43

				Average Wait Time (>5 min)				0:31:27		0:33:11		0:44:00		0:28:40		0:40:09				0:35:29

				Max Wait Time				1:04:58		1:04:58		1:27:13		1:05:34		1:16:40				1:27:13

				Service Level (<80% calls under 5 min)				4.07%		4.67%		5.28%		7.87%		13.09%				7.00%

				Talk Time (Avg)				0:09:28		0:09:29		0:09:11		0:10:00		0:10:01				0:09:37

				Call Handle Time (Avg)				0:16:22		0:15:54		0:16:27		0:17:03		0:16:59				0:16:33

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.00%		84.49%		85.89%		85.99%		87.01%				85.68%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				204		225		232		214		291				1166

		 		Short Abandon (under 60 seconds)				20		26		30		23		19				118

				% of calls answered in under 10 minutes				11.38%		12.52%		5.99%		12.63%		16.85%				11.87%

				Occupancy				na		na		na		na		na				na

				Max Agents				113		117		130		131		130				131



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week

				Calls Received				524		533		592		607		540				2796

				Calls Handled				397		340		393		427		413				1970

				Calls Abandoned				114		171		194		180		126				785

				Abandon % (>5%)(Less Short Aban)				21.76%		32.08%		32.77%		29.65%		23.33%				27.92%

				Avg Time to Abandon				0:13:12		0:25:32		0:25:33		0:34:43		0:26:30				0:25:06

				Average Wait Time (>5 min)				0:19:25		0:37:43		0:41:03		0:53:29		0:39:55				0:38:19

				Max Wait Time				0:59:40		2:08:05		1:47:05		2:30:25		1:44:03				2:30:25

				Service Level (<95% calls under 5 min)				31.20%		28.94%		24.87%		37.24%		34.38%				31.33%

				Talk Time (Avg)				0:08:46		0:09:50		0:10:32		0:10:48		0:10:42				0:10:07

				Call Handle Time (Avg)				0:13:47		0:14:37		0:15:50		0:15:42		0:15:53				0:15:09

				Max Agents				15.87		14.81		17.72		19.80		19.31				20				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week

				Calls Received				282		285		261		334		248				1410

				Calls Handled				225		196		217		273		228				1139

				Calls Abandoned				56		88		42		61		19				266

				Abandon % (>5%)(Less Short Aban)				19.86%		30.88%		16.09%		18.26%		7.66%				18.55%

				Avg Time to Abandon				0:11:26		0:12:34		0:08:38		0:07:09		0:05:24				0:09:02

		 		Average Wait Time (>5 min)				0:15:09		0:22:27		0:09:23		0:13:20		0:05:58				0:13:15

				Max Wait Time				0:39:00		0:43:23		0:32:55		0:35:19		0:23:00				0:43:23

				Service Level (<95% calls under 5 min)				26.67%		2.55%		36.07%		12.45%		50.88%				25.72%

				Talk Time (Avg)				0:07:27		0:08:26		0:07:18		0:07:20		0:06:43				0:07:26

				Call Handle Time (Avg)				0:10:19		0:10:59		0:10:05		0:10:05		0:10:08				0:10:19

				Max Agents				5.33		4.97		5.14		6.51		5.61				7				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week

				Calls Received				204		225		232		214		291				1166

				Calls Handled				163		176		183		162		228				912

				Calls Abandoned				28		32		28		29		43				161

				Abandon % (>5%)(Less Short Aban)				17.22%		18.14%		15.44%		18.24%		19.06%				17.62%

				Avg Time to Abandon				0:15:12		0:18:56		0:15:55		0:13:42		0:21:07				0:16:58

				Average Wait Time (>5 min)				0:29:04		0:32:36		0:28:00		0:19:34		0:35:31				0:28:57

				Max Wait Time				0:53:35		1:04:30		0:56:37		0:38:36		1:16:40				1:16:40

				Service Level (<95% calls under 5 min)				7.96%		7.74%		8.48%		5.62%		10.18%				8.00%

				Talk Time (Avg)				0:11:25		0:11:41		0:10:52		0:11:27		0:11:53				0:11:27

				Call Handle Time (Avg)				0:18:44		0:18:18		0:18:03		0:19:04		0:19:08				0:18:39

				Percent. calls transferred by CSS				8.88%		9.23%		8.84%		6.86%		8.53%				8.47%

				Max Agents				43.47		42.01		43.49		48.16		52.10				52

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week

				Busy				0		0		0		0		1				1

				Caller canceled				4		5		3		1		1				14

				Connected				307		299		482		295		481				1864

				Error				0		0		0		1		0				1

				Invalid Number				1		0		0		0		0				1

				No Answer				16		10		26		5		28				85

				No Response				49		33		51		24		38				195

				Total Requests				377		347		562		326		549				2161

				% Connected				81%		86%		86%		90%		88%				86.29%

																						 

																 

																 

				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		Week

				Busy				3		0		0		0		0				3

				Caller canceled				4		4		18		0		17				43

				Connected				305		302		731		308		767				2413

				Error				0		1		1		1		2				5

				Invalid Number				1		0		0		0		0				1

				No Answer				35		13		48		12		38				146

				No Response				83		26		129		24		78				340

				Total Requests				431		346		927		345		902				2951

				% Connected				71%		87%		79%		89%		85%				82.24%

































































































































































12.3.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week

				Calls Received				1984		1710		1679		1722		1600		205		8900

				Calls Handled				1565		1515		1409		1448		1353		204.2894736842		7494

				Calls Abandoned				329		163		217		229		202		0.902		1140

				Abandon % (>5%)(Less Short Aban)				16.58%		9.51%		12.94%		13.27%		12.60%		0.44%		10.89%

				Avg Time to Abandon				0:13:49		0:09:59		0:13:00		0:12:33		0:10:56		0:11:34		0:11:58

				Average Wait Time (>5 min)				0:25:16		0:12:00		0:18:48		0:18:29		0:19:49		0:00:53		0:15:52

				Max Wait Time				1:01:45		0:42:06		0:54:51		0:45:48		0:45:55		0:12:33		1:01:45

				Service Level (<80% calls under 5 min)				16.06%		22.12%		8.54%		8.44%		2.81%		94.25%		25.37%

				Talk Time (Avg)				0:08:50		0:09:02		0:08:55		0:08:51		0:09:01		0:09:14		0:08:58

				Call Handle Time (Avg)				0:15:47		0:16:20		0:16:22		0:15:57		0:15:56		0:16:06		0:16:04

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				81.57%		83.14%		82.68%		84.12%		83.53%		90.79%		84.30%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				200		183		214		215		209		22		1043

		 		Short Abandon (under 60 seconds)				18		10		12		14		13		0		67

				% of calls answered in under 10 minutes				21.57%		36.20%		21.38%		12.62%		9.99%		98.67%		33.40%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				95		86		86		86		80		10		95



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week

				Calls Received				362		351		329		352		448		39		1881

				Calls Handled				301		284		296		297		324		38		1540

				Calls Abandoned				61		58		29		54		114		1		317

				Abandon % (>5%)(Less Short Aban)				16.85%		16.52%		8.81%		15.34%		25.45%		2.56%		14.26%

				Avg Time to Abandon				0:09:41		0:09:15		0:06:55		0:07:59		0:17:08		0:02:33		0:08:55

				Average Wait Time (>5 min)				0:08:28		0:13:34		0:09:32		0:09:24		0:16:17		0:00:40		0:09:39

				Max Wait Time				0:51:07		0:37:37		0:34:54		0:40:00		1:13:21		0:07:29		1:13:21

				Service Level (<95% calls under 5 min)				45.12%		37.93%		48.00%		49.83%		40.73%		94.74%		52.72%

				Talk Time (Avg)				0:08:02		0:09:44		0:08:31		0:08:40		0:08:41		0:12:20		0:09:19

				Call Handle Time (Avg)				0:13:34		0:14:38		0:13:45		0:14:05		0:12:59		0:16:00		0:14:10

				Max Agents				12.46		11.89		11.49		11.61		11.98		1.69		12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week

				Calls Received				261		270		262		271		241		7		1312

				Calls Handled				232		239		238		234		220		7		1170

				Calls Abandoned				29		29		23		37		20		0		138

				Abandon % (>5%)(Less Short Aban)				11.11%		10.74%		8.78%		13.65%		8.30%		0.00%		8.76%

				Avg Time to Abandon				0:05:42		0:06:56		0:05:03		0:06:59		0:06:44		0:00:00		0:05:14

		 		Average Wait Time (>5 min)				0:07:28		0:07:18		0:07:23		0:07:13		0:07:08		0:00:07		0:06:06

				Max Wait Time				0:21:52		0:25:51		0:28:24		0:30:17		0:26:58		0:00:12		0:30:17

				Service Level (<95% calls under 5 min)				37.50%		46.86%		45.80%		41.88%		43.18%		100.00%		52.54%

				Talk Time (Avg)				0:07:06		0:07:04		0:06:40		0:07:07		0:07:08		0:06:02		0:06:51

				Call Handle Time (Avg)				0:10:08		0:09:46		0:09:19		0:10:14		0:10:19		0:08:40		0:09:44

				Max Agents				5.47		5.58		5.68		5.53		5.41		0.17		6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week

				Calls Received				200		183		214		215		209		22		1043

				Calls Handled				172		162		172		176		179		22		883

				Calls Abandoned				20		16		29		27		21		0		114

				Abandon % (>5%)(Less Short Aban)				11.56%		10.00%		16.67%		15.51%		11.96%		1.32%		11.17%

				Avg Time to Abandon				0:10:35		0:11:56		0:15:37		0:14:43		0:12:56		0:11:34		0:12:53

				Average Wait Time (>5 min)				0:16:18		0:13:24		0:23:01		0:18:49		0:22:12		0:00:54		0:15:46

				Max Wait Time				0:40:52		0:42:06		0:54:51		0:45:48		0:45:55		0:12:33		0:54:51

				Service Level (<95% calls under 5 min)				11.92%		19.97%		7.54%		10.57%		5.05%		82.89%		22.99%

				Talk Time (Avg)				0:10:09		0:11:27		0:10:49		0:10:47		0:11:24		0:11:47		0:11:03

				Call Handle Time (Avg)				0:17:18		0:19:10		0:18:37		0:17:38		0:19:11		0:18:12		0:18:21

				Percent. calls transferred by CSS				10.08%		10.70%		12.75%		12.49%		13.06%		10.73%		11.63%

				Max Agents				36.97		34.58		35.96		33.77		33.38		3.84		37

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week

				Busy				0		0		0		0		0		0		0

				Caller canceled				0		0		2		4		2		0		8

				Connected				307		241		287		292		300		0		1427

				Error				0		0		6		0		0		0		6

				Invalid Number				0		0		0		0		0		0		0

				No Answer				21		13		30		20		24		0		108

				No Response				18		19		27		32		22		0		118

				Total Requests				346		273		352		348		348		0		1667

				% Connected				89%		88%		82%		84%		86%		na		85.73%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		Week

				Busy				0		0		0		2		2		0		4

				Caller canceled				7		2		4		4		5		0		22

				Connected				291		297		277		266		279		0		1410

				Error				0		0		6		2		1		0		9

				Invalid Number				0		1		0		0		0		0		1

				No Answer				26		25		21		40		28		0		140

				No Response				27		22		46		43		39		0		177

				Total Requests				351		347		354		357		354		0		1763

				% Connected				83%		86%		78%		75%		79%		na		80.01%

































































































































































11.26.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week

				Calls Received				2253		1758		1646		1504		1464		220		8845

				Calls Handled				1700		1441		1423		1361		1347		218		7490

				Calls Abandoned				467		270		183		112		107		0		1139

				Abandon % (>5%)(Less Short Aban)				20.75%		15.34%		11.09%		7.46%		7.30%		0.00%		10.32%

				Avg Time to Abandon				0:16:20		0:14:49		0:13:10		0:08:26		0:09:50		0:00:00		0:10:25

				Average Wait Time (>5 min)				0:34:48		0:23:09		0:14:36		0:08:17		0:10:45		0:01:39		0:15:32

				Max Wait Time				1:06:44		0:59:26		0:47:34		0:28:40		0:43:27		0:12:18		1:06:44

				Service Level (<80% calls under 5 min)				3.82%		11.67%		23.64%		26.58%		43.71%		87.55%		32.83%

				Talk Time (Avg)				0:09:25		0:09:36		0:08:58		0:08:59		0:09:28		0:09:41		0:09:21

				Call Handle Time (Avg)				0:16:35		0:16:35		0:16:18		0:16:24		0:16:56		0:16:28		0:16:32

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				84.63%		84.76%		85.80%		82.99%		79.88%		83.33%		83.57%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				268		230		266		253		262		24		1303

		 		Short Abandon (under 60 seconds)				21		14		15		5		6		0		61

				% of calls answered in under 10 minutes				8.84%		14.31%		38.21%		65.08%		58.58%		98.34%		47.23%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				116		92		86		88		82		11		116



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week

				Calls Received				415		391		387		379		339		42		1953

				Calls Handled				356		259		313		316		277		38		1559

				Calls Abandoned				51		130		59		63		60		4		367

				Abandon % (>5%)(Less Short Aban)				12.29%		33.25%		15.25%		16.62%		17.70%		9.52%		17.44%

				Avg Time to Abandon				0:06:12		0:13:49		0:11:04		0:07:39		0:11:24		0:01:48		0:08:39

				Average Wait Time (>5 min)				0:07:34		0:21:03		0:09:33		0:09:02		0:14:32		0:06:26		0:11:21

				Max Wait Time				0:30:32		1:03:24		0:47:57		0:39:03		0:41:55		0:21:58		1:03:24

				Service Level (<95% calls under 5 min)				49.72%		24.60%		52.52%		44.62%		27.80%		57.89%		42.86%

				Talk Time (Avg)				0:08:26		0:09:18		0:07:42		0:09:15		0:08:47		0:12:26		0:09:19

				Call Handle Time (Avg)				0:13:44		0:14:09		0:12:35		0:15:06		0:14:33		0:15:49		0:14:19

				Max Agents				14.00		10.38		11.29		13.24		12.26		1.67		14				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week

				Calls Received				217		239		245		256		243		8		1208

				Calls Handled				194		208		219		204		222		8		1055

				Calls Abandoned				23		30		26		51		20		0		150

				Abandon % (>5%)(Less Short Aban)				10.60%		12.55%		10.61%		19.92%		8.23%		0.00%		10.32%

				Avg Time to Abandon				0:05:29		0:05:15		0:05:02		0:10:16		0:04:47		0:00:00		0:05:08

		 		Average Wait Time (>5 min)				0:07:29		0:05:19		0:07:44		0:13:49		0:05:38		0:00:16		0:06:42

				Max Wait Time				0:27:13		0:23:22		0:24:25		0:52:26		0:21:43		0:01:44		0:52:26

				Service Level (<95% calls under 5 min)				43.30%		55.77%		43.38%		32.84%		53.15%		100.00%		54.74%

				Talk Time (Avg)				0:07:13		0:07:19		0:07:28		0:07:42		0:06:43		0:08:43		0:07:31

				Call Handle Time (Avg)				0:10:13		0:10:36		0:10:36		0:11:04		0:09:56		0:11:57		0:10:43

				Max Agents				4.41		5.19		5.42		5.03		5.09		0.27		5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week

				Calls Received				268		230		266		253		262		24		1303

				Calls Handled				211		187		231		234		227		23		1113

				Calls Abandoned				40		30		24		14		25		0		133

				Abandon % (>5%)(Less Short Aban)				18.92%		16.09%		10.56%		5.85%		10.92%		0.00%		10.39%

				Avg Time to Abandon				0:16:16		0:18:15		0:14:25		0:07:27		0:10:56		0:00:00		0:11:13

				Average Wait Time (>5 min)				0:32:55		0:25:32		0:16:51		0:06:56		0:20:57		0:00:09		0:17:13

				Max Wait Time				1:06:44		0:59:26		0:47:34		0:19:51		0:43:27		0:04:35		1:06:44

				Service Level (<95% calls under 5 min)				7.65%		6.99%		7.57%		10.81%		6.59%		96.20%		22.64%

				Talk Time (Avg)				0:10:56		0:11:55		0:10:42		0:10:19		0:11:47		0:12:52		0:11:25

				Call Handle Time (Avg)				0:18:02		0:18:56		0:18:20		0:17:57		0:19:43		0:19:35		0:18:45

				Percent. calls transferred by CSS				11.90%		13.08%		16.16%		16.82%		17.90%		10.91%		14.46%

				Max Agents				46.30		36.26		37.10		33.23		41.59		4.40		46

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week

				Busy				0		0		0		1		0		0		1

				Caller canceled				4		2		2		2		1		0		11

				Connected				295		301		297		170		153		0		1216

				Error				0		0		0		1		0		0		1

				Invalid Number				0		0		0		0		0		0		0

				No Answer				12		18		17		6		16		0		69

				No Response				38		26		32		9		25		0		130

				Total Requests				349		347		348		189		195		0		1428

				% Connected				85%		87%		85%		90%		78%		na		85.00%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		Week

				Busy				0		0		0		1		0		0		1

				Caller canceled				5		3		9		2		0		0		19

				Connected				297		301		291		243		74		10		1216

				Error				1		0		1		1		2		0		5

				Invalid Number				0		0		0		0		0		0		0

				No Answer				13		12		26		24		9		0		84

				No Response				29		31		21		18		5		1		105

				Total Requests				345		347		348		289		90		11		1430

				% Connected				86%		87%		84%		84%		82%		91%		85.61%

































































































































































11.19.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week

				Calls Received				1757		1368		1017								4142

				Calls Handled				1572		1309		1002								3883

				Calls Abandoned				154		52		16								222

				Abandon % (>5%)(Less Short Aban)				8.79%		3.83%		1.53%								4.72%

				Avg Time to Abandon				0:10:30		0:08:05		0:06:48								0:08:27

				Average Wait Time (>5 min)				0:11:50		0:04:03		0:01:20								0:05:44

				Max Wait Time				0:39:08		0:29:38		0:42:18								0:42:18

				Service Level (<80% calls under 5 min)				24.26%		65.24%		93.44%								60.98%

				Talk Time (Avg)				0:08:57		0:09:06		0:09:15								0:09:06

				Call Handle Time (Avg)				0:16:29		0:16:11		0:16:37								0:16:25

				Transfer Out				na		na		na								na

				First Call Resolution %				84.02%		83.70%		85.78%								84.50%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				199		200		160								559

		 		Short Abandon (under 60 seconds)				8		5		4								17

				% of calls answered in under 10 minutes				47.37%		86.79%		96.37%								76.85%

				Occupancy				na		na		na								na

				Max Agents				89		70		54								89



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week

				Calls Received				316		333		329								978

				Calls Handled				280		288		268								836

				Calls Abandoned				36		40		60								136

				Abandon % (>5%)(Less Short Aban)				11.39%		12.01%		18.24%								13.88%

				Avg Time to Abandon				0:06:29		0:06:17		0:11:05								0:07:57

				Average Wait Time (>5 min)				0:05:00		0:06:02		0:13:25								0:08:09

				Max Wait Time				0:47:36		0:27:09		0:49:15								0:49:15

				Service Level (<95% calls under 5 min)				68.21%		57.68%		39.93%								55.27%

				Talk Time (Avg)				0:08:09		0:08:33		0:08:22								0:08:21

				Call Handle Time (Avg)				0:13:03		0:13:37		0:13:33								0:13:24

				Max Agents				12.36		12.37		10.09								12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week

				Calls Received				256		190		230								676

				Calls Handled				201		133		188								522

				Calls Abandoned				55		57		42								154

				Abandon % (>5%)(Less Short Aban)				21.48%		30.00%		18.26%								23.25%

				Avg Time to Abandon				0:11:29		0:11:50		0:08:44								0:10:41

		 		Average Wait Time (>5 min)				0:18:25		0:25:21		0:09:21								0:17:42

				Max Wait Time				0:37:22		0:48:59		0:41:24								0:48:59

				Service Level (<95% calls under 5 min)				14.43%		6.02%		29.26%								16.57%

				Talk Time (Avg)				0:07:40		0:09:36		0:07:09								0:08:08

				Call Handle Time (Avg)				0:09:54		0:12:13		0:10:06								0:10:44

				Max Agents				5.52		4.51		4.26								6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week

				Calls Received				199		200		160								559

				Calls Handled				180		190		156								526

				Calls Abandoned				15		8		4								27

				Abandon % (>5%)(Less Short Aban)				8.30%		4.27%		2.27%								4.95%

				Avg Time to Abandon				0:09:40		0:08:37		0:08:18								0:08:51

				Average Wait Time (>5 min)				0:13:19		0:04:07		0:02:50								0:06:45

				Max Wait Time				0:39:08		0:29:38		0:42:18								0:42:18

				Service Level (<95% calls under 5 min)				5.83%		30.84%		67.95%								34.87%

				Talk Time (Avg)				0:10:03		0:11:15		0:11:43								0:11:00

				Call Handle Time (Avg)				0:17:28		0:18:26		0:18:57								0:18:17

				Percent. calls transferred by CSS				11.33%		14.62%		15.73%								13.89%

				Max Agents				36.21		32.33		23.14								36

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week

				Busy				0		0		0								0

				Caller canceled				3		0		0								3

				Connected				308		99		32								439

				Error				1		0		0								1

				Invalid Number				0		0		0								0

				No Answer				8		7		3								18

				No Response				23		12		2								37

				Total Requests				343		118		37								498

				% Connected				90%		84%		86%								86.73%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		Week

				Busy				0		0		0								0

				Caller canceled				7		0		1								8

				Connected				298		111		0								409

				Error				2		0		0								2

				Invalid Number				0		0		0								0

				No Answer				12		2		0								14

				No Response				28		8		1								37

				Total Requests				347		121		1								469

				% Connected				86%		92%		100%								92.54%

































































































































































11.12.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week

				Calls Received				1854		1461		1208		1248		1292				7063

				Calls Handled				1600		1288		1167		1152		1135				6342

				Calls Abandoned				232		139		32		91		142				637

				Abandon % (<5%)(Less Short Aban)				12.51%		9.51%		2.69%		7.33%		10.97%				8.60%

				Avg Time to Abandon				0:11:36		0:09:48		0:07:46		0:10:42		0:11:11				0:10:12

				Average Wait Time (<5 min)				0:15:56		0:10:41		0:02:42		0:07:23		0:14:01				0:10:08

				Max Wait Time				0:47:44		0:35:43		0:23:52		0:44:52		0:41:49				0:47:44

				Service Level (<80% calls under 5 min)				15.04%		28.16%		79.54%		54.88%		27.92%				41.11%

				Talk Time (Avg)				0:09:20		0:09:25		0:09:09		0:09:13		0:09:49				0:09:23

				Call Handle Time (Avg)				0:16:37		0:17:10		0:16:49		0:16:30		0:17:41				0:16:57

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.95%		84.19%		84.63%		82.49%		84.15%				83.88%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				217		180		170		171		185				923

		 		Short Abandon (under 60 seconds)				14		5		0		3		10				32

				% of calls answered in under 10 minutes				34.90%		49.21%		91.00%		66.49%		38.13%				55.95%

				Occupancy				na		na		na		na		na				na

				Max Agents				96		78		64		65		73				96



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week

				Calls Received				336		299		275		284		322				1516

				Calls Handled				282		267		234		236		225				1244

				Calls Abandoned				52		26		34		47		93				252

				Abandon % (>5%)(Less Short Aban)				15.48%		8.70%		12.36%		16.55%		28.88%				16.39%

				Avg Time to Abandon				0:06:36		0:03:59		0:07:20		0:11:05		0:15:17				0:08:51

				Average Wait Time (>5 min)				0:08:10		0:04:30		0:04:56		0:08:06		0:18:07				0:08:45

				Max Wait Time				0:31:36		0:26:14		0:26:08		0:37:45		0:51:14				0:51:14

				Service Level (<95% calls under 5 min)				41.37%		67.28%		64.14%		58.72%		25.00%				51.30%

				Talk Time (Avg)				0:08:18		0:08:02		0:07:59		0:08:46		0:09:08				0:08:26

				Call Handle Time (Avg)				0:12:25		0:13:05		0:12:49		0:13:56		0:14:37				0:13:22

				Max Agents				11.72		9.93		8.54		9.13		9.30				12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week

				Calls Received				280		232		245		230		234				1221

				Calls Handled				208		179		184		182		190				943

				Calls Abandoned				72		53		60		48		43				276

				Abandon % (>5%)(Less Short Aban)				25.71%		22.84%		24.49%		20.87%		18.38%				22.46%

				Avg Time to Abandon				0:08:45		0:08:08		0:12:11		0:10:45		0:10:24				0:10:02

		 		Average Wait Time (>5 min)				0:16:43		0:13:12		0:18:32		0:12:54		0:10:03				0:14:16

				Max Wait Time				0:35:42		0:39:09		0:47:35		0:45:08		0:42:22				0:47:35

				Service Level (<95% calls under 5 min)				11.54%		18.44%		22.28%		41.21%		30.00%				24.69%

				Talk Time (Avg)				0:07:28		0:07:34		0:07:15		0:07:04		0:06:30				0:07:10

				Call Handle Time (Avg)				0:09:45		0:09:49		0:09:45		0:09:08		0:08:40				0:09:25

				Max Agents				5.64		4.88		5.01		4.61		4.58				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week

				Calls Received				217		180		170		171		185				923

				Calls Handled				182		161		167		149		158				817

				Calls Abandoned				26		13		2		17		21				79

				Abandon % (>5%)(Less Short Aban)				14.10%		8.36%		1.47%		11.54%		12.98%				9.69%

				Avg Time to Abandon				0:11:41		0:09:40		0:07:03		0:12:09		0:12:06				0:10:31

				Average Wait Time (>5 min)				0:20:09		0:12:49		0:02:04		0:12:59		0:18:19				0:13:16

				Max Wait Time				0:50:58		0:50:15		0:45:38		0:41:11		0:53:08				0:53:08

				Service Level (<95% calls under 5 min)				6.38%		14.38%		58.42%		13.43%		4.78%				19.48%

				Talk Time (Avg)				0:10:55		0:11:39		0:10:40		0:11:34		0:11:44				0:11:18

				Call Handle Time (Avg)				0:18:08		0:19:20		0:18:25		0:19:16		0:19:53				0:19:00

				Percent. calls transferred by CSS				11.70%		12.32%		14.07%		13.70%		14.32%				13.22%

				Max Agents				38.55		34.02		27.91		30.59		32.73				39

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week

				Busy				0		0		0		1		0				1

				Caller canceled				2		4		0		4		0				10

				Connected				300		261		36		215		297				1109

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				22		31		0		18		21				92

				No Response				24		25		1		17		20				87

				Total Requests				348		321		37		256		338				1300

				% Connected				86%		81%		97%		84%		88%				87.33%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		3		1		1		3				9

				Connected				291		230		56		73		225				875

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				19		39		5		2		11				76

				No Response				38		28		6		9		22				103

				Total Requests				350		300		68		85		261				1064

				% Connected				83%		77%		82%		86%		86%				82.85%

































































































































































11.5.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week

				Calls Received				1604		1386		1258		1287						5535

				Calls Handled				1356		1249		1160		1168						4934

				Calls Abandoned				217		122		93		106						537

				Abandon % (>5%)(Less Short Aban)				13.51%		8.77%		7.40%		8.24%						9.48%

				Avg Time to Abandon				0:11:50		0:11:43		0:11:21		0:11:54						0:11:42

				Average Wait Time (>5 min)				0:18:00		0:14:10		0:10:36		0:10:39						0:13:21

				Max Wait Time				0:48:59		0:55:20		1:00:08		0:45:22						1:00:08

				Service Level (<80% calls under 5 min)				13.06%		34.60%		49.42%		44.12%						35.30%

				Talk Time (Avg)				0:09:20		0:09:10		0:09:21		0:09:03						0:09:13

				Call Handle Time (Avg)				0:16:41		0:16:36		0:17:28		0:17:08						0:16:58

				Transfer Out				na		na		na		na						na

				First Call Resolution %				82.62%		81.48%		82.92%		84.55%						82.89%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				210		177		160		169						716

		 		Short Abandon (under 60 seconds)				16		7		7		6						36

				% of calls answered in under 10 minutes				26.31%		48.11%		66.23%		55.57%						49.06%

				Occupancy				na		na		na		na						na

				Max Agents				84		72		69		69						84



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week

				Calls Received				247		279		272		263						1061

				Calls Handled				219		255		255		240						969

				Calls Abandoned				24		20		15		18						77

				Abandon % (>5%)(Less Short Aban)				9.72%		7.17%		5.51%		6.84%						7.31%

				Avg Time to Abandon				0:07:17		0:03:47		0:05:07		0:03:43						0:04:58

				Average Wait Time (>5 min)				0:05:39		0:03:17		0:02:21		0:03:18						0:03:38

				Max Wait Time				0:29:46		0:22:23		0:15:23		0:17:09						0:29:46

				Service Level (<95% calls under 5 min)				56.76%		75.58%		83.27%		72.13%						71.93%

				Talk Time (Avg)				0:08:07		0:08:11		0:07:27		0:07:36						0:07:50

				Call Handle Time (Avg)				0:12:32		0:14:22		0:12:07		0:12:17						0:12:49

				Max Agents				9.64		10.30		8.65		8.32						10				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week

				Calls Received				226		256		244		240						966

				Calls Handled				194		238		210		185						827

				Calls Abandoned				32		17		34		55						138

				Abandon % (>5%)(Less Short Aban)				14.16%		6.64%		13.93%		22.92%						14.41%

				Avg Time to Abandon				0:04:20		0:05:51		0:06:52		0:11:10						0:07:03

		 		Average Wait Time (>5 min)				0:04:52		0:06:05		0:07:09		0:15:03						0:08:17

				Max Wait Time				0:19:11		0:27:31		0:28:22		0:43:37						0:43:37

				Service Level (<95% calls under 5 min)				62.37%		52.10%		40.48%		16.22%						42.79%

				Talk Time (Avg)				0:06:58		0:06:34		0:06:50		0:07:47						0:07:02

				Call Handle Time (Avg)				0:09:27		0:08:52		0:09:22		0:10:25						0:09:31

				Max Agents				5.09		5.87		5.46		5.35						6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week

				Calls Received				210		177		160		169						716

				Calls Handled				168		150		137		141						595

				Calls Abandoned				30		19		17		20						87

				Abandon % (>5%)(Less Short Aban)				17.98%		12.70%		12.63%		14.31%						14.41%

				Avg Time to Abandon				0:13:06		0:13:57		0:13:00		0:13:37						0:13:25

				Average Wait Time (>5 min)				0:20:36		0:26:02		0:22:10		0:21:02						0:22:27

				Max Wait Time				0:50:49		0:44:12		0:42:02		0:41:11						0:50:49

				Service Level (<95% calls under 5 min)				5.16%		10.00%		15.25%		8.90%						9.83%

				Talk Time (Avg)				0:11:14		0:11:10		0:11:21		0:10:52						0:11:09

				Call Handle Time (Avg)				0:18:38		0:18:26		0:18:55		0:18:33						0:18:38

				Percent. calls transferred by CSS				13.09%		12.77%		12.72%		13.13%						12.93%

				Max Agents				36.82		31.82		30.77		29.86						37

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week

				Busy				0		0		0		0						0

				Caller canceled				1		1		1		3						6

				Connected				296		186		269		280						1031

				Error				2		0		1		1						4

				Invalid Number				0		0		0		0						0

				No Answer				11		21		11		11						54

				No Response				37		17		17		11						82

				Total Requests				347		225		299		306						1177

				% Connected				85%		83%		90%		92%						87.36%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		Week

				Busy				0		0		0		0						0

				Caller canceled				5		1		1		3						10

				Connected				293		186		53		121						653

				Error				1		0		0		0						1

				Invalid Number				0		0		0		0						0

				No Answer				17		21		0		5						43

				No Response				31		17		5		5						58

				Total Requests				347		225		59		134						765

				% Connected				84%		83%		90%		90%						86.73%

































































































































































10.29.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week

				Calls Received				1196		1135		1616		1335		1110				6392

				Calls Handled				1083		1097		1413		1247		1069				5910

				Calls Abandoned						34		166		78		34				311

				Abandon % (>5%)(Less Short Aban)				7.60%		2.99%		10.25%		5.82%		3.03%				5.94%

				Avg Time to Abandon						0:07:59		0:11:32		0:08:23		0:07:00				0:08:43

				Average Wait Time (>5 min)				0:07:49		0:03:43		0:10:40		0:06:49		0:03:41				0:06:32

				Max Wait Time				0:34:23		0:22:26		0:51:52		0:26:32		0:30:26				0:51:52

				Service Level (<80% calls under 5 min)				43.52%		71.70%		40.07%		50.74%		73.01%				55.81%

				Talk Time (Avg)				0:09:59		0:09:23		0:09:55		0:09:38		0:09:23				0:09:39

				Call Handle Time (Avg)				0:17:58		0:16:46		0:17:13		0:16:48		0:16:49				0:17:06

				Transfer Out						na		na		na		na				na

				First Call Resolution %				81.20%		80.76%		79.21%		82.46%		81.77%				81.08%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				211		234		219		195		176				1035

		 		Short Abandon (under 60 seconds)				6		4		10		2		2				24

				% of calls answered in under 10 minutes				65.47%		86.34%		60.67%		69.26%		85.09%				73.37%

				Occupancy				na		na		na		na		na				na

				Max Agents				70		64		87		71		60				87



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week

				Calls Received				229		291		230		261		193				1204

				Calls Handled				208		255		209		243		189				1104

				Calls Abandoned						35		17		16		1				69

				Abandon % (>5%)(Less Short Aban)				8.73%		12.03%		7.39%		6.13%		0.52%				6.96%

				Avg Time to Abandon						0:08:59		0:04:58		0:05:59		0:01:15				0:05:17

				Average Wait Time (>5 min)				0:04:42		0:05:15		0:03:44		0:04:27		0:00:51				0:03:47

				Max Wait Time				0:32:32		0:35:04		0:23:08		0:28:49		0:07:27				0:35:04

				Service Level (<95% calls under 5 min)				65.87%		64.71%		71.70%		67.90%		94.74%				72.98%

				Talk Time (Avg)				0:09:05		0:08:14		0:08:39		0:09:05		0:07:40				0:08:32

				Call Handle Time (Avg)				0:14:06		0:13:08		0:13:51		0:14:35		0:12:37				0:13:39

				Max Agents				11.00		12.15		11.85		9.88		6.69				12				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week

				Calls Received				221		225		236		237		211				1130

				Calls Handled				185		164		184		206		196				935

				Calls Abandoned						61		52		31		15				159

				Abandon % (>5%)(Less Short Aban)				5.57%		27.11%		22.03%		13.08%		7.11%				14.98%

				Avg Time to Abandon						0:10:09		0:08:17		0:05:16		0:05:41				0:07:20

		 		Average Wait Time (>5 min)				0:06:32		0:15:20		0:09:27		0:06:49		0:04:48				0:08:35

				Max Wait Time				0:54:35		0:41:29		0:28:16		0:22:48		0:24:30				0:54:35

				Service Level (<95% calls under 5 min)				20.61%		8.54%		35.87%		48.06%		64.80%				35.57%

				Talk Time (Avg)				0:11:38		0:08:00		0:08:12		0:07:12		0:06:36				0:08:19

				Call Handle Time (Avg)				0:19:39		0:10:29		0:10:28		0:09:32		0:09:11				0:11:51

				Max Agents				5.00		4.77		5.35		5.45		5.00				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week

				Calls Received				211		234		219		195		176				1035

				Calls Handled				196		221		204		178		165				963

				Calls Abandoned						10		13		13		8				43

				Abandon % (>5%)(Less Short Aban)				5.57%		4.38%		6.29%		7.35%		4.70%				5.66%

				Avg Time to Abandon				0:08:20		0:08:38		0:08:46		0:08:57		0:07:54				0:08:31

				Average Wait Time (>5 min)				0:06:32		0:06:47		0:06:45		0:10:35		0:07:31				0:07:38

				Max Wait Time				0:54:35		0:43:46		0:47:57		0:43:29		0:42:02				0:54:35

				Service Level (<95% calls under 5 min)						24.06%		28.30%		11.26%		26.98%				22.65%

				Talk Time (Avg)				0:11:38		0:11:20		0:12:00		0:11:50		0:10:39				0:11:29

				Call Handle Time (Avg)				0:19:39		0:18:43		0:19:19		0:18:49		0:18:11				0:18:56

				Percent. calls transferred by CSS						20.62%		13.55%		14.61%		15.86%				16.16%

				Max Agents				38.00		30.86		37.53		31.96		25.79				38

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		3		1				4

				Connected				145		143		141		220		22				671

				Error				0		1		1		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				18		7		8		14		2				49

				No Response				14		6		8		13		1				42

				Total Requests				177		157		158		250		26				768

				% Connected				82%		91%		89%		88%		85%				86.97%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		6		0		1				9

				Connected				148		32		293		85		22				580

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				18		3		24		5		2				52

				No Response				15		1		27		4		1				48

				Total Requests				183		37		350		94		26				690

				% Connected				81%		86%		84%		90%		85%				85.23%

































































































































































10.22.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week

				Calls Received				1097		948		957		922		904				4828

				Calls Handled				988		903		911		834		793				4429

				Calls Abandoned				109		45		44		73		95				366

				Abandon % (>5%)(Less Short Aban)				9.90%		4.74%		4.64%		7.91%		10.48%				7.53%

				Avg Time to Abandon				0:16:51		0:11:36		0:10:44		0:09:32		0:12:33				0:12:15

				Average Wait Time (>5 min)				0:12:35		0:04:26		0:04:53		0:08:56		0:13:47				0:08:55

				Max Wait Time				1:09:19		0:41:35		0:35:31		0:37:09		0:44:23				1:09:19

				Service Level (<80% calls under 5 min)				63.93%		65.54%		74.86%		47.76%		30.20%				56.46%

				Talk Time (Avg)				0:09:16		0:09:23		0:09:29		0:09:38		0:09:37				0:09:28

				Call Handle Time (Avg)				0:17:21		0:16:46		0:17:05		0:18:09		0:16:46				0:17:13

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.30%		79.74%		80.66%		82.05%		81.20%				80.99%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				156		150		164		140		165				775

		 		Short Abandon (under 60 seconds)				8		3		2		1		10				24

				% of calls answered in under 10 minutes				65.73%		80.69%		80.53%		61.60%		43.76%				66.46%

				Occupancy				na		na		na		na		na				na

				Max Agents				61		51		53		54		50				61



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week

				Calls Received				147		148		193		227		210				925

				Calls Handled				137		145		175		207		196				860

				Calls Abandoned				9		2		16		18		14				59

				Abandon % (>5%)(Less Short Aban)				6.12%		1.35%		8.29%		7.93%		6.67%				6.07%

				Avg Time to Abandon				0:08:00		0:01:08		0:06:28		0:06:04		0:05:21				0:05:24

				Average Wait Time (>5 min)				0:02:39		0:00:35		0:03:42		0:03:57		0:04:39				0:03:06

				Max Wait Time				0:22:55		0:10:39		0:25:57		0:38:26		0:21:53				0:38:26

				Service Level (<95% calls under 5 min)				75.18%		94.48%		74.29%		77.78%		60.71%				76.49%

				Talk Time (Avg)				0:07:58		0:08:56		0:08:48		0:09:04		0:09:12				0:08:47

				Call Handle Time (Avg)				0:12:40		0:14:23		0:14:21		0:14:54		0:14:47				0:14:13

				Max Agents				6.77		5.79		6.97		8.56		8.05				9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week

				Calls Received				207		189		202		201		205				1004

				Calls Handled				179		181		190		180		184				914

				Calls Abandoned				27		8		11		20		21				87

				Abandon % (>5%)(Less Short Aban)				13.04%		4.23%		5.45%		9.95%		10.24%				8.58%

				Avg Time to Abandon				0:06:42		0:02:49		0:05:22		0:03:17		0:03:33				0:04:20

		 		Average Wait Time (>5 min)				0:05:09		0:02:40		0:03:53		0:02:40		0:03:59				0:03:40

				Max Wait Time				0:22:10		0:16:37		0:19:36		0:17:01		0:23:24				0:23:24

				Service Level (<95% calls under 5 min)				65.36%		79.56%		68.95%		75.56%		67.39%				71.36%

				Talk Time (Avg)				0:06:11		0:06:12		0:06:19		0:07:33		0:06:19				0:06:30

				Call Handle Time (Avg)				0:08:29		0:08:38		0:08:38		0:10:16		0:08:39				0:08:56

				Max Agents				4.22		4.34		4.56		5.16		4.42				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week

				Calls Received				156		150		164		140		165				775

				Calls Handled				120		133		147		127		144				671

				Calls Abandoned				24		14		13		10		16				76

				Abandon % (>5%)(Less Short Aban)				19.90%		10.32%		8.71%		7.84%		11.06%				11.57%

				Avg Time to Abandon				0:17:16		0:11:36		0:10:59		0:08:03		0:15:16				0:12:38

				Average Wait Time (>5 min)				0:29:46		0:10:15		0:10:03		0:10:04		0:18:46				0:15:46

				Max Wait Time				0:42:11		0:36:34		0:38:09		0:31:40		0:30:48				0:42:11

				Service Level (<95% calls under 5 min)				13.10%		6.43%		26.73%		22.50%		5.92%				14.94%

				Talk Time (Avg)				0:11:17		0:10:49		0:11:22		0:11:12		0:11:47				0:11:17

				Call Handle Time (Avg)				0:18:47		0:18:40		0:18:41		0:18:38		0:18:55				0:18:44

				Percent. calls transferred by CSS				14.22%		15.82%		17.14%		15.18%		18.25%				16.12%

				Max Agents				31.18		26.11		27.38		25.08		25.15				31

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		1		0		2		1				6

				Connected				232		134		124		124		203				817

				Error				0		0		2		1		6				9

				Invalid Number				0		0		0		0		0				0

				No Answer				12		11		8		5		15				51

				No Response				31		14		12		9		23				89

				Total Requests				277		160		146		141		248				972

				% Connected				84%		84%		85%		88%		82%				84.50%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		1		2				3

				Connected				4		0		2		118		118				242

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		8		7				16

				No Response				1		0		0		12		24				37

				Total Requests				6		0		2		139		151				298

				% Connected				67%		na		100%		85%		78%				82.43%

































































































































































10.15.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week

				Calls Received				1258		1115		1018		935		799				5125

				Calls Handled				1077		922		908		818		735				4460

				Calls Abandoned				181		182		109		113		61				645

				Abandon % (>5%)(Less Short Aban)				14.40%		16.31%		10.68%		12.04%		7.61%				12.21%

				Avg Time to Abandon				0:16:24		0:20:04		0:15:05		0:13:43		0:17:18				0:16:30

				Average Wait Time (>5 min)				0:16:30		0:17:02		0:14:11		0:11:59		0:09:18				0:13:48

				Max Wait Time				1:11:35		1:09:05		1:10:31		0:50:50		0:55:09				1:11:35

				Service Level (<80% calls under 5 min)				49.42%		49.51%		58.80%		47.44%		63.31%				53.70%

				Talk Time (Avg)				0:09:18		0:09:16		0:09:05		0:09:37		0:10:07				0:09:28

				Call Handle Time (Avg)				0:16:35		0:17:00		0:16:51		0:18:00		0:17:53				0:17:15

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.63%		79.52%		80.53%		82.14%		80.35%				80.64%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				173		154		143		136		121				727

		 		Short Abandon (under 60 seconds)				10		12		8		6		4				40

				% of calls answered in under 10 minutes				63.25%		55.37%		61.95%		59.41%		67.51%				61.50%

				Occupancy				na		na		na		na		na				na

				Max Agents				66		61		55		54		46				66



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week

				Calls Received				136		175		176		149		149				785

				Calls Handled				130		168		167		139		140				744

				Calls Abandoned				4		6		7		9		8				34

				Abandon % (>5%)(Less Short Aban)				2.94%		3.43%		3.98%		6.04%		5.37%				4.35%

				Avg Time to Abandon				0:02:23		0:05:02		0:03:16		0:05:59		0:15:23				0:06:24

				Average Wait Time (>5 min)				0:01:10		0:01:33		0:01:03		0:03:04		0:01:39				0:01:41

				Max Wait Time				0:13:40		0:16:08		0:15:17		0:17:33		0:54:55				0:54:55

				Service Level (<95% calls under 5 min)				91.54%		89.29%		94.61%		74.10%		86.43%				87.19%

				Talk Time (Avg)				0:07:14		0:08:18		0:08:08		0:07:37		0:08:37				0:07:58

				Call Handle Time (Avg)				0:12:36		0:13:34		0:12:48		0:12:40		0:14:14				0:13:10

				Max Agents				3.71		5.00		4.23		5.22		5.58				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week

				Calls Received				181		201		164		242		194				982

				Calls Handled				145		175		147		204		186				857

				Calls Abandoned				36		26		17		37		8				124

				Abandon % (>5%)(Less Short Aban)				19.89%		12.94%		10.37%		15.29%		4.12%				12.52%

				Avg Time to Abandon				0:10:44		0:05:21		0:06:22		0:05:56		0:04:49				0:06:38

		 		Average Wait Time (>5 min)				0:12:20		0:05:54		0:05:15		0:08:26		0:02:49				0:06:56

				Max Wait Time				0:34:14		0:44:56		0:21:38		0:26:01		0:17:14				0:44:56

				Service Level (<95% calls under 5 min)				30.34%		40.57%		61.90%		35.29%		76.88%				49.00%

				Talk Time (Avg)				0:07:42		0:07:06		0:07:15		0:06:43		0:05:55				0:06:56

				Call Handle Time (Avg)				0:10:26		0:09:33		0:09:40		0:09:10		0:08:28				0:09:27

				Max Agents				4.20		4.64		3.95		5.20		4.37				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week

				Calls Received				173		154		143		136		121				727

				Calls Handled				123		102		109		101		99				534

				Calls Abandoned				32		31		23		22		16				123

				Abandon % (>5%)(Less Short Aban)				25.96%		29.85%		20.87%		21.76%		15.81%				22.85%

				Avg Time to Abandon				0:18:07		0:21:39		0:15:25		0:14:57		0:17:40				0:17:33

				Average Wait Time (>5 min)				0:37:32		0:37:44		0:32:31		0:25:34		0:21:48				0:31:01

				Max Wait Time				0:33:59		0:35:51		0:36:17		0:39:18		0:41:11				0:41:11

				Service Level (<95% calls under 5 min)				8.37%		7.28%		8.44%		7.09%		7.82%				7.80%

				Talk Time (Avg)				0:10:38		0:11:41		0:10:36		0:10:39		0:12:04				0:11:07

				Call Handle Time (Avg)				0:17:51		0:19:28		0:17:49		0:18:35		0:19:57				0:18:44

				Percent. calls transferred by CSS				13.75%		13.81%		14.05%		14.55%		15.14%				14.26%

				Max Agents				33.59		33.12		28.43		26.31		23.81				34

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		1		2		2		0				7

				Connected				196		286		276		191		155				1104

				Error				2		1		3		3		0				9

				Invalid Number				0		0		0		0		0				0

				No Answer				21		36		32		21		11				121

				No Response				32		29		21		30		10				122

				Total Requests				253		353		334		247		176				1363

				% Connected				77%		81%		83%		77%		88%				81.30%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				22		20		1		37		0				80

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		1		0		2		0				4

				No Response				0		2		0		3		0				5

				Total Requests				23		23		1		43		0				90

				% Connected				96%		87%		100%		86%		na				92.16%

































































































































































10.8.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week

				Calls Received				959		880		927		968		1014				4748

				Calls Handled				895		819		805		882		927				4329

				Calls Abandoned				56		63		125		85		80				410

				Abandon % (>5%)(Less Short Aban)				5.81%		7.21%		13.53%		8.79%		7.91%				8.65%

				Avg Time to Abandon				0:09:02		0:15:35		0:16:24		0:11:30		0:12:11				0:12:56

				Average Wait Time (>5 min)				0:08:08		0:06:16		0:09:20		0:09:28		0:10:04				0:08:39

				Max Wait Time				0:52:31		0:59:00		0:55:17		0:45:40		0:54:35				0:59:00

				Service Level (<80% calls under 5 min)				52.99%		77.07%		61.93%		58.41%		55.25%				61.13%

				Talk Time (Avg)				0:09:46		0:09:12		0:09:01		0:08:45		0:09:06				0:09:10

				Call Handle Time (Avg)				0:17:02		0:16:43		0:16:33		0:15:50		0:15:53				0:16:24

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.58%		82.74%		84.57%		80.87%		77.85%				81.52%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				143		132		130		124		162				691

		 		Short Abandon (under 60 seconds)				7		4		6		9		2				28

				% of calls answered in under 10 minutes				64.05%		82.99%		68.20%		62.18%		64.43%				68.37%

				Occupancy				na		na		na		na		na				na

				Max Agents				52		47		50		49		53				53



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week

				Calls Received				132		135		140		132		156				695

				Calls Handled				128		129		127		126		148				658

				Calls Abandoned				3		5		12		4		7				31

				Abandon % (>5%)(Less Short Aban)				2.27%		3.70%		8.57%		3.03%		4.49%				4.41%

				Avg Time to Abandon				0:05:27		0:01:54		0:03:50		0:01:57		0:04:38				0:03:33

				Average Wait Time (>5 min)				0:01:36		0:02:02		0:02:53		0:01:06		0:02:36				0:02:02

				Max Wait Time				0:13:51		0:11:19		0:13:59		0:12:09		0:16:14				0:16:14

				Service Level (<95% calls under 5 min)				86.72%		79.07%		74.80%		91.27%		80.41%				82.45%

				Talk Time (Avg)				0:07:08		0:07:31		0:08:05		0:07:03		0:07:05				0:07:22

				Call Handle Time (Avg)				0:12:00		0:12:38		0:12:08		0:12:33		0:13:06				0:12:29

				Max Agents				4.26		4.53		4.28		4.08		3.00				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week

				Calls Received				217		191		206		212		151				977

				Calls Handled				192		163		175		175		142				847

				Calls Abandoned				25		26		30		36		9				126

				Abandon % (>5%)(Less Short Aban)				11.52%		13.61%		14.56%		16.98%		5.96%				12.53%

				Avg Time to Abandon				0:04:57		0:06:33		0:07:08		0:06:53		0:06:12				0:06:20

		 		Average Wait Time (>5 min)				0:03:48		0:06:24		0:09:31		0:07:09		0:02:53				0:05:57

				Max Wait Time				0:17:32		0:23:34		0:25:36		0:27:05		0:21:22				0:27:05

				Service Level (<95% calls under 5 min)				69.27%		52.15%		34.86%		48.00%		78.87%				56.63%

				Talk Time (Avg)				0:06:35		0:05:51		0:05:50		0:06:16		0:06:35				0:06:13

				Call Handle Time (Avg)				0:08:59		0:08:22		0:08:05		0:08:20		0:08:58				0:08:32

				Max Agents				4.79		3.81		3.95		4.05		3.54				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week

				Calls Received				143		132		130		124		162				691

				Calls Handled				126		110		88		99		130				552

				Calls Abandoned				11		16		25		18		20				90

				Abandon % (>5%)(Less Short Aban)				8.63%		14.65%		28.81%		17.88%		15.54%				17.10%

				Avg Time to Abandon				0:09:39		0:17:10		0:16:49		0:11:44		0:12:37				0:13:35

				Average Wait Time (>5 min)				0:14:16		0:14:49		0:23:21		0:22:14		0:21:48				0:19:17

				Max Wait Time				0:42:54		0:33:15		0:32:58		0:44:29		0:45:12				0:45:12

				Service Level (<95% calls under 5 min)				18.62%		32.56%		11.45%		6.68%		7.81%				15.42%

				Talk Time (Avg)				0:11:16		0:10:53		0:11:04		0:09:58		0:10:28				0:10:43

				Call Handle Time (Avg)				0:19:39		0:19:32		0:19:54		0:17:59		0:18:32				0:19:07

				Percent. calls transferred by CSS				14.91%		15.00%		14.02%		12.81%		15.98%				14.54%

				Max Agents				27.82		23.69		26.46		25.96		28.81				29

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week

				Busy				1		0		0		0		0				1

				Caller canceled				1		1		0		0		6				8

				Connected				192		115		1		216		205				729

				Error				0		2		0		1		1				4

				Invalid Number				0		0		0		0		0				0

				No Answer				11		5		0		11		7				34

				No Response				29		11		0		28		29				97

				Total Requests				234		134		1		256		248				873

				% Connected				82%		86%		100%		84%		83%				86.98%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				51		8		24		0		21				104

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		2		1		0		0				4

				No Response				2		0		1		0		2				5

				Total Requests				55		10		26		0		23				114

				% Connected				93%		80%		92%		na		91%				89.08%

































































































































































10.1.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week

				Calls Received				871		781		689		644		649				3634

				Calls Handled				856		754		687		635		642				3574

				Calls Abandoned				17		32		3		8		3				65

				Abandon % (>5%)(Less Short Aban)				1.97%		4.12%		0.49%		1.31%		0.52%				1.68%

				Avg Time to Abandon				0:06:29		0:09:17		0:04:58		0:10:13		0:06:20				0:07:27

				Average Wait Time (>5 min)				0:01:49		0:02:52		0:00:29		0:01:51		0:00:38				0:01:31

				Max Wait Time				0:22:42		0:26:49		0:11:03		0:27:34		0:14:14				0:27:34

				Service Level (<80% calls under 5 min)				85.06%		79.34%		96.70%		88.58%		95.67%				89.07%

				Talk Time (Avg)				0:09:13		0:09:28		0:09:08		0:08:53		0:09:46				0:09:17

				Call Handle Time (Avg)				0:16:10		0:16:43		0:15:46		0:16:00		0:16:47				0:16:17

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.20%		80.86%		84.75%		82.75%		81.84%				82.28%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				196		165		134		121		122				738

		 		Short Abandon (under 60 seconds)				3		2		0		0		1				6

				% of calls answered in under 10 minutes				94.73%		88.73%		99.51%		91.77%		98.82%				94.71%

				Occupancy				na		na		na		na		na				na

				Max Agents				48		44		36		34		36				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week

				Calls Received				146		141		114		139		144				684

				Calls Handled				135		134		110		126		133				638

				Calls Abandoned				9		4		2		8		11				34

				Abandon % (>5%)(Less Short Aban)				6.16%		2.84%		1.75%		5.76%		7.64%				4.83%

				Avg Time to Abandon				0:03:10		0:03:05		0:05:20		0:03:51		0:06:44				0:04:26

				Average Wait Time (>5 min)				0:01:19		0:01:29		0:01:19		0:02:11		0:03:18				0:01:55

				Max Wait Time				0:10:42		0:21:06		0:15:54		0:19:04		0:24:45				0:24:45

				Service Level (<95% calls under 5 min)				88.89%		88.06%		90.91%		82.54%		76.69%				85.42%

				Talk Time (Avg)				0:07:54		0:07:48		0:07:49		0:08:02		0:08:19				0:07:58

				Call Handle Time (Avg)				0:12:32		0:12:20		0:12:41		0:12:37		0:11:46				0:12:23

				Max Agents				4.70		4.59		3.91		4.41		4.35				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week

				Calls Received				233		213		197		213		180				1036

				Calls Handled				176		169		164		191		167				867

				Calls Abandoned				57		44		33		22		12				168

				Abandon % (>5%)(Less Short Aban)				24.46%		20.66%		16.75%		10.33%		6.67%				15.77%

				Avg Time to Abandon				0:06:19		0:06:08		0:07:30		0:05:43		0:03:14				0:05:46

		 		Average Wait Time (>5 min)				0:08:29		0:07:08		0:06:43		0:05:28		0:02:58				0:06:09

				Max Wait Time				0:24:26		0:18:54		0:25:50		0:27:24		0:13:14				0:27:24

				Service Level (<95% calls under 5 min)				30.68%		37.28%		54.27%		62.30%		71.26%				51.16%

				Talk Time (Avg)				0:06:40		0:06:18		0:06:39		0:06:22		0:06:31				0:06:30

				Call Handle Time (Avg)				0:08:38		0:08:37		0:08:57		0:08:40		0:09:02				0:08:46

				Max Agents				4.22		4.05		4.08		4.60		4.19				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week

				Calls Received				196		165		134		121		122				738

				Calls Handled				188		151		132		118		120				709

				Calls Abandoned				7		12		2		3		1				25

				Abandon % (>5%)(Less Short Aban)				3.49%		7.96%		1.30%		2.84%		1.23%				3.36%

				Avg Time to Abandon				0:07:10		0:10:10		0:04:58		0:10:33		0:06:20				0:07:50

				Average Wait Time (>5 min)				0:03:51		0:06:17		0:00:54		0:04:10		0:01:28				0:03:20

				Max Wait Time				0:41:19		0:40:10		0:22:01		0:32:32		0:30:14				0:41:19

				Service Level (<95% calls under 5 min)				38.86%		39.10%		80.84%		62.46%		67.18%				57.69%

				Talk Time (Avg)				0:11:16		0:12:07		0:10:53		0:10:31		0:11:16				0:11:12

				Call Handle Time (Avg)				0:19:19		0:21:15		0:18:25		0:19:43		0:19:26				0:19:37

				Percent. calls transferred by CSS				22.50%		21.13%		19.45%		18.79%		18.80%				20.13%

				Max Agents				24.61		22.24		15.74		17.35		17.48				25

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				42		76		10		32		8				168

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				5		4		0		8		0				17

				No Response				1		4		0		3		1				9

				Total Requests				48		84		10		43		9				194

				% Connected				88%		90%		100%		74%		89%				88.26%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		7		3		1		0				12

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		2		0		0		0				2

				Total Requests				1		9		3		1		0				14

				% Connected				100%		78%		100%		100%		na				94.44%

































































































































































9.24.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week

				Calls Received				925		794		752		814		897				4182

				Calls Handled				896		791		733		795		856				4071

				Calls Abandoned				31		2		19		18		45				114

				Abandon % (>5%)(Less Short Aban)				3.35%		0.21%		2.50%		2.19%		4.98%				2.65%

				Avg Time to Abandon				0:08:29		0:06:49		0:08:30		0:08:09		0:07:34				0:07:54

				Average Wait Time (>5 min)				0:02:53		0:00:13		0:02:34		0:01:36		0:04:53				0:02:25

				Max Wait Time				0:27:39		0:07:25		0:25:13		0:24:18		0:33:05				0:33:05

				Service Level (<80% calls under 5 min)				79.60%		99.37%		82.57%		89.26%		64.92%				83.14%

				Talk Time (Avg)				0:09:20		0:09:05		0:09:11		0:09:21		0:08:25				0:09:04

				Call Handle Time (Avg)				0:16:20		0:15:39		0:16:00		0:16:13		0:15:24				0:15:55

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.69%		84.71%		83.69%		85.00%		83.16%				83.85%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				209		161		168		143		227				908

		 		Short Abandon (under 60 seconds)				0		0		3		3		3				9

				% of calls answered in under 10 minutes				88.42%		100.00%		89.50%		95.17%		81.89%				91.00%

				Occupancy				na		na		na		na		na				na

				Max Agents				52		42		41		43		48				52



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week

				Calls Received				180		221		186		222		248				1057

				Calls Handled				176		205		178		214		195				968

				Calls Abandoned				4		16		6		8		51				85

				Abandon % (>5%)(Less Short Aban)				2.22%		7.24%		3.23%		3.60%		20.56%				7.37%

				Avg Time to Abandon				0:06:16		0:02:45		0:03:03		0:09:03		0:14:43				0:07:10

				Average Wait Time (>5 min)				0:03:48		0:03:14		0:01:06		0:02:26		0:12:31				0:04:37

				Max Wait Time				0:18:08		0:13:50		0:12:45		0:25:45		0:57:26				0:57:26

				Service Level (<95% calls under 5 min)				67.05%		72.68%		94.38%		81.78%		44.62%				72.10%

				Talk Time (Avg)				0:08:20		0:08:33		0:08:14		0:07:51		0:07:18				0:08:03

				Call Handle Time (Avg)				0:12:37		0:13:01		0:12:26		0:12:25		0:11:25				0:12:22

				Max Agents				6.17		7.42		6.15		7.38		6.18				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week

				Calls Received				200		198		211		220		186				1015

				Calls Handled				177		186		170		194		170				897

				Calls Abandoned				21		12		41		26		16				116

				Abandon % (>5%)(Less Short Aban)				10.50%		6.06%		19.43%		11.82%		8.60%				11.28%

				Avg Time to Abandon				0:06:06		0:03:53		0:06:48		0:06:35		0:05:06				0:05:41

		 		Average Wait Time (>5 min)				0:03:49		0:04:29		0:09:21		0:05:48		0:05:25				0:05:46

				Max Wait Time				0:17:58		0:20:54		0:23:10		0:20:02		0:20:47				0:23:10

				Service Level (<95% calls under 5 min)				68.93%		62.37%		37.06%		51.55%		52.94%				54.57%

				Talk Time (Avg)				0:06:29		0:06:11		0:05:56		0:06:45		0:06:16				0:06:19

				Call Handle Time (Avg)				0:09:21		0:08:21		0:07:43		0:09:10		0:08:53				0:08:41

				Max Agents				4.63		4.32		3.65		4.94		4.20				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week

				Calls Received				209		161		168		143		227				908

				Calls Handled				191		160		162		136		210				859

				Calls Abandoned				13		0		5		6		15				40

				Abandon % (>5%)(Less Short Aban)				6.94%		0.28%		3.15%		4.35%		7.19%				4.38%

				Avg Time to Abandon				0:08:50		0:08:25		0:08:23		0:09:01		0:08:12				0:08:34

				Average Wait Time (>5 min)				0:06:30		0:00:19		0:02:42		0:03:26		0:07:55				0:04:10

				Max Wait Time				0:36:00		0:24:20		0:33:59		0:37:35		0:48:05				0:48:05

				Service Level (<95% calls under 5 min)				21.19%		88.98%		67.34%		49.18%		19.59%				49.26%

				Talk Time (Avg)				0:11:27		0:11:25		0:11:13		0:11:25		0:10:04				0:11:06

				Call Handle Time (Avg)				0:19:17		0:19:06		0:19:45		0:20:13		0:18:50				0:19:26

				Percent. calls transferred by CSS				22.59%		20.28%		22.34%		17.57%		25.31%				21.62%

				Max Agents				26.23		19.24		19.13		20.65		25.46				26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week

				Busy				0		0		0		0		ERROR:#REF!				ERROR:#REF!

				Caller canceled				0		0		0		0		ERROR:#REF!				ERROR:#REF!

				Connected				19		2		38		40		ERROR:#REF!				ERROR:#REF!

				Error				0		0		0		0		ERROR:#REF!				ERROR:#REF!

				Invalid Number				0		0		0		0		ERROR:#REF!				ERROR:#REF!

				No Answer				1		0		2		0		ERROR:#REF!				ERROR:#REF!

				No Response				1		0		1		4		ERROR:#REF!				ERROR:#REF!

				Total Requests				21		2		41		44		ERROR:#REF!				ERROR:#REF!

				% Connected				90%		100%		93%		91%		ERROR:#REF!				ERROR:#REF!

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		41		1		1				43

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		0		0				2

				No Response				0		0		4		0		0				4

				Total Requests				0		0		47		1		1				49

				% Connected				na		na		87%		100%		100%				95.74%

































































































































































9.17.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week

				Calls Received				973		744		721		717		658				3813

				Calls Handled				894		718		711		707		651				3682

				Calls Abandoned				65		26		7		10		7				116

				Abandon % (>5%)(Less Short Aban)				6.71%		3.48%		1.02%		1.41%		0.88%				2.70%

				Avg Time to Abandon				0:08:38		0:10:53		0:06:57		0:08:16		0:06:42				0:08:17

				Average Wait Time (>5 min)				0:06:51		0:03:36		0:00:50		0:01:12		0:06:41				0:03:50

				Max Wait Time				0:36:00		0:47:49		0:14:25		0:27:03		0:25:02				0:47:49

				Service Level (<80% calls under 5 min)				49.76%		76.85%		92.64%		91.30%		93.16%				80.74%

				Talk Time (Avg)				0:08:16		0:08:28		0:08:52		0:08:30		0:08:42				0:08:33

				Call Handle Time (Avg)				0:15:10		0:15:21		0:15:45		0:15:18		0:15:32				0:15:25

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.48%		82.79%		80.02%		83.28%		81.93%				82.10%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				174		147		162		137		142				762

		 		Short Abandon (under 60 seconds)				4		0		1		4		2				11

				% of calls answered in under 10 minutes				73.08%		88.37%		98.85%		95.95%		96.96%				90.64%

				Occupancy				na		na		na		na		na				na

				Max Agents				48		38		39		36		35				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week

				Calls Received				140		182		141		161		137				761

				Calls Handled				129		169		135		157		126				716

				Calls Abandoned				11		12		6		3						32

				Abandon % (>5%)(Less Short Aban)				7.86%		6.59%		4.26%		1.86%		8.03%				5.72%

				Avg Time to Abandon				0:03:21		0:07:21		0:02:39		0:04:18						0:04:24

				Average Wait Time (>5 min)				0:02:55		0:03:53		0:01:47		0:00:45		0:03:54				0:02:38

				Max Wait Time				0:19:40		0:24:30		0:13:33		0:08:26		0:22:54				0:24:30

				Service Level (<95% calls under 5 min)				78.29%		71.01%		85.93%		96.18%		70.63%				80.41%

				Talk Time (Avg)				0:07:32		0:06:50		0:07:49		0:06:57		0:07:58				0:07:25

				Call Handle Time (Avg)				0:11:56		0:10:59		0:12:29		0:11:16		0:11:59				0:11:43

				Max Agents				4.31		5.15		4.68		4.91		4.00				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week

				Calls Received				189		221		205		210		200				1025

				Calls Handled				187		199		181		192		184				943

				Calls Abandoned				2		22		23		18						65

				Abandon % (>5%)(Less Short Aban)				1.06%		9.95%		11.22%		8.57%		7.50%				7.66%

				Avg Time to Abandon				0:04:27		0:04:03		0:07:56		0:04:42						0:05:17

		 		Average Wait Time (>5 min)				0:01:14		0:04:17		0:05:47		0:04:20		0:02:@9				0:03:54

				Max Wait Time				0:09:38		0:14:43		0:21:09		0:15:32		0:14:43				0:21:09

				Service Level (<95% calls under 5 min)				90.91%		58.79%		48.62%		61.98%		77.17%				67.49%

				Talk Time (Avg)				0:05:53		0:06:26		0:06:17		0:06:05		0:06:08				0:06:09

				Call Handle Time (Avg)				0:07:57		0:08:52		0:08:39		0:08:45		0:08:15				0:08:29

				Max Agents				4.13		4.90		4.37		4.67		4.00				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week

				Calls Received				174		147		162		137		142				762

				Calls Handled				161		133		159		132		139				723

				Calls Abandoned				10		10		2		4						27

				Abandon % (>5%)(Less Short Aban)				6.32%		7.58%		1.33%		3.20%		2.15%				4.12%

				Avg Time to Abandon				0:09:08		0:11:06		0:07:44		0:08:30		0:06:41				0:08:37

				Average Wait Time (>5 min)				0:08:51		0:08:31		0:01:50		0:02:45		0:02:16				0:04:50

				Max Wait Time				0:41:28		0:38:44		0:36:00		0:28:13		0:36:52				0:41:28

				Service Level (<95% calls under 5 min)				20.32%		26.36%		67.56%		60.06%						43.58%

				Talk Time (Avg)				0:10:27		0:10:37		0:11:13		0:10:32		0:10:52				0:10:44

				Call Handle Time (Avg)				0:19:05		0:19:08		0:19:17		0:18:54		0:19:34				0:19:11

				Percent. calls transferred by CSS				17.88%		19.76%		22.47%		19.11%		na				19.80%

				Max Agents				23.46		21.03		20.07		18.05		17.00				23

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		1		0		0		0				3

				Connected				134		78		14		22		18				266

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				8		5		0		0		0				13

				No Response				12		17		1		3		3				36

				Total Requests				157		101		15		25		21				319

				% Connected				85%		77%		93%		88%		86%				85.92%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				12		10		0		1		0				23

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				3		6		0		0		0				9

				Total Requests				16		16		0		1		0				33

				% Connected				75%		63%		na		100%		na				79.17%

































































































































































9.10.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week

				Calls Received				744		632		628				832				2836

				Calls Handled				726		628		621				787				2762

				Calls Abandoned				13		5		3				46				67

				Abandon % (>5%)(Less Short Aban)				1.74%		0.82%		0.54%				5.48%				2.15%

				Avg Time to Abandon				0:05:58		0:08:51		0:06:13				0:08:47				0:07:27

				Average Wait Time (>5 min)				0:01:17		0:00:33		0:00:29				0:06:05				0:02:06

				Max Wait Time				0:11:28		0:17:21		0:16:11				0:36:06				0:36:06

				Service Level (<80% calls under 5 min)				89.58%		95.19%		96.17%				68.19%				87.28%

				Talk Time (Avg)				0:08:29		0:08:51		0:08:34				0:08:49				0:08:40

				Call Handle Time (Avg)				0:14:50		0:14:59		0:15:02				0:15:46				0:15:09

				Transfer Out				na		na		na				na				na

				First Call Resolution %				82.22%		84.32%		82.97%				79.45%				82.24%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				177		102		112				172				563

		 		Short Abandon (under 60 seconds)				1		1		0				7				9

				% of calls answered in under 10 minutes				99.00%		98.63%		98.50%				77.84%				93.49%

				Occupancy				na		na		na				na				na

				Max Agents				38		31		31				44				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week

				Calls Received				138		158		138				180				614

				Calls Handled				134		151		130				164				579

				Calls Abandoned				3		7		8				16				34

				Abandon % (>5%)(Less Short Aban)				2.17%		4.43%		5.80%				8.89%				5.32%

				Avg Time to Abandon				0:06:09		0:06:15		0:05:08				0:04:55				0:05:36

				Average Wait Time (>5 min)				0:01:59		0:02:09		0:02:57				0:05:41				0:03:11

				Max Wait Time				0:13:24		0:16:33		0:19:30				0:22:23				0:22:23

				Service Level (<95% calls under 5 min)				83.58%		80.13%		74.62%				52.44%				72.69%

				Talk Time (Avg)				0:07:22		0:07:23		0:07:31				0:08:48				0:07:46

				Call Handle Time (Avg)				0:11:51		0:12:13		0:12:06				0:14:07				0:12:34

				Max Agents				4.41		5.12		4.37				6.43				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week

				Calls Received				221		190		180				202				793

				Calls Handled				204		174		166				178				722

				Calls Abandoned				16		15		12				23				66

				Abandon % (>5%)(Less Short Aban)				7.24%		7.89%		6.67%				11.39%				8.30%

				Avg Time to Abandon				0:04:26		0:04:58		0:03:51				0:06:04				0:04:49

		 		Average Wait Time (>5 min)				0:03:11		0:03:36		0:02:18				0:05:15				0:03:35

				Max Wait Time				0:16:11		0:14:13		0:17:43				0:20:21				0:20:21

				Service Level (<95% calls under 5 min)				75.00%		70.69%		82.53%				59.55%				71.94%

				Talk Time (Avg)				0:05:34		0:06:28		0:06:44				0:05:50				0:06:09

				Call Handle Time (Avg)				0:08:00		0:08:52		0:09:05				0:08:02				0:08:29

				Max Agents				4.56		4.29		4.22				3.97				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week

				Calls Received				177		102		112				172				563

				Calls Handled				176		100		110				156				542

				Calls Abandoned				0		2		1				13				16

				Abandon % (>5%)(Less Short Aban)				0.00%		2.27%		0.71%				8.43%				2.85%

				Avg Time to Abandon				0:00:00		0:08:51		0:07:15				0:09:24				0:06:22

				Average Wait Time (>5 min)				0:00:28		0:01:18		0:01:01				0:11:30				0:03:34

				Max Wait Time				0:30:23		0:17:51		0:23:36				0:32:49				0:32:49

				Service Level (<95% calls under 5 min)				85.27%		83.71%		85.97%				23.40%				69.59%

				Talk Time (Avg)				0:10:28		0:10:00		0:10:21				0:10:18				0:10:16

				Call Handle Time (Avg)				0:18:21		0:17:38		0:18:00				0:18:29				0:18:07

				Percent. calls transferred by CSS				23.79%		16.14%		17.83%				20.67%				19.61%

				Max Agents				18.08		12.92		13.99				21.91				22

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week

				Busy				0		0		0				1				1

				Caller canceled				0		1		0				1				2

				Connected				10		12		11				103				136

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				0		0		1				3				4

				No Response				0		1		1				9				11

				Total Requests				10		14		13				117				154

				% Connected				100%		86%		85%				88%				89.59%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		Week

				Busy				0		0		0				0				0

				Caller canceled				0		0		0				0				0

				Connected				31		0		0				14				45

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				1		0		0				1				2

				No Response				0		0		0				0				0

				Total Requests				32		0		0				15				47

				% Connected				97%		na		na				93%				95.10%

































































































































































9.3.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week

				Calls Received						778		768		631		603				2780

				Calls Handled						768		743		622		597				2729

				Calls Abandoned						10		16		10		3				40

				Abandon % (>5%)(Less Short Aban)						1.28%		2.13%		1.59%		0.55%				1.39%

				Avg Time to Abandon						0:06:15		0:06:10		0:06:38		0:08:50				0:06:58

				Average Wait Time (>5 min)						0:00:56		0:01:29		0:01:28		0:00:34				0:01:06

				Max Wait Time						0:17:32		0:19:11		0:18:48		0:16:13				0:19:11

				Service Level (<80% calls under 5 min)						92.98%		88.09%		87.58%		96.13%				91.20%

				Talk Time (Avg)						0:08:12		0:08:49		0:08:53		0:09:21				0:08:48

				Call Handle Time (Avg)						0:14:25		0:15:19		0:15:42		0:16:28				0:15:28

				Transfer Out						na		na		na		na				na

				First Call Resolution %						80.21%		79.06%		82.45%		81.96%				80.92%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						163		125		125		126				539

		 		Short Abandon (under 60 seconds)						2		2		1		0				5

				% of calls answered in under 10 minutes						97.73%		98.50%		95.28%		98.48%				97.50%

				Occupancy						na		na		na		na				na

				Max Agents						38		38		33		33				38



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week

				Calls Received						165		137		136		137				575

				Calls Handled						153		136		125		119				533

				Calls Abandoned						12		1		9		16				38

				Abandon % (>5%)(Less Short Aban)						7.27%		0.73%		6.62%		11.68%				6.58%

				Avg Time to Abandon						0:04:48		0:02:20		0:04:22		0:12:13				0:05:55

				Average Wait Time (>5 min)						0:04:46		0:00:25		0:02:04		0:06:15				0:03:22

				Max Wait Time						0:23:26		0:05:27		0:10:02		0:25:36				0:25:36

				Service Level (<95% calls under 5 min)						61.44%		99.26%		80.80%		56.30%				74.45%

				Talk Time (Avg)						0:07:38		0:07:54		0:08:16		0:08:17				0:08:01

				Call Handle Time (Avg)						0:12:26		0:12:57		0:12:17		0:12:36				0:12:34

				Max Agents						5.28		4.89		4.27		4.20				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week

				Calls Received						168		180		204		193				745

				Calls Handled						146		170		191		184				691

				Calls Abandoned						21		10		12		8				51

				Abandon % (>5%)(Less Short Aban)						12.50%		5.56%		5.88%		4.15%				7.02%

				Avg Time to Abandon						0:05:52		0:04:10		0:04:20		0:03:57				0:04:34

		 		Average Wait Time (>5 min)						0:05:26		0:02:59		0:01:45		0:02:21				0:03:07

				Max Wait Time						0:20:15		0:16:01		0:15:55		0:17:51				0:20:15

				Service Level (<95% calls under 5 min)						60.27%		75.29%		89.53%		79.89%				76.25%

				Talk Time (Avg)						0:06:42		0:06:34		0:05:41		0:05:49				0:06:11

				Call Handle Time (Avg)						0:08:58		0:08:56		0:07:54		0:07:57				0:08:26

				Max Agents						3.66		4.22		4.19		4.09				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week

				Calls Received						163		125		125		126				539

				Calls Handled						158		122		119		126				526

				Calls Abandoned						3		2		5		0				10

				Abandon % (>5%)(Less Short Aban)						2.12%		1.41%		3.87%		0.00%				1.85%

				Avg Time to Abandon						0:05:15		0:07:12		0:06:38		0:00:00				0:04:46

				Average Wait Time (>5 min)						0:01:22		0:01:00		0:03:37		0:00:18				0:01:34

				Max Wait Time						0:27:56		0:28:48		0:28:30		0:28:30				0:28:48

				Service Level (<95% calls under 5 min)						70.29%		77.27%		43.04%		90.82%				70.36%

				Talk Time (Avg)						0:09:13		0:10:11		0:10:19		0:10:10				0:09:58

				Call Handle Time (Avg)						0:16:48		0:18:15		0:18:53		0:18:13				0:18:02

				Percent. calls transferred by CSS						20.95%		16.28%		19.81%		20.90%				19.48%

				Max Agents						17.58		17.93		16.25		14.87				18

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week

				Busy						0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						14		9		10		2				35

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						1		2		1		0				4

				No Response						1		0		0		0				1

				Total Requests						16		11		11		2				40

				% Connected						88%		82%		91%		100%				90.06%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		Week

				Busy						0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						5		5		0		8				18

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						0		0		0		2				2

				Total Requests						5		5		0		10				20

				% Connected						100%		100%		na		80%				93.33%

































































































































































8.27.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week

				Calls Received				862		801		831		945		702				4141

				Calls Handled				832		791		809		911		682				4026

				Calls Abandoned				26		10		22		35		18				111

				Abandon % (>5%)(Less Short Aban)				2.96%		1.31%		2.70%		3.74%		2.52%				2.65%

				Avg Time to Abandon				0:07:24		0:06:34		0:09:07		0:08:13		0:10:05				0:08:16

				Average Wait Time (>5 min)				0:02:44		0:01:16		0:03:11		0:03:29		0:02:32				0:02:38

				Max Wait Time				0:24:22		0:19:00		0:32:54		0:24:04		0:26:41				0:32:54

				Service Level (<80% calls under 5 min)				80.10%		90.68%		80.40%		74.02%		82.86%				81.61%

				Talk Time (Avg)				0:09:02		0:08:54		0:09:19		0:08:49		0:08:34				0:08:55

				Call Handle Time (Avg)				0:16:30		0:15:52		0:16:00		0:15:10		0:14:32				0:15:36

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.20%		82.74%		81.11%		80.21%		78.96%				81.44%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				186		191		207		231		170				985

		 		Short Abandon (under 60 seconds)				1		0		2		2		0				5

				% of calls answered in under 10 minutes				88.51%		97.44%		89.45%		87.06%		92.32%				90.96%

				Occupancy				na		na		na		na		na				na

				Max Agents				48		44		46		50		35				50



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week

				Calls Received				215		190		201		244		117				967

				Calls Handled				187		182		183		226		114				892

				Calls Abandoned				25		7		14		15		1				62

				Abandon % (>5%)(Less Short Aban)				11.63%		3.68%		6.97%		6.15%		0.85%				5.86%

				Avg Time to Abandon				0:04:41		0:04:14		0:04:29		0:02:43		0:07:45				0:04:46

				Average Wait Time (>5 min)				0:03:41		0:01:29		0:05:02		0:03:38		0:00:21				0:02:50

				Max Wait Time				0:14:15		0:11:49		0:25:50		0:16:31		0:09:31				0:25:50

				Service Level (<95% calls under 5 min)				63.64%		90.66%		60.11%		66.81%		97.37%				75.72%

				Talk Time (Avg)				0:08:17		0:07:45		0:07:55		0:07:44		0:06:28				0:07:37

				Call Handle Time (Avg)				0:12:28		0:12:05		0:12:21		0:12:25		0:10:54				0:12:02

				Max Agents				6.48		6.10		6.32		7.86		3.45				8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week

				Calls Received				200		193		196		186		150				925

				Calls Handled				152		162		166		160		140				780

				Calls Abandoned				48		30		29		26		10				143

				Abandon % (>5%)(Less Short Aban)				24.00%		15.54%		14.80%		13.98%		6.67%				15.00%

				Avg Time to Abandon				0:08:30		0:06:10		0:05:53		0:08:18		0:03:00				0:06:22

		 		Average Wait Time (>5 min)				0:10:35		0:05:33		0:06:40		0:06:12		0:05:31				0:06:54

				Max Wait Time				0:32:52		0:20:00		0:21:59		0:22:54		0:20:17				0:32:52

				Service Level (<95% calls under 5 min)				36.84%		51.85%		45.78%		56.88%		60.71%				50.41%

				Talk Time (Avg)				0:05:55		0:06:57		0:06:40		0:05:59		0:05:37				0:06:13

				Call Handle Time (Avg)				0:08:14		0:09:01		0:08:55		0:08:15		0:07:50				0:08:27

				Max Agents				3.48		4.08		4.14		3.67		3.05				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week

				Calls Received				186		191		207		231		170				985

				Calls Handled				178		185		196		217		164				939

				Calls Abandoned				7		5		9		13		4				38

				Abandon % (>5%)(Less Short Aban)				3.93%		2.94%		4.43%		5.79%		2.39%				3.90%

				Avg Time to Abandon				0:08:15		0:06:34		0:10:27		0:09:13		0:10:24				0:08:58

				Average Wait Time (>5 min)				0:03:52		0:02:21		0:06:44		0:06:07		0:03:32				0:04:31

				Max Wait Time				0:44:29		0:40:45		0:39:10		0:50:58		0:40:01				0:50:58

				Service Level (<95% calls under 5 min)				52.90%		57.95%		37.14%		30.86%		48.26%				45.42%

				Talk Time (Avg)				0:10:35		0:10:31		0:10:45		0:10:31		0:09:52				0:10:26

				Call Handle Time (Avg)				0:19:10		0:18:30		0:18:20		0:18:23		0:17:42				0:18:25

				Percent. calls transferred by CSS				21.58%		23.85%		24.91%		24.44%		24.22%				23.80%

				Max Agents				23.03		22.70		22.95		25.56		18.47				26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				68		36		74		45		43				266

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		3		0		1		0				6

				No Response				2		4		6		1		2				15

				Total Requests				73		43		80		47		46				289

				% Connected				93%		84%		93%		96%		93%				91.72%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				38		1		1		26		6				72

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				6		0		0		1		1				8

				No Response				2		0		0		6		1				9

				Total Requests				47		1		1		33		8				90

				% Connected				81%		100%		100%		79%		75%				86.93%

































































































































































8.20.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week

				Calls Received				770		793		685		667		673				3588

				Calls Handled				726		737		655		650		659				3427

				Calls Abandoned				42		55		19		13		12				141

				Abandon % (>5%)(Less Short Aban)				5.40%		6.97%		2.82%		1.91%		1.74%				3.77%

				Avg Time to Abandon				0:19:07		0:14:09		0:06:57		0:05:04		0:06:18				0:10:19

				Average Wait Time (>5 min)				0:06:53		0:06:28		0:02:18		0:01:17		0:01:25				0:03:40

				Max Wait Time				1:03:21		0:44:28		0:23:37		0:16:09		0:10:58				1:03:21

				Service Level (<80% calls under 5 min)				75.74%		72.65%		82.01%		89.25%		90.37%				82.00%

				Talk Time (Avg)				0:08:57		0:09:17		0:09:02		0:09:04		0:08:43				0:09:00

				Call Handle Time (Avg)				0:15:33		0:16:40		0:15:57		0:16:09		0:15:42				0:16:00

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.60%		81.80%		81.04%		84.63%		85.20%				82.65%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				100		139		132		117		132				620

		 		Short Abandon (under 60 seconds)				1		2		1		2		0				6

				% of calls answered in under 10 minutes				79.80%		78.29%		92.16%		97.90%		99.24%				89.48%

				Occupancy				na		na		na		na		na				na

				Max Agents				38		44		36		35		35				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week

				Calls Received				138		162		163		167		168				798

				Calls Handled				125		158		140		157		148				728

				Calls Abandoned				11		4		20		9		19				63

				Abandon % (>5%)(Less Short Aban)				7.97%		2.47%		12.27%		5.39%		11.31%				7.88%

				Avg Time to Abandon				0:06:15		0:03:28		0:03:16		0:04:57		0:05:15				0:04:38

				Average Wait Time (>5 min)				0:03:32		0:02:31		0:03:18		0:03:19		0:03:58				0:03:19

				Max Wait Time				0:16:38		0:19:52		0:11:56		0:16:33		0:17:14				0:19:52

				Service Level (<95% calls under 5 min)				70.40%		83.54%		72.14%		71.97%		64.19%				72.45%

				Talk Time (Avg)				0:08:10		0:07:15		0:07:19		0:07:17		0:08:10				0:07:38

				Call Handle Time (Avg)				0:12:07		0:11:38		0:11:44		0:11:33		0:11:57				0:11:47

				Max Agents				4.20		5.11		4.59		5.07		4.91				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week

				Calls Received				192		167		204		209		158				930

				Calls Handled				172		155		166		186		150				829

				Calls Abandoned				19		10		38		23		7				97

				Abandon % (>5%)(Less Short Aban)				9.90%		5.99%		18.63%		11.00%		4.43%				9.99%

				Avg Time to Abandon				0:07:29		0:02:02		0:05:46		0:05:30		0:02:53				0:04:44

		 		Average Wait Time (>5 min)				0:06:03		0:01:14		0:07:23		0:04:48		0:01:18				0:04:09

				Max Wait Time				0:19:20		0:07:47		0:20:52		0:19:35		0:12:44				0:20:52

				Service Level (<95% calls under 5 min)				45.35%		92.26%		37.95%		60.75%		90.00%				65.26%

				Talk Time (Avg)				0:05:55		0:05:37		0:07:20		0:05:36		0:05:21				0:05:57

				Call Handle Time (Avg)				0:08:30		0:07:51		0:09:55		0:07:56		0:07:32				0:08:20

				Max Agents				4.09		3.38		4.57		4.10		3.14				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week

				Calls Received				100		139		132		117		132				620

				Calls Handled				86		115		123		113		130				567

				Calls Abandoned				10		17		5		3		2				36

				Abandon % (>5%)(Less Short Aban)				11.59%		14.47%		4.27%		2.31%		1.22%				6.77%

				Avg Time to Abandon				0:21:32		0:15:20		0:07:27		0:05:23		0:06:17				0:11:11

				Average Wait Time (>5 min)				0:17:26		0:15:53		0:03:31		0:01:35		0:00:58				0:07:52

				Max Wait Time				0:30:14		0:43:29		0:30:31		0:32:58		0:30:05				0:43:29

				Service Level (<95% calls under 5 min)				26.79%		16.41%		57.97%		65.31%		69.00%				47.10%

				Talk Time (Avg)				0:10:10		0:10:50		0:10:23		0:10:26		0:09:45				0:10:18

				Call Handle Time (Avg)				0:17:02		0:19:10		0:18:14		0:18:34		0:17:37				0:18:07

				Percent. calls transferred by CSS				12.99%		17.53%		19.27%		17.54%		19.61%				17.39%

				Max Agents				16.31		20.96		17.76		17.88		16.09				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				23		107		48		15		6				199

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		21		4		0		0				28

				No Response				3		23		4		0		0				30

				Total Requests				29		151		56		15		6				257

				% Connected				79%		71%		86%		100%		100%				87.18%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				0		3		16		16		12				47

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		5		3		0				8

				No Response				0		0		2		4		0				6

				Total Requests				0		3		24		23		12				62

				% Connected				na		100%		67%		70%		100%				84.06%

































































































































































8.13.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week

				Calls Received				720		767		715		594		579				3375

				Calls Handled				700		753		701		580		571				3306

				Calls Abandoned				18		13		7		8		7				53

				Abandon % (>5%)(Less Short Aban)				2.44%		1.75%		1.00%		1.36%		1.22%				1.55%

				Avg Time to Abandon				0:08:34		0:06:13		0:09:46		0:08:48		0:07:37				0:08:11

				Average Wait Time (>5 min)				0:01:53		0:01:59		0:01:14		0:01:08		0:01:18				0:01:30

				Max Wait Time				0:21:00		0:34:54		0:25:23		0:18:47		0:16:36				0:34:54

				Service Level (<80% calls under 5 min)				86.07%		86.75%		92.99%		92.41%		91.36%				89.92%

				Talk Time (Avg)				0:09:12		0:08:57		0:09:04		0:09:20		0:09:43				0:09:15

				Call Handle Time (Avg)				0:16:08		0:15:32		0:15:58		0:16:29		0:16:32				0:16:07

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.20%		79.48%		78.88%		80.26%		78.17%				80.00%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				101		89		86		69		79				424

		 		Short Abandon (under 60 seconds)				0		1		3		1		1				6

				% of calls answered in under 10 minutes				94.98%		93.44%		95.41%		97.06%		96.14%				95.41%

				Occupancy				na		na		na		na		na				na

				Max Agents				37		37		35		30		30				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week

				Calls Received				154		134		101		125		122				636

				Calls Handled				146		126		92		121		117				602

				Calls Abandoned				6		7		9		4		3				29

				Abandon % (>5%)(Less Short Aban)				3.90%		5.22%		8.91%		3.20%		2.46%				4.74%

				Avg Time to Abandon				0:02:58		0:03:32		0:05:59		0:02:40		0:02:59				0:03:37

				Average Wait Time (>5 min)				0:02:36		0:01:41		0:01:46		0:02:56		0:01:54				0:02:10

				Max Wait Time				0:10:51		0:11:39		0:19:44		0:11:59		0:15:56				0:19:44

				Service Level (<95% calls under 5 min)				76.03%		85.71%		89.13%		73.55%		84.62%				81.81%

				Talk Time (Avg)				0:06:19		0:07:39		0:08:28		0:07:30		0:07:22				0:07:27

				Call Handle Time (Avg)				0:10:26		0:11:11		0:12:53		0:11:51		0:12:01				0:11:40

				Max Agents				4.23		3.92		3.29		3.98		3.94				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week

				Calls Received				194		179		230		184		167				954

				Calls Handled				181		166		196		170		152				865

				Calls Abandoned				13		12		34		13		13				85

				Abandon % (>5%)(Less Short Aban)				6.70%		6.70%		14.78%		7.07%		7.78%				8.61%

				Avg Time to Abandon				0:04:36		0:05:09		0:05:28		0:04:15		0:04:15				0:04:44

		 		Average Wait Time (>5 min)				0:02:34		0:02:20		0:05:38		0:02:21		0:04:04				0:03:23

				Max Wait Time				0:14:35		0:16:22		0:18:46		0:19:33		0:16:24				0:19:33

				Service Level (<95% calls under 5 min)				77.35%		83.73%		47.96%		84.71%		67.76%				72.30%

				Talk Time (Avg)				0:06:10		0:05:35		0:06:11		0:05:38		0:06:05				0:05:55

				Call Handle Time (Avg)				0:08:17		0:07:34		0:08:12		0:07:51		0:08:16				0:08:02

				Max Agents				4.17		3.51		4.47		3.71		3.51				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week

				Calls Received				101		89		86		69		79				424

				Calls Handled				97		85		84		66		77				408

				Calls Abandoned				3		3		1		2		2				11

				Abandon % (>5%)(Less Short Aban)				3.47%		4.01%		1.18%		2.82%		1.98%				2.69%

				Avg Time to Abandon				0:09:53		0:06:17		0:15:35		0:08:41		0:08:59				0:09:53

				Average Wait Time (>5 min)				0:02:19		0:04:39		0:02:25		0:02:34		0:02:42				0:02:55

				Max Wait Time				0:21:00		0:34:54		0:25:23		0:18:47		0:16:36				0:34:54

				Service Level (<95% calls under 5 min)				67.94%		48.99%		66.07%		51.25%		63.35%				59.52%

				Talk Time (Avg)				0:09:57		0:09:12		0:08:50		0:09:21		0:10:44				0:09:36

				Call Handle Time (Avg)				0:17:10		0:15:50		0:15:28		0:16:12		0:17:27				0:16:25

				Percent. calls transferred by CSS				14.03%		11.60%		12.03%		11.62%		13.64%				12.58%

				Max Agents				13.72		15.34		14.60		12.77		12.21				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		1		1		1				3

				Connected				23		47		26		23		26				145

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		5		0		1		0				7

				No Response				0		4		5		7		3				19

				Total Requests				24		56		32		32		30				174

				% Connected				96%		84%		81%		72%		87%				83.91%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				22		0		4		2		0				28

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		0		0		1		0				4

				No Response				6		0		0		0		0				6

				Total Requests				32		0		4		3		0				39

				% Connected				69%		na		100%		67%		na				78.47%

































































































































































8.6.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week

				Calls Received				703		615		576		565		491				2950

				Calls Handled				697		598		563		557		475				2890

				Calls Abandoned				3		12		7		3		10				35

				Abandon % (>5%)(Less Short Aban)				0.36%		2.00%		1.29%		0.60%		1.96%				1.24%

				Avg Time to Abandon				0:06:51		0:05:49		0:05:47		0:08:59		0:06:40				0:06:49

				Average Wait Time (>5 min)				0:00:42		0:01:26		0:01:04		0:00:40		0:00:56				0:00:57

				Max Wait Time				0:17:04		0:25:54		0:20:57		0:19:30		0:13:57				0:25:54

				Service Level (<80% calls under 5 min)				95.37%		88.84%		91.22%		95.25%		92.25%				92.58%

				Talk Time (Avg)				0:09:23		0:09:56		0:09:21		0:09:02		0:09:20				0:09:24

				Call Handle Time (Avg)				0:16:04		0:16:25		0:16:06		0:15:45		0:15:48				0:16:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.54%		80.04%		83.61%		82.08%		84.08%				82.07%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				124		85		122		97		69				497

		 		Short Abandon (under 60 seconds)				0		1		2		0		0				3

				% of calls answered in under 10 minutes				99.02%		95.74%		97.51%		98.62%		99.26%				98.03%

				Occupancy				na		na		na		na		na				na

				Max Agents				37		32		31		29		25				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week

				Calls Received				120		118		108		97		89				532

				Calls Handled				111		109		105		96		87				508

				Calls Abandoned				9		8		3		0		1				21

				Abandon % (>5%)(Less Short Aban)				7.50%		6.78%		2.78%		0.00%		1.12%				3.64%

				Avg Time to Abandon				0:04:28		0:03:43		0:05:57		0:00:00		0:10:08				0:04:51

				Average Wait Time (>5 min)				0:03:31		0:03:33		0:01:39		0:00:27		0:00:34				0:01:56

				Max Wait Time				0:18:38		0:17:20		0:11:17		0:07:09		0:09:33				0:18:38

				Service Level (<95% calls under 5 min)				67.57%		67.89%		87.62%		97.92%		97.70%				83.74%

				Talk Time (Avg)				0:08:22		0:07:13		0:07:57		0:08:24		0:07:34				0:07:54

				Call Handle Time (Avg)				0:12:48		0:11:25		0:12:21		0:12:29		0:11:23				0:12:05

				Max Agents				3.95		3.46		3.60		3.36		2.75				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week

				Calls Received				212		202		175		177		177				943

				Calls Handled				200		181		172		167		173				893

				Calls Abandoned				10		20		3		10		4				47

				Abandon % (>5%)(Less Short Aban)				4.72%		9.90%		1.71%		5.65%		2.26%				4.85%

				Avg Time to Abandon				0:02:45		0:04:19		0:02:32		0:03:04		0:02:32				0:03:02

		 		Average Wait Time (>5 min)				0:01:57		0:02:47		0:00:26		0:03:46		0:01:33				0:02:05

				Max Wait Time				0:12:56		0:12:42		0:08:37		0:14:23		0:12:14				0:14:23

				Service Level (<95% calls under 5 min)				84.50%		76.24%		98.84%		64.67%		89.02%				82.65%

				Talk Time (Avg)				0:05:47		0:05:37		0:05:44		0:05:27		0:05:46				0:05:40

				Call Handle Time (Avg)				0:07:52		0:07:37		0:07:38		0:07:29		0:07:22				0:07:35

				Max Agents				4.42		3.85		3.65		3.48		3.54				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week

				Calls Received				124		85		122		97		69				497

				Calls Handled				123		83		120		96		67				489

				Calls Abandoned				0		1		2		0		0				4

				Abandon % (>5%)(Less Short Aban)				0.30%		1.56%		1.76%		0.37%		0.00%				0.80%

				Avg Time to Abandon				0:05:48		0:04:59		0:05:54		0:05:17		0:00:00				0:04:23

				Average Wait Time (>5 min)				0:00:35		0:00:40		0:01:54		0:00:15		0:00:13				0:00:43

				Max Wait Time				0:09:21		0:07:57		0:20:57		0:05:06		0:05:42				0:20:57

				Service Level (<95% calls under 5 min)				86.02%		83.86%		72.89%		90.67%		92.34%				85.16%

				Talk Time (Avg)				0:10:23		0:11:18		0:11:20		0:10:20		0:09:56				0:10:39

				Call Handle Time (Avg)				0:17:15		0:18:22		0:18:49		0:17:57		0:16:59				0:17:52

				Percent. calls transferred by CSS				17.64%		13.82%		21.18%		17.17%		14.05%				16.77%

				Max Agents				15.80		13.05		14.83		13.45		10.13				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				3		5		15		0		0				23

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		0		0		0				2

				No Response				0		0		0		0		0				0

				Total Requests				3		7		15		0		0				25

				% Connected				100%		71%		100%		na		na				90.48%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				12		35		3		11		8				69

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		3		0		6		0				9

				No Response				0		4		0		1		4				9

				Total Requests				12		43		3		18		12				88

				% Connected				100%		81%		100%		61%		67%				81.83%

































































































































































7.30.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week

				Calls Received				921		744		650		567		540				3422

				Calls Handled				858		726		636		552		531				3304

				Calls Abandoned				49		11		7		4		7				78

				Abandon % (>5%)(Less Short Aban)				5.33%		1.47%		1.03%		0.75%		1.32%				1.98%

				Avg Time to Abandon				0:07:00		0:05:29		0:05:09		0:05:03		0:04:32				0:05:26

				Average Wait Time (>5 min)				0:05:10		0:01:13		0:00:43		0:00:46		0:01:43				0:01:55

				Max Wait Time				0:41:42		0:16:11		0:12:02		0:14:56		0:28:21				0:41:42

				Service Level (<80% calls under 5 min)				61.98%		91.46%		96.06%		94.39%		86.39%				86.05%

				Talk Time (Avg)				0:08:53		0:09:03		0:08:28		0:09:27		0:09:19				0:09:02

				Call Handle Time (Avg)				0:16:25		0:16:01		0:15:09		0:16:36		0:16:10				0:16:04

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.30%		80.55%		80.50%		84.24%		83.92%				82.50%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				167		143		126		98		64				598

		 		Short Abandon (under 60 seconds)				4		1		0		0		1				6

				% of calls answered in under 10 minutes				82.08%		98.50%		99.74%		97.12%		94.96%				94.48%

				Occupancy				na		na		na		na		na				na

				Max Agents				50		39		33		31		27				50



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week

				Calls Received				264		128		108		120		95				715

				Calls Handled				256		128		107		107		93				691

				Calls Abandoned				4		0		0		8		1				13

				Abandon % (>5%)(Less Short Aban)				1.52%		0.00%		0.00%		6.67%		1.05%				1.85%

				Avg Time to Abandon				0:02:29		0:00:00		0:00:00		0:03:01		0:01:39				0:01:25

				Average Wait Time (>5 min)				0:01:25		0:00:06		0:00:51		0:02:50		0:02:29				0:01:32

				Max Wait Time				0:14:05		0:01:19		0:09:21		0:12:50		0:16:15				0:16:15

				Service Level (<95% calls under 5 min)				93.39%		100.00%		93.46%		73.87%		80.65%				88.27%

				Talk Time (Avg)				0:07:52		0:08:00		0:07:38		0:08:02		0:07:17				0:07:45

				Call Handle Time (Avg)				0:11:37		0:12:16		0:12:07		0:12:31		0:12:14				0:12:09

				Max Agents				8.32		4.36		3.60		3.75		3.16				8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week

				Calls Received				221		163		195		190		179				948

				Calls Handled				188		154		180		172		173				867

				Calls Abandoned				32		6		15		16		4				73

				Abandon % (>5%)(Less Short Aban)				14.48%		3.68%		7.69%		8.42%		2.23%				7.30%

				Avg Time to Abandon				0:04:29		0:03:41		0:05:01		0:05:07		0:03:45				0:04:24

		 		Average Wait Time (>5 min)				0:05:28		0:01:22		0:04:02		0:02:30		0:01:37				0:02:59

				Max Wait Time				0:19:23		0:10:58		0:16:34		0:12:42		0:09:08				0:19:23

				Service Level (<95% calls under 5 min)				54.26%		92.21%		63.89%		77.59%		87.28%				75.04%

				Talk Time (Avg)				0:06:16		0:05:35		0:05:43		0:05:18		0:05:56				0:05:45

				Call Handle Time (Avg)				0:08:15		0:07:45		0:07:25		0:07:32		0:07:54				0:07:46

				Max Agents				4.33		3.36		3.71		3.60		3.82				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week

				Calls Received				167		143		114		98		64				586

				Calls Handled				152		141		86		98		64				540

				Calls Abandoned				10		1		19		0		0				30

				Abandon % (>5%)(Less Short Aban)				6.51%		0.80%		22.20%		0.00%		0.46%				5.99%

				Avg Time to Abandon				0:07:25		0:03:57		0:20:28		0:00:00		0:05:28				0:07:27

				Average Wait Time (>5 min)				0:07:15		0:01:03		0:26:22		0:00:11		0:01:24				0:07:15

				Max Wait Time				0:41:42		0:15:27		2:01:09		0:04:04		0:15:14				2:01:09

				Service Level (<95% calls under 5 min)				35.89%		77.42%		11.07%		92.06%		67.89%				56.87%

				Talk Time (Avg)				0:10:32		0:10:22		0:10:59		0:10:32		0:10:30				0:10:35

				Call Handle Time (Avg)				0:18:46		0:17:18		0:18:52		0:18:22		0:17:37				0:18:11

				Percent. calls transferred by CSS				18.13%		19.22%		9.41%		17.28%		11.85%				15.18%

				Max Agents				21.62		17.96		26.65		12.85		10.66				27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week

				Busy				1		0		0		0		0				1

				Caller canceled				1		0		1		0		0				2

				Connected				86		8		190		1		18				303

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				6		1		6		0		1				14

				No Response				35		3		20		0		1				59

				Total Requests				130		12		217		1		20				380

				% Connected				66%		67%		88%		100%		90%				82.08%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				69		12		14		10		25				130

				Error				2		0		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				3		1		3		0		1				8

				No Response				26		2		6		0		7				41

				Total Requests				100		15		23		10		33				181

				% Connected				69%		80%		61%		100%		76%				77.13%

































































































































































7.23.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week

				Calls Received				778		700		576		545		583				3182

				Calls Handled				738		676		563		536		566				3079

				Calls Abandoned				33		20		8		6		16				82

				Abandon % (>5%)(Less Short Aban)				4.21%		2.85%		1.35%		1.09%		2.75%				2.45%

				Avg Time to Abandon				0:06:06		0:09:37		0:07:26		0:06:05		0:07:06				0:07:16

				Average Wait Time (>5 min)				0:03:10		0:03:10		0:02:55		0:00:47		0:02:50				0:02:34

				Max Wait Time				0:22:59		0:34:50		0:20:29		0:14:33		0:27:02				0:34:50

				Service Level (<80% calls under 5 min)				74.34%		79.28%		73.58%		94.65%		76.65%				79.70%

				Talk Time (Avg)				0:08:22		0:08:45		0:08:49		0:09:01		0:09:19				0:08:51

				Call Handle Time (Avg)				0:15:05		0:15:08		0:15:40		0:16:36		0:17:26				0:15:59

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.94%		81.91%		84.81%		84.21%		81.55%				83.08%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				148		141		89		100		108				586

		 		Short Abandon (under 60 seconds)				3		0		0		1		1				5

				% of calls answered in under 10 minutes				93.04%		87.92%		91.55%		99.69%		91.47%				92.73%

				Occupancy				na		na		na		na		na				na

				Max Agents				39		35		29		30		33				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week

				Calls Received				175		152		183		188		174				872

				Calls Handled				166		147		172		170		162				817

				Calls Abandoned				9		4		11		15		8				47

				Abandon % (>5%)(Less Short Aban)				5.14%		2.63%		6.01%		7.98%		4.60%				5.27%

				Avg Time to Abandon				0:08:31		0:03:04		0:03:52		0:05:48		0:04:43				0:05:11

				Average Wait Time (>5 min)				0:04:17		0:01:30		0:03:02		0:06:58		0:02:24				0:03:38

				Max Wait Time				0:25:24		0:12:24		0:17:05		0:29:14		0:26:41				0:29:14

				Service Level (<95% calls under 5 min)				68.07%		86.39%		76.16%		49.41%		84.57%				72.92%

				Talk Time (Avg)				0:06:59		0:07:09		0:07:34		0:08:00		0:06:53				0:07:19

				Call Handle Time (Avg)				0:11:37		0:10:39		0:12:34		0:12:29		0:11:55				0:11:50

				Max Agents				5.35		4.35		6.01		5.89		5.39				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week

				Calls Received				211		185		196		174		172				938

				Calls Handled				185		171		178		155		159				848

				Calls Abandoned				25		14		18		17		13				87

				Abandon % (>5%)(Less Short Aban)				11.85%		7.57%		9.18%		9.77%		7.56%				9.19%

				Avg Time to Abandon				0:07:16		0:03:16		0:05:10		0:04:19		0:04:16				0:04:51

		 		Average Wait Time (>5 min)				0:04:58		0:03:30		0:04:05		0:04:14		0:02:03				0:03:46

				Max Wait Time				0:28:46		0:12:00		0:18:07		0:16:08		0:14:59				0:28:46

				Service Level (<95% calls under 5 min)				60.54%		66.67%		66.85%		61.94%		83.65%				67.93%

				Talk Time (Avg)				0:05:56		0:06:14		0:06:28		0:06:57		0:05:18				0:06:10

				Call Handle Time (Avg)				0:07:58		0:08:24		0:08:49		0:08:59		0:07:15				0:08:17

				Max Agents				4.12		3.99		4.36		3.89		3.21				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week

				Calls Received				148		141		89		100		108				586

				Calls Handled				139		135		88		99		102				563

				Calls Abandoned				7		5		1		0		4				17

				Abandon % (>5%)(Less Short Aban)				4.80%		3.74%		1.26%		0.00%		3.96%				2.75%

				Avg Time to Abandon				0:06:22		0:11:14		0:09:34		0:00:00		0:06:32				0:06:44

				Average Wait Time (>5 min)				0:03:57		0:04:25		0:02:05		0:00:05		0:04:40				0:03:02

				Max Wait Time				0:22:59		0:34:50		0:17:24		0:02:59		0:27:02				0:34:50

				Service Level (<95% calls under 5 min)				41.94%		54.62%		65.69%		97.54%		34.18%				58.79%

				Talk Time (Avg)				0:09:30		0:10:55		0:10:34		0:11:09		0:10:13				0:10:28

				Call Handle Time (Avg)				0:17:19		0:18:05		0:17:53		0:19:23		0:18:58				0:18:19

				Percent. calls transferred by CSS				19.02%		20.14%		15.45%		18.35%		18.52%				18.30%

				Max Agents				18.02		17.47		11.86		13.18		14.63				18

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				32		32		25		1		30				120

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		1		0		2		1				6

				No Response				11		11		2		0		9				33

				Total Requests				45		44		27		3		40				159

				% Connected				71%		73%		93%		33%		75%				68.95%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				2		0		1		0		0				3

				Connected				53		32		60		11		10				166

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				4		5		7		0		0				16

				No Response				9		3		13		2		0				27

				Total Requests				69		40		81		13		10				213

				% Connected				77%		80%		74%		85%		100%				83.10%

































































































































































7.16.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week

				Calls Received				699		631		554		530		518				2932

				Calls Handled				660		609		532		502		486				2789

				Calls Abandoned				23		17		10		23		25				98

				Abandon % (>5%)(Less Short Aban)				3.31%		2.65%		1.73%		4.43%		4.75%				3.37%

				Avg Time to Abandon				0:07:05		0:07:51		0:07:10		0:07:15		0:08:30				0:07:34

				Average Wait Time (>5 min)				0:01:48		0:02:00		0:01:18		0:02:02		0:05:00				0:02:25

				Max Wait Time				0:26:18		0:25:14		0:30:50		0:21:14		0:29:48				0:30:50

				Service Level (<80% calls under 5 min)				86.56%		86.45%		91.00%		85.07%		59.28%				81.67%

				Talk Time (Avg)				0:08:52		0:09:36		0:08:55		0:09:32		0:09:15				0:09:14

				Call Handle Time (Avg)				0:15:11		0:15:58		0:15:30		0:16:45		0:16:02				0:15:53

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.05%		78.37%		81.69%		81.50%		80.78%				80.68%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				87		49		81		79		72				368

		 		Short Abandon (under 60 seconds)				1		2		2		2		3				10

				% of calls answered in under 10 minutes				95.03%		92.39%		96.56%		93.23%		80.18%				91.48%

				Occupancy				na		na		na		na		na				na

				Max Agents				33		30		27		28		26				33



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week

				Calls Received				161		142		130		135		127				695

				Calls Handled				152		141		127		129		123				672

				Calls Abandoned				4		0		3		6		3				16

				Abandon % (>5%)(Less Short Aban)				2.48%		0.00%		2.31%		4.44%		2.36%				2.32%

				Avg Time to Abandon				0:02:51		0:00:00		0:01:52		0:04:52		0:04:16				0:02:46

				Average Wait Time (>5 min)				0:01:18		0:00:57		0:00:48		0:01:03		0:01:21				0:01:05

				Max Wait Time				0:09:38		0:08:23		0:07:49		0:08:58		0:07:55				0:09:38

				Service Level (<95% calls under 5 min)				91.45%		94.33%		96.06%		95.35%		88.62%				93.16%

				Talk Time (Avg)				0:06:24		0:08:00		0:06:30		0:07:29		0:07:07				0:07:06

				Call Handle Time (Avg)				0:10:27		0:12:06		0:11:26		0:12:25		0:11:37				0:11:36

				Max Agents				4.44		4.74		4.03		4.45		4.00				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week

				Calls Received				181		146		172		203		154				856

				Calls Handled				160		139		165		182		146				792

				Calls Abandoned				19		6		5		21		6				57

				Abandon % (>5%)(Less Short Aban)				10.50%		4.11%		2.91%		10.34%		3.90%				6.35%

				Avg Time to Abandon				0:04:41		0:04:23		0:01:31		0:04:35		0:03:19				0:03:41

		 		Average Wait Time (>5 min)				0:02:07		0:02:27		0:03:22		0:04:34		0:01:31				0:02:48

				Max Wait Time				0:15:20		0:11:26		0:14:19		0:17:36		0:10:50				0:17:36

				Service Level (<95% calls under 5 min)				83.75%		78.42%		64.24%		63.19%		90.41%				76.00%

				Talk Time (Avg)				0:05:51		0:06:20		0:06:24		0:05:44		0:05:41				0:06:00

				Call Handle Time (Avg)				0:07:47		0:08:53		0:08:33		0:07:45		0:07:45				0:08:08

				Max Agents				3.48		3.43		3.92		3.92		3.16				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week

				Calls Received				87		49		81		79		72				368

				Calls Handled				84		48		79		74		69				354

				Calls Abandoned				1		1		0		4		2				8

				Abandon % (>5%)(Less Short Aban)				0.99%		1.76%		0.42%		4.88%		3.42%				2.29%

				Avg Time to Abandon				0:05:31		0:06:32		0:01:31		0:09:19		0:08:31				0:06:16

				Average Wait Time (>5 min)				0:00:50		0:01:46		0:00:56		0:02:53		0:04:11				0:02:07

				Max Wait Time				0:19:05		0:16:27		0:30:50		0:21:14		0:20:03				0:30:50

				Service Level (<95% calls under 5 min)				79.40%		66.81%		83.83%		60.00%		39.91%				65.99%

				Talk Time (Avg)				0:09:59		0:11:40		0:10:35		0:10:47		0:10:47				0:10:45

				Call Handle Time (Avg)				0:17:06		0:19:25		0:17:36		0:17:53		0:18:32				0:18:06

				Percent. calls transferred by CSS				12.45%		7.77%		14.62%		14.91%		13.90%				12.73%

				Max Agents				14.43		12.23		11.63		12.21		12.04				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				10		9		10		9		25				63

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		1		3		3		0				8

				No Response				0		3		3		3		3				12

				Total Requests				11		13		16		15		28				83

				% Connected				91%		69%		63%		60%		89%				74.39%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				43		34		14		12		67				170

				Error				1		1		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				2		6		0		0		6				14

				No Response				5		11		6		4		13				39

				Total Requests				51		52		20		16		87				226

				% Connected				84%		65%		70%		75%		77%				74.34%

































































































































































7.9.2023 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week

				Calls Received				685		599		503		561		465				2813

				Calls Handled				671		572		499		543		452				2737

				Calls Abandoned				10		22		4		16		7				58

				Abandon % (>5%)(Less Short Aban)				1.46%		3.60%		0.71%		2.87%		1.52%				2.03%

				Avg Time to Abandon				0:04:38		0:06:44		0:05:45		0:07:11		0:09:12				0:06:42

				Average Wait Time (>5 min)				0:00:59		0:02:39		0:00:41		0:01:54		0:01:30				0:01:32

				Max Wait Time				0:14:00		0:21:50		0:21:04		0:22:11		0:22:58				0:22:58

				Service Level (<80% calls under 5 min)				95.95%		79.34%		94.80%		86.99%		89.04%				89.22%

				Talk Time (Avg)				0:09:02		0:08:45		0:09:32		0:08:57		0:08:57				0:09:02

				Call Handle Time (Avg)				0:15:29		0:15:24		0:16:01		0:16:32		0:15:31				0:15:47

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.98%		81.30%		80.63%		82.19%		81.15%				81.45%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				70		67		60		67		62				326

		 		Short Abandon (under 60 seconds)				1		1		1		2		2				7

				% of calls answered in under 10 minutes				99.46%		93.11%		99.28%		94.07%		94.72%				96.13%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		28		25		29		23				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week

				Calls Received				128		128		114		142		126				638

				Calls Handled				123		124		108		132		123				610

				Calls Abandoned				5		4		5		9		2				25

				Abandon % (>5%)(Less Short Aban)				3.91%		3.12%		4.39%		6.34%		1.59%				3.87%

				Avg Time to Abandon				0:03:06		0:05:15		0:01:36		0:07:31		0:04:22				0:04:22

				Average Wait Time (>5 min)				0:02:36		0:00:53		0:01:27		0:02:43		0:00:30				0:01:37

				Max Wait Time				0:13:39		0:09:53		0:09:33		0:22:55		0:08:38				0:22:55

				Service Level (<95% calls under 5 min)				78.05%		92.74%		90.74%		81.06%		97.56%				88.03%

				Talk Time (Avg)				0:06:57		0:06:47		0:07:27		0:06:49		0:06:50				0:06:58

				Call Handle Time (Avg)				0:11:42		0:10:53		0:11:26		0:11:23		0:10:46				0:11:14

				Max Agents				4.00		3.75		3.43		4.17		3.68				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week

				Calls Received				176		178		184		188		168				894

				Calls Handled				166		169		180		179		152				846

				Calls Abandoned				7		9		4		9		14				43

				Abandon % (>5%)(Less Short Aban)				3.98%		5.06%		2.17%		4.79%		8.33%				4.87%

				Avg Time to Abandon				0:02:02		0:03:27		0:03:40		0:01:26		0:02:03				0:02:31

		 		Average Wait Time (>5 min)				0:01:21		0:02:04		0:01:16		0:00:52		0:02:22				0:01:35

				Max Wait Time				0:10:14		0:10:47		0:08:52		0:07:19		0:12:53				0:12:53

				Service Level (<95% calls under 5 min)				92.17%		84.02%		90.00%		97.21%		79.61%				88.60%

				Talk Time (Avg)				0:05:37		0:06:29		0:05:33		0:05:38		0:05:55				0:05:50

				Call Handle Time (Avg)				0:07:47		0:08:33		0:07:32		0:07:39		0:07:41				0:07:50

				Max Agents				3.66		4.01		3.77		3.80		3.27				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week

				Calls Received				70		67		60		67		62				326

				Calls Handled				69		67		59		64		59				318

				Calls Abandoned				1		0		1		2		2				5

				Abandon % (>5%)(Less Short Aban)				1.13%		0.43%		0.90%		2.94%		3.02%				1.68%

				Avg Time to Abandon				0:05:15		0:05:48		0:05:18		0:10:04		0:09:37				0:07:12

				Average Wait Time (>5 min)				0:01:14		0:00:51		0:00:55		0:02:24		0:02:51				0:01:39

				Max Wait Time				0:14:00		0:09:26		0:21:04		0:22:11		0:22:58				0:22:58

				Service Level (<95% calls under 5 min)				73.21%		76.19%		84.62%		77.97%		63.78%				75.15%

				Talk Time (Avg)				0:11:04		0:10:32		0:10:43		0:11:26		0:10:29				0:10:50

				Call Handle Time (Avg)				0:17:56		0:17:28		0:18:08		0:19:33		0:17:40				0:18:09

				Percent. calls transferred by CSS				10.22%		11.19%		11.93%		11.94%		13.33%				11.72%

				Max Agents				13.24		11.20		11.12		12.91		9.76				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		3		11		13		15				42

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		3		2		1		9				15

				Total Requests				0		6		13		14		24				57

				% Connected				na		50%		85%		93%		63%				72.49%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		35		3		14		2				58

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		1		0		1		0				4

				No Response				4		6		0		1		0				11

				Total Requests				10		42		3		16		2				73

				% Connected				40%		83%		100%		88%		100%				82.17%

































































































































































7.2.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week

				Calls Received				481				573		533		492				2079

				Calls Handled				475				567		529		470				2041

				Calls Abandoned				2				4		1		19				26

				Abandon % (>5%)(Less Short Aban)				0.38%				0.77%		0.17%		3.77%				1.27%

				Avg Time to Abandon				0:03:31				0:06:42		0:10:55		0:07:30				0:07:09

				Average Wait Time (>5 min)				0:00:33				0:00:34		0:00:39		0:02:59				0:01:11

				Max Wait Time				0:13:46				0:11:35		0:13:58		0:24:51				0:24:51

				Service Level (<80% calls under 5 min)				96.54%				95.79%		95.95%		74.34%				90.66%

				Talk Time (Avg)				0:09:00				0:08:41		0:09:16		0:09:39				0:09:09

				Call Handle Time (Avg)				0:15:27				0:14:43		0:15:56		0:16:21				0:15:36

				Transfer Out				na				na		na		na				na

				First Call Resolution %				72.34%				78.68%		80.88%		79.54%				77.86%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				46				76		39		65				226

		 		Short Abandon (under 60 seconds)				1				1		0		2				4

				% of calls answered in under 10 minutes				99.23%				99.69%		99.30%		92.51%				97.68%

				Occupancy				na				na		na		na				na

				Max Agents				23				26		25		25				26



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week

				Calls Received				59				107		99		104				369

				Calls Handled				57				98		94		97				346

				Calls Abandoned				0				7		5		7				19

				Abandon % (>5%)(Less Short Aban)				0.00%				6.54%		5.05%		6.73%				4.58%

				Avg Time to Abandon				0:00:00				0:03:37		0:05:08		0:05:02				0:03:26

				Average Wait Time (>5 min)				0:00:20				0:01:43		0:02:01		0:01:31				0:01:23

				Max Wait Time				0:04:28				0:13:53		0:13:05		0:15:24				0:15:24

				Service Level (<95% calls under 5 min)				100.00%				85.71%		77.66%		89.69%				88.27%

				Talk Time (Avg)				0:07:18				0:09:10		0:08:47		0:07:39				0:08:13

				Call Handle Time (Avg)				0:11:00				0:13:43		0:13:55		0:11:59				0:12:39

				Max Agents				1.74				3.73		3.63		3.23				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week

				Calls Received				132				164		190		172				658

				Calls Handled				121				156		181		164				622

				Calls Abandoned				5				7		8		8				28

				Abandon % (>5%)(Less Short Aban)				3.79%				4.27%		4.21%		4.65%				4.23%

				Avg Time to Abandon				0:03:35				0:04:07		0:04:55		0:05:07				0:04:26

		 		Average Wait Time (>5 min)				0:01:01				0:02:20		0:03:14		0:01:44				0:02:04

				Max Wait Time				0:09:25				0:11:05		0:16:09		0:13:56				0:16:09

				Service Level (<95% calls under 5 min)				90.08%				76.92%		74.59%		89.63%				82.81%

				Talk Time (Avg)				0:05:28				0:05:31		0:05:43		0:05:56				0:05:39

				Call Handle Time (Avg)				0:07:40				0:08:00		0:07:49		0:08:13				0:07:55

				Max Agents				2.68				3.47		3.93		3.74				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week

				Calls Received				46				76		39		65				226

				Calls Handled				45				75		39		64				223

				Calls Abandoned				0				1		0		1				2

				Abandon % (>5%)(Less Short Aban)				0.00%				0.80%		0.00%		1.97%				0.69%

				Avg Time to Abandon				0:00:00				0:03:24		0:00:00		0:07:21				0:02:41

				Average Wait Time (>5 min)				0:00:10				0:00:26		0:00:31		0:02:24				0:00:52

				Max Wait Time				0:04:36				0:11:35		0:13:58		0:16:45				0:16:45

				Service Level (<95% calls under 5 min)				94.44%				91.60%		86.29%		59.61%				82.99%

				Talk Time (Avg)				0:10:25				0:10:35		0:11:03		0:12:41				0:11:11

				Call Handle Time (Avg)				0:17:17				0:17:02		0:19:09		0:20:32				0:18:30

				Percent. calls transferred by CSS				9.56%				13.26%		7.32%		13.21%				10.84%

				Max Agents				7.92				11.82		10.52		11.57				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week

				Busy				0				0		0		0				0

				Caller canceled				0				0		0		0				0

				Connected				0				3		2		14				19

				Error				0				0		0		0				0

				Invalid Number				0				0		0		0				0

				No Answer				0				0		0		0				0

				No Response				0				0		1		3				4

				Total Requests				0				3		3		17				23

				% Connected				na				100%		67%		82%				83.01%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		Week

				Busy				0				0		0		1				1

				Caller canceled				0				0		0		0				0

				Connected				6				7		14		39				66

				Error				0				0		0		1				1

				Invalid Number				0				0		0		0				0

				No Answer				0				1		2		6				9

				No Response				0				2		5		4				11

				Total Requests				6				10		21		51				88

				% Connected				100%				70%		67%		76%				78.28%

































































































































































6.25.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week

				Calls Received				771		630		659		723		724				3507

				Calls Handled				740		612		642		714		694				3401

				Calls Abandoned				26		13		15		11		26				91

				Abandon % (>5%)(Less Short Aban)				3.37%		2.13%		2.23%		1.47%		3.64%				2.57%

				Avg Time to Abandon				0:06:08		0:07:33		0:08:22		0:06:11		0:06:32				0:06:57

				Average Wait Time (>5 min)				0:02:25		0:01:23		0:01:35		0:01:28		0:03:45				0:02:07

				Max Wait Time				0:25:11		0:20:09		0:23:37		0:15:57		0:21:34				0:25:11

				Service Level (<80% calls under 5 min)				82.89%		89.33%		88.20%		90.40%		67.64%				83.69%

				Talk Time (Avg)				0:09:34		0:08:59		0:09:15		0:09:22		0:09:29				0:09:19

				Call Handle Time (Avg)				0:16:15		0:15:35		0:15:39		0:15:59		0:16:19				0:15:57

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.72%		83.29%		82.63%		79.61%		79.85%				81.42%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				89		73		57		91		101				411

		 		Short Abandon (under 60 seconds)				2		2		1		1		3				9

				% of calls answered in under 10 minutes				94.78%		97.81%		94.82%		97.38%		89.25%				94.81%

				Occupancy				na		na		na		na		na				na

				Max Agents				39		30		31		36		37				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week

				Calls Received				179		172		192		178		188				909

				Calls Handled				166		156		181		169		172				844

				Calls Abandoned				13		14		9		8		16				60

				Abandon % (>5%)(Less Short Aban)				7.26%		8.14%		4.69%		4.49%		8.51%				6.62%

				Avg Time to Abandon				0:06:42		0:08:10		0:05:29		0:04:07		0:04:08				0:05:43

				Average Wait Time (>5 min)				0:04:05		0:04:19		0:03:15		0:02:26		0:04:21				0:03:41

				Max Wait Time				0:22:35		0:25:34		0:27:19		0:15:43		0:20:48				0:27:19

				Service Level (<95% calls under 5 min)				68.67%		71.79%		77.90%		78.11%		70.35%				73.37%

				Talk Time (Avg)				0:06:53		0:06:58		0:07:17		0:08:17		0:07:44				0:07:25

				Call Handle Time (Avg)				0:11:08		0:10:58		0:11:25		0:13:00		0:11:45				0:11:39

				Max Agents				5.13		4.78		5.74		6.10		5.61				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week

				Calls Received				175		157		161		181		157				831

				Calls Handled				165		150		157		171		150				793

				Calls Abandoned				9		7		3		10		7				36

				Abandon % (>5%)(Less Short Aban)				5.14%		4.46%		1.86%		5.52%		4.46%				4.29%

				Avg Time to Abandon				0:02:51		0:03:50		0:01:25		0:02:42		0:02:55				0:02:44

		 		Average Wait Time (>5 min)				0:02:33		0:02:04		0:00:38		0:02:55		0:02:01				0:02:02

				Max Wait Time				0:13:53		0:15:21		0:06:11		0:13:08		0:10:29				0:15:21

				Service Level (<95% calls under 5 min)				73.33%		85.33%		99.36%		74.85%		80.00%				82.58%

				Talk Time (Avg)				0:05:27		0:06:20		0:06:15		0:06:19		0:05:51				0:06:02

				Call Handle Time (Avg)				0:07:37		0:08:45		0:08:29		0:08:50		0:08:10				0:08:22

				Max Agents				3.51		3.65		3.72		4.20		3.40				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week

				Calls Received				89		73		57		91		101				411

				Calls Handled				84		72		53		88		97				395

				Calls Abandoned				4		1		3		3		3				14

				Abandon % (>5%)(Less Short Aban)				4.69%		0.83%		5.68%		3.31%		3.48%				3.60%

				Avg Time to Abandon				0:06:01		0:13:34		0:08:34		0:06:13		0:06:32				0:08:10

				Average Wait Time (>5 min)				0:03:37		0:01:21		0:03:52		0:03:04		0:04:27				0:03:16

				Max Wait Time				0:25:11		0:20:09		0:23:37		0:15:57		0:18:13				0:25:11

				Service Level (<95% calls under 5 min)				58.36%		77.92%		43.89%		46.03%		31.01%				51.44%

				Talk Time (Avg)				0:10:21		0:11:05		0:10:25		0:11:01		0:10:42				0:10:42

				Call Handle Time (Avg)				0:18:29		0:18:42		0:17:28		0:18:55		0:18:11				0:18:21

				Percent. calls transferred by CSS				11.54%		11.59%		8.65%		12.59%		13.95%				11.66%

				Max Agents				16.42		12.46		12.80		15.86		15.95				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week

				Busy				4		1		0		0		0				5

				Caller canceled				0		0		0		0		0				0

				Connected				28		14		30		18		47				137

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				4		1		1		0		3				9

				No Response				6		0		13		1		1				21

				Total Requests				42		16		44		19		51				172

				% Connected				67%		88%		68%		95%		92%				81.85%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		Week

				Busy				4		0		0		0		0				4

				Caller canceled				0		0		0		0		0				0

				Connected				26		13		1		0		45				85

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				5		0		2		0		5				12

				No Response				8		4		1		0		6				19

				Total Requests				43		17		4		0		57				121

				% Connected				60%		76%		25%		na		79%				60.22%

































































































































































6.18.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week

				Calls Received						783		573		550		466				2372

				Calls Handled						772		552		545		462				2331

				Calls Abandoned						9		15		3		0				27

				Abandon % (>5%)(Less Short Aban)						1.15%		2.58%		0.50%		0.00%				1.06%

				Avg Time to Abandon						0:11:06		0:07:27		0:06:39		0:00:00				0:06:18

				Average Wait Time (>5 min)						0:01:00		0:01:19		0:00:40		0:00:04				0:00:45

				Max Wait Time						0:25:43		0:16:36		0:13:20		0:04:02				0:25:43

				Service Level (<80% calls under 5 min)						95.69%		88.46%		96.31%		100.00%				95.12%

				Talk Time (Avg)						0:08:40		0:08:48		0:08:17		0:08:42				0:08:36

				Call Handle Time (Avg)						0:15:10		0:15:55		0:15:25		0:15:33				0:15:30

				Transfer Out						na		na		na		na				na

				First Call Resolution %						79.51%		79.50%		79.67%		80.58%				79.82%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						90		47		52		60				249

		 		Short Abandon (under 60 seconds)						1		1		0		0				2

				% of calls answered in under 10 minutes						96.62%		96.99%		99.66%		100.00%				98.32%

				Occupancy						na		na		na		na				na

				Max Agents						37		27		26		23				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week

				Calls Received						211		186		134		130				661

				Calls Handled						200		176		124		123				623

				Calls Abandoned						8		6		10		7				31

				Abandon % (>5%)(Less Short Aban)						3.79%		3.23%		7.46%		5.38%				4.97%

				Avg Time to Abandon						0:04:05		0:07:54		0:05:14		0:03:59				0:05:18

				Average Wait Time (>5 min)						0:01:22		0:03:05		0:04:30		0:02:32				0:02:52

				Max Wait Time						0:11:53		0:16:26		0:19:32		0:15:55				0:19:32

				Service Level (<95% calls under 5 min)						88.50%		76.14%		61.29%		76.42%				75.59%

				Talk Time (Avg)						0:07:42		0:06:54		0:06:17		0:08:35				0:07:22

				Call Handle Time (Avg)						0:12:22		0:12:10		0:11:44		0:12:24				0:12:10

				Max Agents						6.87		5.95		4.04		4.24				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week

				Calls Received						204		152		169		117				642

				Calls Handled						191		138		153		113				595

				Calls Abandoned						13		12		16		4				45

				Abandon % (>5%)(Less Short Aban)						6.37%		7.89%		9.47%		3.42%				6.79%

				Avg Time to Abandon						0:04:14		0:02:41		0:05:55		0:03:17				0:04:01

		 		Average Wait Time (>5 min)						0:02:16		0:01:31		0:04:10		0:02:01				0:02:29

				Max Wait Time						0:12:28		0:11:30		0:19:06		0:13:18				0:19:06

				Service Level (<95% calls under 5 min)						82.20%		89.13%		68.63%		88.50%				82.11%

				Talk Time (Avg)						0:06:28		0:06:31		0:06:25		0:05:42				0:06:16

				Call Handle Time (Avg)						0:08:30		0:08:48		0:08:38		0:07:54				0:08:27

				Max Agents						4.54		3.40		3.67		2.48				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week

				Calls Received						90		47		52		60				249

				Calls Handled						87		46		51		60				244

				Calls Abandoned						2		1		0		0				3

				Abandon % (>5%)(Less Short Aban)						2.82%		1.75%		0.44%		0.00%				1.25%

				Avg Time to Abandon						0:11:49		0:09:52		0:05:40		0:00:00				0:06:50

				Average Wait Time (>5 min)						0:02:16		0:00:49		0:00:38		0:00:07				0:00:57

				Max Wait Time						0:25:43		0:16:36		0:13:20		0:04:02				0:25:43

				Service Level (<95% calls under 5 min)						71.79%		84.14%		84.89%		96.41%				84.31%

				Talk Time (Avg)						0:10:48		0:10:17		0:08:43		0:09:45				0:09:53

				Call Handle Time (Avg)						0:17:57		0:18:20		0:17:03		0:16:53				0:17:33

				Percent. calls transferred by CSS						11.49%		8.20%		9.45%		12.88%				10.51%

				Max Agents						15.89		11.60		10.70		9.18				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week

				Busy						1		0		0		0				1

				Caller canceled						0		0		0		0				0

				Connected						18		6		7		0				31

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						2		0		0		0				2

				No Response						1		2		0		0				3

				Total Requests						22		8		7		0				37

				% Connected						82%		75%		100%		na				85.61%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		Week

				Busy						0		2		0		0				2

				Caller canceled						0		0		1		0				1

				Connected						0		25		4		0				29

				Error						0		1		0		0				1

				Invalid Number						0		0		0		0				0

				No Answer						0		5		0		0				5

				No Response						0		3		2		0				5

				Total Requests						0		36		7		0				43

				% Connected						na		69%		57%		na				63.29%

































































































































































6.11.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week

				Calls Received				561		513		474		471		447				2466

				Calls Handled				554		504		468		469		444				2439

				Calls Abandoned				3		9		0		2		1				15

				Abandon % (>5%)(Less Short Aban)				0.50%		1.76%		0.00%		0.38%		0.20%				0.57%

				Avg Time to Abandon				0:04:59		0:05:12		0:00:00		0:02:38		0:08:00				0:04:09

				Average Wait Time (>5 min)				0:00:48		0:01:06		0:00:09		0:00:38		0:00:13				0:00:34

				Max Wait Time				0:22:16		0:21:42		0:11:48		0:14:50		0:07:50				0:22:16

				Service Level (<80% calls under 5 min)				95.93%		92.99%		99.20%		95.38%		99.18%				96.54%

				Talk Time (Avg)				0:09:09		0:08:51		0:09:10		0:09:17		0:08:25				0:08:58

				Call Handle Time (Avg)				0:14:55		0:15:25		0:15:36		0:15:42		0:14:54				0:15:18

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.77%		81.29%		81.45%		83.11%		81.61%				81.84%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				36		55		32		52		42				217

		 		Short Abandon (under 60 seconds)				0		1		1		0		0				2

				% of calls answered in under 10 minutes				98.81%		96.22%		99.80%		98.85%		100.00%				98.74%

				Occupancy				na		na		na		na		na				na

				Max Agents				25		24		22		23		20				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week

				Calls Received				136		103		101		123		142				605

				Calls Handled				119		98		97		115		137				566

				Calls Abandoned				17		5		3		5		3				33

				Abandon % (>5%)(Less Short Aban)				12.50%		4.85%		2.97%		4.07%		2.11%				5.30%

				Avg Time to Abandon				0:05:13		0:04:32		0:05:40		0:02:49		0:05:07				0:04:40

				Average Wait Time (>5 min)				0:05:57		0:02:31		0:04:42		0:03:36		0:02:57				0:03:56

				Max Wait Time				0:21:03		0:14:10		0:25:45		0:12:58		0:12:55				0:25:45

				Service Level (<95% calls under 5 min)				50.42%		78.57%		63.92%		63.48%		72.99%				65.88%

				Talk Time (Avg)				0:08:41		0:06:23		0:06:43		0:06:43		0:07:33				0:07:12

				Call Handle Time (Avg)				0:12:50		0:11:05		0:10:59		0:10:42		0:12:24				0:11:36

				Max Agents				4.24		3.02		2.96		3.42		4.72				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week

				Calls Received				179		164		159		163		145				810

				Calls Handled				166		161		156		156		136				775

				Calls Abandoned				11		1		3		7		6				28

				Abandon % (>5%)(Less Short Aban)				6.15%		0.61%		1.89%		4.29%		4.14%				3.42%

				Avg Time to Abandon				0:04:04		0:03:54		0:03:57		0:01:28		0:03:22				0:03:21

		 		Average Wait Time (>5 min)				0:02:17		0:00:23		0:00:47		0:00:57		0:01:29				0:01:10

				Max Wait Time				0:11:48		0:06:43		0:08:10		0:06:11		0:08:21				0:11:48

				Service Level (<95% calls under 5 min)				78.92%		97.52%		96.79%		97.44%		90.44%				92.22%

				Talk Time (Avg)				0:05:38		0:05:03		0:05:38		0:05:45		0:05:18				0:05:28

				Call Handle Time (Avg)				0:07:42		0:06:43		0:07:43		0:07:59		0:07:30				0:07:31

				Max Agents				3.59		3.02		3.34		3.46		2.90				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week

				Calls Received				36		55		32		52		42				217

				Calls Handled				36		52		32		51		41				212

				Calls Abandoned				0		2		0		1		0				3

				Abandon % (>5%)(Less Short Aban)				0.45%		4.13%		0.00%		1.04%		0.58%				1.24%

				Avg Time to Abandon				0:04:38		0:05:04		0:00:00		0:02:38		0:08:00				0:04:04

				Average Wait Time (>5 min)				0:01:08		0:02:21		0:00:19		0:01:31		0:00:32				0:01:10

				Max Wait Time				0:22:16		0:21:42		0:11:48		0:14:50		0:07:50				0:22:16

				Service Level (<95% calls under 5 min)				82.35%		71.30%		92.67%		72.02%		83.72%				80.41%

				Talk Time (Avg)				0:10:01		0:09:22		0:09:15		0:10:43		0:08:17				0:09:31

				Call Handle Time (Avg)				0:16:11		0:16:43		0:16:24		0:18:01		0:15:32				0:16:34

				Percent. calls transferred by CSS				6.42%		10.72%		6.75%		11.04%		9.40%				8.87%

				Max Agents				10.02		10.11		8.69		9.65		7.46				10

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				10		13		3		7		1				34

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		0		1		0				2

				No Response				2		8		0		0		0				10

				Total Requests				12		23		3		8		1				47

				% Connected				83%		57%		100%		88%		100%				85.57%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		Week

				Busy				0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				2		2		0		0		0				4

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				2		2		0		0		0				4

				% Connected				100%		100%		na		na		na				100.00%

































































































































































6.4.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week

				Calls Received				587		488		475		415		429				2394

				Calls Handled				560		481		465		410		420				2336

				Calls Abandoned				21		1		8		3		6				39

				Abandon % (>5%)(Less Short Aban)				3.64%		0.19%		1.72%		0.65%		1.39%				1.52%

				Avg Time to Abandon				0:06:24		0:04:29		0:10:15		0:08:38		0:06:02				0:07:09

				Average Wait Time (>5 min)				0:01:59		0:00:11		0:01:36		0:00:25		0:00:37				0:00:57

				Max Wait Time				0:18:40		0:05:49		0:20:32		0:11:19		0:09:18				0:20:32

				Service Level (<80% calls under 5 min)				84.88%		99.62%		87.28%		96.92%		96.54%				93.05%

				Talk Time (Avg)				0:09:44		0:08:39		0:09:25		0:09:22		0:09:53				0:09:24

				Call Handle Time (Avg)				0:16:22		0:14:50		0:15:33		0:15:58		0:16:05				0:15:45

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.02%		80.72%		81.11%		82.16%		78.78%				80.36%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				45		43		48		44		73				253

		 		Short Abandon (under 60 seconds)				4		0		0		0		0				4

				% of calls answered in under 10 minutes				95.02%		100.00%		93.15%		99.78%		100.00%				97.59%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		22		23		20		22				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg				c 

						4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week

				Calls Received				121		136		106		98		87				548

				Calls Handled				111		131		103		91		82				518

				Calls Abandoned				10		4		3		6		4				27

				Abandon % (>5%)(Less Short Aban)				8.26%		2.94%		2.83%		6.12%		4.60%				4.95%

				Avg Time to Abandon				0:04:37		0:03:40		0:02:18		0:05:08		0:01:42				0:03:29

				Average Wait Time (>5 min)				0:04:53		0:01:01		0:01:25		0:02:24		0:02:35				0:02:27

				Max Wait Time				0:21:52		0:10:18		0:09:37		0:13:09		0:15:11				0:21:52

				Service Level (<95% calls under 5 min)				60.36%		94.66%		90.29%		75.82%		82.93%				80.81%

				Talk Time (Avg)				0:07:39		0:06:10		0:07:15		0:07:07		0:08:07				0:07:15

				Call Handle Time (Avg)				0:12:35		0:10:17		0:11:49		0:11:55		0:12:44				0:11:52

				Max Agents				3.88		3.74		3.38		3.01		2.94				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week

				Calls Received				161		153		156		137		182				789

				Calls Handled				158		149		154		133		166				760

				Calls Abandoned				0		3		0		1		15				19

				Abandon % (>5%)(Less Short Aban)				0.00%		1.96%		0.00%		0.73%		8.24%				2.19%

				Avg Time to Abandon				0:00:00		0:03:07		0:00:00		0:05:25		0:04:16				0:02:33

		 		Average Wait Time (>5 min)				0:00:12		0:01:03		0:00:09		0:00:17		0:03:07				0:00:57

				Max Wait Time				0:04:30		0:10:27		0:03:19		0:05:07		0:14:02				0:14:02

				Service Level (<95% calls under 5 min)				100.00%		91.28%		100.00%		100.00%		69.88%				92.23%

				Talk Time (Avg)				0:05:04		0:05:24		0:05:27		0:05:19		0:05:44				0:05:23

				Call Handle Time (Avg)				0:07:00		0:07:45		0:07:13		0:07:07		0:07:53				0:07:23

				Max Agents				3.11		3.23		3.11		2.65		3.64				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week

				Calls Received				45		43		48		44		73				253

				Calls Handled				42		43		46		44		71				246

				Calls Abandoned				2		0		2		0		1				4

				Abandon % (>5%)(Less Short Aban)				4.95%		0.00%		3.30%		0.00%		1.04%				1.86%

				Avg Time to Abandon				0:07:59		0:00:00		0:11:07		0:00:00		0:06:37				0:05:08

				Average Wait Time (>5 min)				0:02:40		0:00:17		0:03:17		0:00:02		0:00:22				0:01:19

				Max Wait Time				0:18:40		0:05:49		0:20:32		0:01:01		0:09:18				0:20:32

				Service Level (<95% calls under 5 min)				59.55%		92.02%		64.93%		99.47%		90.62%				81.32%

				Talk Time (Avg)				0:10:43		0:09:48		0:09:51		0:10:18		0:11:18				0:10:23

				Call Handle Time (Avg)				0:17:50		0:16:30		0:16:56		0:17:26		0:18:06				0:17:21

				Percent. calls transferred by CSS				7.67%		8.81%		10.11%		10.60%		17.02%				10.84%

				Max Agents				10.99		8.61		9.96		9.10		9.65				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				13		0		0		0		0				13

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				5		0		0		0		0				5

				Total Requests				19		0		0		0		0				19

				% Connected				68%		na		na		na		na				68.42%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				18		0		0		8		0				26

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		0		1		0				3

				No Response				3		0		0		0		0				3

				Total Requests				23		0		0		9		0				32

				% Connected				78%		na		na		89%		na				83.57%

































































































































































5.28.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week

				Calls Received						781		728		518		412				2439

				Calls Handled						758		719		517		407				2401

				Calls Abandoned						19		3		0		4				25

				Abandon % (>5%)(Less Short Aban)						2.44%		0.38%		0.00%		0.89%				0.93%

				Avg Time to Abandon						0:06:37		0:05:16		0:00:00		0:07:51				0:04:56

				Average Wait Time (>5 min)						0:02:06		0:00:28		0:00:17		0:00:39				0:00:52

				Max Wait Time						0:21:32		0:14:24		0:08:43		0:11:15				0:21:32

				Service Level (<80% calls under 5 min)						83.57%		97.07%		98.08%		94.10%				93.21%

				Talk Time (Avg)						0:08:22		0:08:43		0:08:31		0:08:31				0:08:31

				Call Handle Time (Avg)						0:14:43		0:15:23		0:14:52		0:14:56				0:14:58

				Transfer Out						na		na		na		na				na

				First Call Resolution %						79.33%		78.59%		77.87%		74.83%				77.66%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						80		68		55		35				238

		 		Short Abandon (under 60 seconds)						1		0		0		0				1

				% of calls answered in under 10 minutes						92.93%		99.75%		100.00%		98.87%				97.88%

				Occupancy						na		na		na		na				na

				Max Agents						35		34		24		19				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week

				Calls Received						205		193		130		90				618

				Calls Handled						178		173		121		89				561

				Calls Abandoned						26		20		8		1				55

				Abandon % (>5%)(Less Short Aban)						12.68%		10.36%		6.15%		1.11%				7.58%

				Avg Time to Abandon						0:05:53		0:05:36		0:05:22		0:10:41				0:06:53

				Average Wait Time (>5 min)						0:04:48		0:05:23		0:03:04		0:01:11				0:03:36

				Max Wait Time						0:23:04		0:21:48		0:17:19		0:10:27				0:23:04

				Service Level (<95% calls under 5 min)						60.11%		58.96%		72.13%		87.64%				69.71%

				Talk Time (Avg)						0:07:02		0:06:08		0:09:04		0:07:00				0:07:18

				Call Handle Time (Avg)						0:11:59		0:11:12		0:14:10		0:12:08				0:12:22

				Max Agents						5.93		5.39		4.80		3.00				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week

				Calls Received						180		180		189		125				674

				Calls Handled						170		174		185		122				651

				Calls Abandoned						8		6		4		2				20

				Abandon % (>5%)(Less Short Aban)						4.44%		3.33%		2.12%		1.60%				2.87%

				Avg Time to Abandon						0:03:20		0:02:48		0:01:10		0:00:35				0:01:58

		 		Average Wait Time (>5 min)						0:01:52		0:01:43		0:01:07		0:00:19				0:01:15

				Max Wait Time						0:14:04		0:17:42		0:10:13		0:05:34				0:17:42

				Service Level (<95% calls under 5 min)						88.24%		89.66%		95.68%		99.18%				93.19%

				Talk Time (Avg)						0:05:43		0:05:38		0:04:42		0:04:37				0:05:10

				Call Handle Time (Avg)						0:07:41		0:07:59		0:06:35		0:06:21				0:07:09

				Max Agents						3.65		3.86		3.38		2.17				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week

				Calls Received						80		68		55		35				238

				Calls Handled						76		67		55		34				232

				Calls Abandoned						3		1		0		1				5

				Abandon % (>5%)(Less Short Aban)						4.10%		1.03%		0.00%		2.42%				1.89%

				Avg Time to Abandon						0:07:23		0:05:16		0:00:00		0:07:51				0:05:07

				Average Wait Time (>5 min)						0:04:11		0:00:50		0:00:40		0:01:23				0:01:46

				Max Wait Time						0:21:32		0:14:24		0:08:43		0:11:15				0:21:32

				Service Level (<95% calls under 5 min)						47.77%		75.68%		85.58%		73.94%				70.74%

				Talk Time (Avg)						0:08:58		0:10:34		0:09:21		0:09:42				0:09:38

				Call Handle Time (Avg)						0:16:06		0:17:47		0:17:03		0:16:28				0:16:51

				Percent. calls transferred by CSS						10.24%		9.34%		10.62%		8.50%				9.67%

				Max Agents						14.17		14.41		9.84		7.54				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						45		4		1		5				55

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						2		0		0		0				2

				No Response						9		1		0		0				10

				Total Requests						56		5		1		5				67

				% Connected						80%		80%		100%		100%				90.09%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-May		29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						17		0		0		2				19

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						3		0		0		3				6

				Total Requests						20		0		0		5				25

				% Connected						85%		na		na		40%				62.50%

































































































































































5.21.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week

				Calls Received				679		615		431		509		514				2748

				Calls Handled				674		601		427		503		508				2712

				Calls Abandoned				4		8		3		5		3				23

				Abandon % (>5%)(Less Short Aban)				0.53%		1.33%		0.64%		0.90%		0.68%				0.82%

				Avg Time to Abandon				0:04:18		0:07:15		0:08:58		0:06:52		0:06:05				0:06:41

				Average Wait Time (>5 min)				0:00:49		0:01:00		0:00:22		0:00:45		0:01:34				0:00:54

				Max Wait Time				0:16:52		0:11:55		0:11:05		0:11:20		0:19:33				0:19:33

				Service Level (<80% calls under 5 min)				94.97%		93.19%		97.20%		95.99%		90.80%				94.43%

				Talk Time (Avg)				0:09:08		0:09:24		0:09:34		0:08:41		0:09:34				0:09:16

				Call Handle Time (Avg)				0:15:42		0:15:55		0:16:12		0:14:52		0:16:24				0:15:49

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.69%		75.38%		78.72%		78.69%		76.35%				77.16%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				82		62		38		46		70				298

		 		Short Abandon (under 60 seconds)				0		1		1		1		0				3

				% of calls answered in under 10 minutes				99.21%		99.39%		99.57%		99.64%		94.97%				98.55%

				Occupancy				na		na		na		na		na				na

				Max Agents				33		30		21		23		27				33



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week

				Calls Received				162		135		110		140		95				642

				Calls Handled				145		129		107		131		91				603

				Calls Abandoned				16		3		2		9		4				34

				Abandon % (>5%)(Less Short Aban)				9.88%		2.22%		1.82%		6.43%		4.21%				4.91%

				Avg Time to Abandon				0:05:09		0:03:27		0:02:33		0:05:49		0:03:57				0:04:11

				Average Wait Time (>5 min)				0:03:18		0:01:53		0:01:34		0:03:23		0:04:29				0:02:55

				Max Wait Time				0:15:51		0:11:02		0:07:50		0:30:21		0:16:53				0:30:21

				Service Level (<95% calls under 5 min)				73.79%		80.62%		88.79%		77.86%		62.64%				76.74%

				Talk Time (Avg)				0:08:13		0:08:30		0:08:39		0:07:49		0:07:19				0:08:06

				Call Handle Time (Avg)				0:12:36		0:13:50		0:13:07		0:12:35		0:11:33				0:12:44

				Max Agents				5.08		5.03		3.93		4.58		2.92				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week

				Calls Received				177		166		159		176		116				794

				Calls Handled				161		163		150		161		113				748

				Calls Abandoned				16		3		9		15		3				46

				Abandon % (>5%)(Less Short Aban)				9.04%		1.81%		5.66%		8.52%		2.59%				5.52%

				Avg Time to Abandon				0:05:01		0:03:07		0:02:55		0:03:02		0:02:54				0:03:23

		 		Average Wait Time (>5 min)				0:02:47		0:01:38		0:00:53		0:03:35		0:00:58				0:01:58

				Max Wait Time				0:14:44		0:11:16		0:12:09		0:13:31		0:06:24				0:14:44

				Service Level (<95% calls under 5 min)				80.12%		87.12%		94.00%		68.32%		94.69%				84.85%

				Talk Time (Avg)				0:05:56		0:05:49		0:05:41		0:06:31		0:05:51				0:05:57

				Call Handle Time (Avg)				0:08:10		0:08:18		0:07:56		0:08:45		0:07:34				0:08:08

				Max Agents				3.65		3.76		3.31		3.92		2.37				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week

				Calls Received				82		62		38		46		70				298

				Calls Handled				81		60		37		45		68				292

				Calls Abandoned				1		1		1		0		1				3

				Abandon % (>5%)(Less Short Aban)				0.63%		2.02%		1.69%		0.88%		0.85%				1.21%

				Avg Time to Abandon				0:03:49		0:06:36		0:05:42		0:10:42		0:03:07				0:05:59

				Average Wait Time (>5 min)				0:01:36		0:01:16		0:00:52		0:01:16		0:02:42				0:01:32

				Max Wait Time				0:16:52		0:11:55		0:11:05		0:11:20		0:19:33				0:19:33

				Service Level (<95% calls under 5 min)				68.99%		71.09%		82.49%		71.11%		63.36%				71.41%

				Talk Time (Avg)				0:10:58		0:09:53		0:10:45		0:09:27		0:11:47				0:10:34

				Call Handle Time (Avg)				0:18:04		0:17:00		0:18:10		0:16:30		0:19:33				0:17:51

				Percent. calls transferred by CSS				12.08%		10.08%		8.82%		9.04%		13.62%				10.73%

				Max Agents				15.95		14.01		8.92		10.35		12.75				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				18		13		2		5		16				54

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				5		0		0		2		4				11

				No Response				4		1		0		1		7				13

				Total Requests				27		14		2		8		27				78

				% Connected				67%		93%		100%		63%		59%				76.26%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-May		22-May		23-May		24-May		25-May		26-May		27-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		2		0		2		4				8

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		1				1

				Total Requests				0		2		0		2		5				9

				% Connected				na		100%		0%		100%		80%				70.00%

































































































































































5.14.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week

				Calls Received				503		446		442		449		539				2379

				Calls Handled				499		440		435		445		531				2350

				Calls Abandoned				1		2		3		4		7				17

				Abandon % (>5%)(Less Short Aban)				0.19%		0.43%		0.65%		0.84%		1.31%				0.68%

				Avg Time to Abandon				0:03:58		0:05:04		0:04:49		0:05:38		0:08:56				0:05:41

				Average Wait Time (>5 min)				0:00:12		0:00:06		0:00:36		0:00:19		0:00:39				0:00:22

				Max Wait Time				0:17:09		0:11:57		0:14:10		0:11:13		0:13:32				0:17:09

				Service Level (<80% calls under 5 min)				99.25%		99.78%		96.04%		98.29%		95.68%				97.81%

				Talk Time (Avg)				0:09:02		0:08:42		0:08:52		0:09:19		0:09:18				0:09:02

				Call Handle Time (Avg)				0:15:10		0:15:15		0:15:13		0:15:53		0:16:28				0:15:35

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.01%		79.58%		82.41%		79.32%		73.61%				79.58%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				35		22		20		25		74				176

		 		Short Abandon (under 60 seconds)				0		1		0		0		1				2

				% of calls answered in under 10 minutes				99.44%		99.78%		99.56%		99.79%		98.84%				99.48%

				Occupancy				na		na		na		na		na				na

				Max Agents				23		20		20		21		28				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week

				Calls Received				86		90		100		100		91				467

				Calls Handled				84		84		96		95		89				448

				Calls Abandoned				2		6		2		5		2				17

				Abandon % (>5%)(Less Short Aban)				2.33%		6.67%		2.00%		5.00%		2.20%				3.64%

				Avg Time to Abandon				0:05:31		0:04:19		0:14:33		0:02:30		0:07:35				0:06:53

				Average Wait Time (>5 min)				0:02:17		0:02:56		0:02:00		0:03:23		0:01:43				0:02:27

				Max Wait Time				0:12:15		0:13:35		0:19:51		0:13:44		0:13:31				0:19:51

				Service Level (<95% calls under 5 min)				78.57%		75.00%		84.38%		69.47%		84.27%				78.34%

				Talk Time (Avg)				0:06:58		0:08:15		0:07:36		0:08:04		0:09:10				0:08:00

				Call Handle Time (Avg)				0:11:26		0:13:08		0:11:49		0:12:40		0:13:34				0:12:31

				Max Agents				2.67		3.07		3.18		3.34		3.35				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week

				Calls Received				153		158		165		145		142				763

				Calls Handled				151		152		161		142		138				744

				Calls Abandoned				1		4		4		2		4				15

				Abandon % (>5%)(Less Short Aban)				0.65%		2.53%		2.42%		1.38%		2.82%				1.96%

				Avg Time to Abandon				0:00:45		0:03:50		0:03:30		0:01:13		0:01:56				0:02:14

		 		Average Wait Time (>5 min)				0:00:13		0:00:26		0:00:34		0:00:57		0:01:02				0:00:38

				Max Wait Time				0:04:15		0:06:50		0:05:35		0:09:40		0:08:27				0:09:40

				Service Level (<95% calls under 5 min)				100.00%		98.68%		98.14%		92.25%		93.48%				96.51%

				Talk Time (Avg)				0:04:58		0:05:21		0:05:27		0:04:41		0:05:24				0:05:10

				Call Handle Time (Avg)				0:07:03		0:07:24		0:07:21		0:06:28		0:07:27				0:07:08

				Max Agents				2.98		3.12		3.29		2.57		2.86				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week

				Calls Received				35		22		20		25		74				176

				Calls Handled				35		22		20		24		71				172

				Calls Abandoned				0		0		0		1		2				3

				Abandon % (>5%)(Less Short Aban)				0.00%		1.11%		1.08%		2.15%		2.69%				1.41%

				Avg Time to Abandon				0:00:00		0:05:04		0:05:16		0:05:38		0:08:49				0:04:57

				Average Wait Time (>5 min)				0:00:23		0:00:11		0:00:43		0:00:43		0:01:05				0:00:37

				Max Wait Time				0:17:09		0:11:57		0:11:07		0:11:13		0:13:32				0:17:09

				Service Level (<95% calls under 5 min)				94.39%		94.41%		84.70%		80.54%		78.29%				86.47%

				Talk Time (Avg)				0:10:10		0:09:27		0:10:02		0:10:50		0:10:34				0:10:12

				Call Handle Time (Avg)				0:16:54		0:16:34		0:17:13		0:17:58		0:18:41				0:17:28

				Percent. calls transferred by CSS				6.96%		4.93%		4.52%		5.57%		13.73%				7.14%

				Max Agents				9.24		8.28		8.84		9.28		13.48				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				3		1		5		4		10				23

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		3		0				3

				No Response				1		0		3		0		5				9

				Total Requests				4		1		8		7		15				35

				% Connected				75%		100%		63%		57%		67%				72.26%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-May		15-May		16-May		17-May		18-May		19-May		20-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		2		0		5				7

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		0		0				2

				No Response				0		0		2		0		0				2

				Total Requests				0		0		6		0		5				11

				% Connected				na		na		33%		na		100%				66.67%

































































































































































5.7.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week

				Calls Received				485		385		361		360		360				1951

				Calls Handled				462		378		358		354		352				1904

				Calls Abandoned				15		5		2		1		4				26

				Abandon % (>5%)(Less Short Aban)				3.11%		1.24%		0.52%		0.27%		1.02%				1.23%

				Avg Time to Abandon				0:08:03		0:08:38		0:04:50		0:18:12		0:05:28				0:09:02

				Average Wait Time (>5 min)				0:02:12		0:01:01		0:00:24		0:00:12		0:00:35				0:00:52

				Max Wait Time				0:21:53		0:15:03		0:15:34		0:11:58		0:14:00				0:21:53

				Service Level (<80% calls under 5 min)				83.44%		91.39%		97.12%		98.64%		96.60%				93.44%

				Talk Time (Avg)				0:08:46		0:09:55		0:09:01		0:09:06		0:08:42				0:09:06

				Call Handle Time (Avg)				0:15:45		0:17:12		0:15:39		0:15:51		0:15:03				0:15:54

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.89%		80.41%		82.06%		81.72%		81.49%				81.31%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				29		18		24		15		31				117

		 		Short Abandon (under 60 seconds)				0		0		1		1		0				2

				% of calls answered in under 10 minutes				91.82%		98.48%		98.43%		99.46%		97.91%				97.22%

				Occupancy				na		na		na		na		na				na

				Max Agents				22		19		17		17		16				22



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week

				Calls Received				83		106		91		98		86				464

				Calls Handled				77		104		90		97		84				452

				Calls Abandoned				6		2		0		1		2				11

				Abandon % (>5%)(Less Short Aban)				7.23%		1.89%		0.00%		1.02%		2.33%				2.49%

				Avg Time to Abandon				0:04:05		0:08:23		0:00:00		0:00:24		0:01:22				0:02:50

				Average Wait Time (>5 min)				0:02:21		0:02:15		0:00:43		0:01:10		0:00:29				0:01:23

				Max Wait Time				0:13:21		0:14:37		0:08:40		0:14:56		0:08:11				0:14:56

				Service Level (<95% calls under 5 min)				79.22%		78.85%		94.44%		91.75%		98.81%				88.61%

				Talk Time (Avg)				0:08:39		0:06:52		0:07:48		0:06:18		0:07:45				0:07:28

				Call Handle Time (Avg)				0:13:31		0:11:54		0:12:47		0:12:00		0:11:58				0:12:26

				Max Agents				2.89		3.44		3.19		3.23		2.79				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week

				Calls Received				150		128		156		156		147				737

				Calls Handled				140		128		154		153		142				717

				Calls Abandoned				10		0		2		3		3				18

				Abandon % (>5%)(Less Short Aban)				6.67%		0.00%		1.28%		1.92%		2.04%				2.38%

				Avg Time to Abandon				0:03:13		0:00:00		0:06:03		0:01:27		0:03:50				0:02:54

		 		Average Wait Time (>5 min)				0:01:23		0:00:40		0:01:05		0:00:47		0:00:59				0:00:58

				Max Wait Time				0:12:35		0:09:37		0:09:07		0:06:55		0:13:03				0:13:03

				Service Level (<95% calls under 5 min)				90.71%		96.88%		94.16%		94.77%		96.48%				94.60%

				Talk Time (Avg)				0:05:38		0:05:41		0:05:13		0:05:39		0:05:21				0:05:30

				Call Handle Time (Avg)				0:07:43		0:07:42		0:07:03		0:07:34		0:07:23				0:07:29

				Max Agents				1.78		2.20		2.02		3.21		2.94				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week

				Calls Received				29		18		24		15		31				117

				Calls Handled				27		17		24		15		30				113

				Calls Abandoned				1		0		0		0		1				3

				Abandon % (>5%)(Less Short Aban)				4.37%		2.56%		1.32%		0.69%		1.92%				2.17%

				Avg Time to Abandon				0:09:04		0:08:51		0:04:50		0:14:38		0:04:57				0:08:28

				Average Wait Time (>5 min)				0:02:39		0:01:27		0:00:55		0:00:26		0:01:07				0:01:18

				Max Wait Time				0:21:53		0:15:03		0:15:34		0:11:58		0:14:00				0:21:53

				Service Level (<95% calls under 5 min)				57.92%		66.23%		84.77%		92.25%		79.35%				76.10%

				Talk Time (Avg)				0:11:11		0:09:38		0:10:34		0:09:53		0:10:37				0:10:22

				Call Handle Time (Avg)				0:19:11		0:17:02		0:17:56		0:16:21		0:16:44				0:17:26

				Percent. calls transferred by CSS				5.98%		4.68%		6.65%		4.17%		8.61%				6.02%

				Max Agents				9.74		7.38		7.52		6.53		7.25				10

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				8		4		4		0		4				20

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		0		0		0				1

				No Response				2		4		0		3		0				9

				Total Requests				10		10		4		3		4				31

				% Connected				80%		40%		100%		0%		100%				64.00%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-May		8-May		9-May		10-May		11-May		12-May		13-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				23		6		0		0		0				29

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				14		1		0		0		0				15

				Total Requests				38		7		0		0		0				45

				% Connected				61%		86%		na		na		na				73.12%

































































































































































4.30.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week

				Calls Received				632		535		389		354		371				2281

				Calls Handled				610		525		386		352		369				2243

				Calls Abandoned				20		6		0		0		0				26

				Abandon % (>5%)(Less Short Aban)				3.20%		1.06%		0.00%		0.00%		0.00%				0.85%

				Avg Time to Abandon				0:07:49		0:03:35		0:00:00		0:00:00		0:00:00				0:02:16

				Average Wait Time (>5 min)				0:02:17		0:00:21		0:00:10		0:00:06		0:00:04				0:00:35

				Max Wait Time				0:26:04		0:14:03		0:14:41		0:03:53		0:02:30				0:26:04

				Service Level (<80% calls under 5 min)				84.74%		98.56%		99.76%		100.00%		100.00%				96.61%

				Talk Time (Avg)				0:07:52		0:08:27		0:08:03		0:09:26		0:09:32				0:08:40

				Call Handle Time (Avg)				0:14:27		0:14:51		0:14:08		0:15:29		0:16:31				0:15:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				75.63%		76.65%		77.68%		81.40%		77.38%				77.75%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				56		29		24		10		32				151

		 		Short Abandon (under 60 seconds)				2		1		0		0		0				3

				% of calls answered in under 10 minutes				93.05%		99.64%		99.76%		100.00%		100.00%				98.49%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		23		16		16		18				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week

				Calls Received				144		103		80		74		60				461

				Calls Handled				130		99		78		71		58				436

				Calls Abandoned				13		4		2		1		1				21

				Abandon % (>5%)(Less Short Aban)				9.03%		3.88%		2.50%		1.35%		1.67%				3.69%

				Avg Time to Abandon				0:03:30		0:04:26		0:01:01		0:04:56		0:02:40				0:03:18

				Average Wait Time (>5 min)				0:03:56		0:03:05		0:01:38		0:00:44		0:02:13				0:02:19

				Max Wait Time				0:15:32		0:16:44		0:10:37		0:07:57		0:18:10				0:18:10

				Service Level (<95% calls under 5 min)				64.62%		70.71%		89.74%		97.18%		79.31%				80.31%

				Talk Time (Avg)				0:08:03		0:07:48		0:06:43		0:05:46		0:06:18				0:06:55

				Call Handle Time (Avg)				0:12:52		0:13:18		0:11:02		0:10:26		0:11:36				0:11:50

				Max Agents				4.65		3.66		2.39		2.09		1.87				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week

				Calls Received				149		158		132		158		128				725

				Calls Handled				140		147		125		152		126				690

				Calls Abandoned				9		9		7		6		2				33

				Abandon % (>5%)(Less Short Aban)				6.04%		5.70%		5.30%		3.80%		1.56%				4.48%

				Avg Time to Abandon				0:04:35		0:04:08		0:06:13		0:04:36		0:05:22				0:04:58

		 		Average Wait Time (>5 min)				0:01:16		0:01:28		0:02:04		0:00:51		0:00:50				0:01:17

				Max Wait Time				0:12:16		0:13:46		0:12:11		0:10:08		0:09:21				0:13:46

				Service Level (<95% calls under 5 min)				90.71%		92.52%		81.60%		94.08%		95.24%				90.83%

				Talk Time (Avg)				0:05:23		0:05:55		0:05:39		0:05:35		0:05:32				0:05:36

				Call Handle Time (Avg)				0:07:08		0:08:25		0:07:57		0:07:41		0:07:09				0:07:40

				Max Agents				2.18		2.57		1.86		2.14		1.32				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week

				Calls Received				56		29		24		10		32				151

				Calls Handled				52		29		24		10		32				146

				Calls Abandoned				3		0		0		0		0				3

				Abandon % (>5%)(Less Short Aban)				6.34%		0.49%		0.00%		0.00%		0.00%				1.37%

				Avg Time to Abandon				0:08:14		0:00:40		0:00:00		0:00:00		0:00:00				0:01:46

				Average Wait Time (>5 min)				0:04:02		0:00:20		0:00:06		0:00:05		0:00:04				0:00:55

				Max Wait Time				0:26:04		0:10:11		0:02:48		0:03:53		0:02:30				0:26:04

				Service Level (<95% calls under 5 min)				48.87%		93.63%		94.94%		98.36%		98.04%				86.77%

				Talk Time (Avg)				0:08:25		0:09:31		0:09:12		0:10:06		0:10:35				0:09:33

				Call Handle Time (Avg)				0:15:46		0:15:58		0:15:46		0:15:56		0:17:41				0:16:13

				Percent. calls transferred by CSS				8.86%		5.42%		6.17%		2.82%		8.63%				6.38%

				Max Agents				11.73		9.04		6.96		5.40		7.56				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				39		3		0		0		0				42

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				5		0		0		0		0				5

				Total Requests				46		3		0		0		0				49

				% Connected				85%		100%		na		na		na				92.39%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Apr		1-May		2-May		3-May		4-May		5-May		6-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				20		1		1		0		0				22

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				3		1		1		0		0				5

				Total Requests				24		2		2		0		0				28

				% Connected				83%		50%		50%		na		na				61.11%

































































































































































4.23.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week

				Calls Received				608		477		455		483		579				2602

				Calls Handled				600		469		447		477		560				2553

				Calls Abandoned				4		6		7		3		14				34

				Abandon % (>5%)(Less Short Aban)				0.63%		1.20%		1.64%		0.58%		2.40%				1.29%

				Avg Time to Abandon				0:06:06		0:05:37		0:05:34		0:07:03		0:08:49				0:06:37

				Average Wait Time (>5 min)				0:00:52		0:00:51		0:01:15		0:00:21		0:01:06				0:00:53

				Max Wait Time				0:15:59		0:15:51		0:18:31		0:05:18		0:17:11				0:18:31

				Service Level (<80% calls under 5 min)				94.61%		94.93%		88.49%		99.60%		92.69%				94.07%

				Talk Time (Avg)				0:09:02		0:09:08		0:08:44		0:09:14		0:08:52				0:09:00

				Call Handle Time (Avg)				0:15:34		0:15:49		0:15:15		0:16:00		0:15:22				0:15:36

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.78%		81.88%		80.81%		79.53%		80.40%				80.08%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				31		24		32		30		45				162

		 		Short Abandon (under 60 seconds)				1		0		0		1		0				2

				% of calls answered in under 10 minutes				99.52%		97.57%		97.49%		100.00%		95.02%				97.92%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		22		21		23		27				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week

				Calls Received				130		108		98		135		141				612

				Calls Handled				124		103		91		129		137				584

				Calls Abandoned				3		5		3		6		4				21

				Abandon % (>5%)(Less Short Aban)				2.31%		4.63%		3.06%		4.44%		2.84%				3.46%

				Avg Time to Abandon				0:04:22		0:05:24		0:03:12		0:05:03		0:01:47				0:03:57

				Average Wait Time (>5 min)				0:01:49		0:00:46		0:00:51		0:02:30		0:01:49				0:01:33

				Max Wait Time				0:10:55		0:12:50		0:08:30		0:13:09		0:12:40				0:13:09

				Service Level (<95% calls under 5 min)				86.29%		93.20%		95.60%		78.29%		85.40%				87.76%

				Talk Time (Avg)				0:05:36		0:06:53		0:05:23		0:08:25		0:06:46				0:06:36

				Call Handle Time (Avg)				0:10:37		0:11:07		0:10:21		0:12:07		0:11:24				0:11:07

				Max Agents				3.66		3.18		2.62		4.34		4.34				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week

				Calls Received				126		133		126		142		143				670

				Calls Handled				122		131		124		136		132				645

				Calls Abandoned				3		1		1		6		10				21

				Abandon % (>5%)(Less Short Aban)				2.38%		0.75%		0.79%		4.23%		6.99%				3.03%

				Avg Time to Abandon				0:02:56		0:05:41		0:02:27		0:02:50		0:03:07				0:03:24

		 		Average Wait Time (>5 min)				0:01:59		0:00:25		0:00:30		0:01:26		0:02:25				0:01:21

				Max Wait Time				0:15:16		0:05:23		0:05:21		0:13:41		0:11:44				0:15:16

				Service Level (<95% calls under 5 min)				81.15%		98.47%		99.19%		91.91%		80.30%				90.21%

				Talk Time (Avg)				0:06:02		0:05:02		0:06:08		0:05:24		0:05:23				0:05:35

				Call Handle Time (Avg)				0:08:06		0:06:36		0:07:59		0:07:37		0:07:01				0:07:27

				Max Agents				2.11		2.04		2.61		2.35		1.87				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week

				Calls Received				31		24		32		30		45				162

				Calls Handled				31		24		31		29		42				157

				Calls Abandoned				0		0		1		0		3				4

				Abandon % (>5%)(Less Short Aban)				1.19%		1.23%		2.26%		1.04%		5.99%				2.34%

				Avg Time to Abandon				0:05:43		0:05:24		0:05:39		0:08:35		0:09:13				0:06:54

				Average Wait Time (>5 min)				0:01:41		0:00:25		0:02:08		0:00:12		0:02:40				0:01:25

				Max Wait Time				0:15:59		0:14:05		0:18:31		0:05:18		0:17:11				0:18:31

				Service Level (<95% calls under 5 min)				63.49%		88.89%		71.19%		91.62%		63.59%				75.76%

				Talk Time (Avg)				0:10:13		0:10:08		0:08:53		0:10:26		0:10:57				0:10:07

				Call Handle Time (Avg)				0:17:15		0:18:12		0:16:03		0:17:57		0:17:59				0:17:29

				Percent. calls transferred by CSS				11.44%		5.03%		7.03%		6.21%		7.77%				7.50%

				Max Agents				12.07		8.18		7.88		9.62		10.83				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				12		1		8		1		24				46

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		1				1

				No Response				1		1		0		0		4				6

				Total Requests				13		2		8		1		29				53

				% Connected				92%		50%		100%		100%		83%				85.01%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		17		9		4		22				52

				Error				0		0		0		0		2				2

				Invalid Number				0		0		0		0		1				1

				No Answer				0		1		0		0		4				5

				No Response				0		2		1		0		2				5

				Total Requests				0		20		10		4		31				65

				% Connected				na		85%		90%		100%		71%				86.49%

































































































































































4.16.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week

				Calls Received				725		568		467		423		474				2657

				Calls Handled				701		562		460		415		461				2599

				Calls Abandoned				17		0		3		7		11				38

				Abandon % (>5%)(Less Short Aban)				2.34%		0.00%		0.60%		1.58%		2.37%				1.38%

				Avg Time to Abandon				0:08:24		0:00:00		0:04:11		0:06:02		0:06:35				0:05:02

				Average Wait Time (>5 min)				0:01:56		0:00:11		0:00:21		0:00:32		0:01:07				0:00:49

				Max Wait Time				0:17:18		0:04:14		0:09:13		0:14:23		0:17:40				0:17:40

				Service Level (<80% calls under 5 min)				85.22%		100.00%		98.16%		96.30%		92.09%				94.35%

				Talk Time (Avg)				0:08:44		0:08:17		0:08:54		0:09:29		0:08:43				0:08:49

				Call Handle Time (Avg)				0:14:54		0:14:15		0:15:03		0:15:57		0:15:11				0:15:04

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.09%		78.49%		79.79%		78.49%		77.96%				78.16%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				44		36		29		19		33				161

		 		Short Abandon (under 60 seconds)				1		0		1		0		2				4

				% of calls answered in under 10 minutes				94.35%		100.00%		100.00%		99.31%		97.36%				98.21%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		24		21		20		21				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week

				Calls Received				79		97		83		117		67				443

				Calls Handled				75		94		79		109		64				421

				Calls Abandoned				4		2		4		8		3				21

				Abandon % (>5%)(Less Short Aban)				5.06%		2.06%		4.82%		6.84%		4.48%				4.65%

				Avg Time to Abandon				0:03:57		0:10:10		0:03:06		0:07:59		0:03:33				0:05:45

				Average Wait Time (>5 min)				0:02:06		0:01:17		0:01:04		0:04:46		0:01:06				0:02:03

				Max Wait Time				0:20:25		0:12:22		0:07:53		0:31:05		0:11:25				0:31:05

				Service Level (<95% calls under 5 min)				84.00%		90.43%		94.94%		66.06%		92.19%				85.52%

				Talk Time (Avg)				0:06:46		0:08:32		0:07:16		0:08:03		0:08:24				0:07:48

				Call Handle Time (Avg)				0:12:25		0:12:31		0:12:50		0:13:35		0:13:28				0:12:57

				Max Agents				2.59		3.27		2.81		4.11		2.39				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week

				Calls Received				153		139		132		115		118				657

				Calls Handled				146		133		131		111		118				639

				Calls Abandoned				7		5		0		4		0				16

				Abandon % (>5%)(Less Short Aban)				4.58%		3.60%		0.00%		3.48%		0.00%				2.33%

				Avg Time to Abandon				0:07:49		0:01:58		0:00:00		0:01:47		0:00:00				0:02:18

		 		Average Wait Time (>5 min)				0:03:25		0:01:29		0:00:35		0:00:43		0:00:48				0:01:24

				Max Wait Time				0:25:29		0:14:18		0:06:28		0:09:12		0:06:56				0:25:29

				Service Level (<95% calls under 5 min)				73.29%		88.72%		97.71%		98.20%		94.07%				90.40%

				Talk Time (Avg)				0:05:22		0:05:33		0:04:54		0:05:14		0:05:41				0:05:20

				Call Handle Time (Avg)				0:07:27		0:07:13		0:06:18		0:06:40		0:07:49				0:07:05

				Max Agents				3.02		2.53		1.98		1.36		1.81				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week

				Calls Received				44		36		29		19		33				161

				Calls Handled				43		36		29		18		32				158

				Calls Abandoned				0		0		0		0		1				2

				Abandon % (>5%)(Less Short Aban)				1.01%		0.00%		0.51%		1.75%		1.90%				1.03%

				Avg Time to Abandon				0:10:45		0:00:00		0:03:39		0:07:54		0:07:21				0:05:55

				Average Wait Time (>5 min)				0:01:07		0:00:11		0:00:14		0:00:30		0:01:39				0:00:44

				Max Wait Time				0:17:18		0:04:14		0:06:10		0:10:29		0:17:40				0:17:40

				Service Level (<95% calls under 5 min)				82.99%		92.70%		93.40%		87.72%		70.33%				85.43%

				Talk Time (Avg)				0:09:25		0:09:53		0:08:26		0:10:34		0:09:07				0:09:29

				Call Handle Time (Avg)				0:16:01		0:16:09		0:14:50		0:16:21		0:16:08				0:15:53

				Percent. calls transferred by CSS				6.07%		6.34%		6.21%		4.49%		6.96%				6.01%

				Max Agents				13.20		10.44		8.15		7.76		9.40				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				13		0		1		4		17				35

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		3				3

				No Response				2		0		0		0		6				8

				Total Requests				15		0		1		4		26				46

				% Connected				87%		na		100%		100%		65%				88.01%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				34		0		3		6		8				51

				Error				3		0		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		0		0				2

				No Response				4		0		1		1		4				10

				Total Requests				41		0		6		7		12				66

				% Connected				83%		na		50%		86%		67%				71.33%

































































































































































4.9.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week

				Calls Received				589		474		469		469		404				2405

				Calls Handled				584		464		455		461		401				2366

				Calls Abandoned				1		7		12		6		1				27

				Abandon % (>5%)(Less Short Aban)				0.16%		1.56%		2.60%		1.19%		0.23%				1.15%

				Avg Time to Abandon				0:04:28		0:06:34		0:06:51		0:04:16		0:03:51				0:05:12

				Average Wait Time (>5 min)				0:00:39		0:00:51		0:01:29		0:00:32		0:00:38				0:00:49

				Max Wait Time				0:17:03		0:18:12		0:18:26		0:14:29		0:16:26				0:18:26

				Service Level (<80% calls under 5 min)				95.06%		95.01%		87.65%		97.17%		97.05%				94.39%

				Talk Time (Avg)				0:08:24		0:09:00		0:08:54		0:08:33		0:08:52				0:08:44

				Call Handle Time (Avg)				0:14:25		0:15:18		0:14:54		0:14:45		0:14:17				0:14:43

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.51%		79.51%		78.01%		79.23%		78.98%				78.65%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				23		38		31		35		40				167

		 		Short Abandon (under 60 seconds)				0		3		2		1		0				6

				% of calls answered in under 10 minutes				98.68%		98.00%		96.71%		99.60%		99.09%				98.42%

				Occupancy				na		na		na		na		na				na

				Max Agents				24		22		21		21		18				24



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week

				Calls Received				91		101		73		90		97				452

				Calls Handled				89		98		71		89		89				436

				Calls Abandoned				1		3		2		0		7				13

				Abandon % (>5%)(Less Short Aban)				1.10%		2.97%		2.74%		0.00%		7.22%				2.81%

				Avg Time to Abandon				0:06:56		0:02:51		0:02:07		0:00:00		0:05:44				0:03:31

				Average Wait Time (>5 min)				0:00:49		0:01:19		0:00:25		0:00:31		0:02:58				0:01:12

				Max Wait Time				0:11:19		0:08:41		0:06:55		0:06:07		0:15:50				0:15:50

				Service Level (<95% calls under 5 min)				94.38%		90.82%		98.59%		97.75%		78.65%				92.04%

				Talk Time (Avg)				0:06:39		0:06:31		0:06:41		0:06:40		0:08:23				0:06:58

				Call Handle Time (Avg)				0:11:02		0:11:21		0:11:08		0:10:51		0:11:49				0:11:14

				Max Agents				2.76		3.09		2.20		2.68		2.96				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week

				Calls Received				123		105		119		132		142				621

				Calls Handled				116		104		112		125		135				592

				Calls Abandoned				4		1		6		7		6				24

				Abandon % (>5%)(Less Short Aban)				3.25%		0.95%		5.04%		5.30%		4.23%				3.75%

				Avg Time to Abandon				0:04:00		0:03:14		0:02:57		0:05:24		0:03:00				0:03:43

		 		Average Wait Time (>5 min)				0:01:15		0:00:44		0:01:59		0:02:26		0:01:46				0:01:38

				Max Wait Time				0:09:38		0:10:07		0:15:11		0:16:30		0:13:08				0:16:30

				Service Level (<95% calls under 5 min)				90.52%		97.12%		84.82%		84.00%		85.93%				88.48%

				Talk Time (Avg)				0:05:06		0:05:23		0:04:56		0:05:58		0:05:19				0:05:20

				Call Handle Time (Avg)				0:06:27		0:07:24		0:06:48		0:07:28		0:07:04				0:07:02

				Max Agents				1.51		1.82		2.11		2.59		2.65				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week

				Calls Received				23		38		31		35		40				167

				Calls Handled				23		37		31		34		40				164

				Calls Abandoned				0		1		0		1		0				2

				Abandon % (>5%)(Less Short Aban)				0.40%		2.97%		1.08%		2.12%		0.00%				1.31%

				Avg Time to Abandon				0:04:28		0:06:05		0:11:28		0:04:06		0:00:00				0:05:13

				Average Wait Time (>5 min)				0:01:30		0:01:35		0:01:12		0:00:36		0:00:50				0:01:08

				Max Wait Time				0:17:03		0:18:12		0:14:20		0:14:29		0:16:26				0:18:12

				Service Level (<95% calls under 5 min)				71.83%		75.74%		80.65%		79.26%		80.11%				77.52%

				Talk Time (Avg)				0:09:52		0:11:12		0:09:52		0:09:13		0:10:02				0:10:02

				Call Handle Time (Avg)				0:15:51		0:17:42		0:16:49		0:16:19		0:15:24				0:16:25

				Percent. calls transferred by CSS				3.90%		8.02%		6.61%		7.46%		9.90%				7.18%

				Max Agents				11.09		9.92		8.68		8.56		7.78				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				12		6		9		1		6				34

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		0		0		0		0				3

				No Response				2		0		0		0		3				5

				Total Requests				17		6		9		1		9				42

				% Connected				71%		100%		100%		100%		67%				87.45%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		4		9		3		1				17

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		2		0		0				2

				Total Requests				0		4		12		3		1				20

				% Connected				na		100%		75%		100%		100%				93.75%

































































































































































4.2.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week

				Calls Received				611		506		498		480		422				2517

				Calls Handled				601		500		497		457		418				2472

				Calls Abandoned				7		5		1		20		4				36

				Abandon % (>5%)(Less Short Aban)				1.22%		0.91%		0.19%		4.11%		0.85%				1.46%

				Avg Time to Abandon				0:06:33		0:05:23		0:04:32		0:08:56		0:06:48				0:06:26

				Average Wait Time (>5 min)				0:00:36		0:00:30		0:00:10		0:03:10		0:00:34				0:01:00

				Max Wait Time				0:16:45		0:11:03		0:07:26		0:29:03		0:12:56				0:29:03

				Service Level (<80% calls under 5 min)				95.02%		97.04%		99.62%		72.84%		97.19%				92.34%

				Talk Time (Avg)				0:08:40		0:07:53		0:08:47		0:08:17		0:08:54				0:08:30

				Call Handle Time (Avg)				0:15:06		0:14:10		0:15:08		0:14:12		0:14:56				0:14:42

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				74.42%		75.16%		75.40%		79.34%		77.29%				76.32%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				44		41		31		31		46				193

		 		Short Abandon (under 60 seconds)				0		1		0		1		0				2

				% of calls answered in under 10 minutes				99.07%		99.63%		100.00%		89.92%		99.57%				97.64%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		22		22		20		19				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week

				Calls Received				117		99		79		97		61				453

				Calls Handled				115		97		77		91		59				439

				Calls Abandoned				2		2		2		6		2				14

				Abandon % (>5%)(Less Short Aban)				1.71%		2.02%		2.53%		6.19%		3.28%				3.15%

				Avg Time to Abandon				0:02:34		0:02:12		0:04:44		0:01:52		0:04:25				0:03:09

				Average Wait Time (>5 min)				0:00:58		0:00:57		0:01:06		0:02:16		0:02:10				0:01:29

				Max Wait Time				0:09:33		0:09:47		0:10:42		0:09:52		0:10:21				0:10:42

				Service Level (<95% calls under 5 min)				92.17%		96.91%		92.21%		75.82%		79.66%				87.35%

				Talk Time (Avg)				0:07:20		0:06:29		0:06:56		0:07:24		0:08:18				0:07:17

				Call Handle Time (Avg)				0:12:03		0:10:50		0:12:04		0:12:16		0:13:08				0:12:04

				Max Agents				3.85		2.92		2.58		3.10		2.15				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week

				Calls Received				129		115		129		151		114				638

				Calls Handled				124		110		126		147		105				612

				Calls Abandoned				4		4		2		3		4				17

				Abandon % (>5%)(Less Short Aban)				3.10%		3.48%		1.55%		1.99%		3.51%				2.73%

				Avg Time to Abandon				0:03:44		0:02:45		0:01:30		0:02:36		0:03:42				0:02:51

		 		Average Wait Time (>5 min)				0:00:39		0:01:24		0:00:21		0:00:36		0:01:32				0:00:54

				Max Wait Time				0:10:11		0:10:46		0:08:06		0:05:23		0:13:04				0:13:04

				Service Level (<95% calls under 5 min)				98.39%		90.00%		98.41%		98.64%		80.95%				93.28%

				Talk Time (Avg)				0:05:30		0:05:04		0:05:29		0:05:11		0:05:08				0:05:16

				Call Handle Time (Avg)				0:07:25		0:07:22		0:07:23		0:07:05		0:06:52				0:07:13

				Max Agents				2.04		2.23		2.60		2.33		1.53				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week

				Calls Received				44		41		31		31		46				193

				Calls Handled				42		40		31		29		45				188

				Calls Abandoned				1		1		0		2		0				4

				Abandon % (>5%)(Less Short Aban)				2.51%		1.70%		0.48%		6.04%		1.00%				2.35%

				Avg Time to Abandon				0:06:56		0:04:36		0:04:32		0:10:41		0:05:58				0:06:32

				Average Wait Time (>5 min)				0:01:20		0:00:54		0:00:18		0:03:42		0:00:31				0:01:21

				Max Wait Time				0:16:45		0:11:03		0:07:26		0:29:03		0:08:11				0:29:03

				Service Level (<95% calls under 5 min)				75.18%		82.98%		89.52%		57.78%		84.00%				77.89%

				Talk Time (Avg)				0:09:04		0:08:44		0:09:15		0:09:59		0:09:40				0:09:20

				Call Handle Time (Avg)				0:16:30		0:15:49		0:16:15		0:15:57		0:15:24				0:15:59

				Percent. calls transferred by CSS				7.20%		8.10%		6.22%		6.46%		10.90%				7.78%

				Max Agents				12.78		10.32		9.47		8.06		8.55				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				13		6		0		21		0				40

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		3		0				4

				No Response				3		0		0		3		0				6

				Total Requests				17		6		0		27		0				50

				% Connected				76%		100%		na		78%		na				84.75%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				0		0		0		38		5				43

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		4		0				4

				Total Requests				0		0		0		43		5				48

				% Connected				na		na		na		88%		100%				94.19%

































































































































































3.26.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week

				Calls Received				640		544		580		540		610				2914

				Calls Handled				626		536		562		524		596				2844

				Calls Abandoned				11		6		10		11		11				49

				Abandon % (>5%)(Less Short Aban)				1.70%		1.03%		1.76%		2.07%		1.80%				1.67%

				Avg Time to Abandon				0:06:29		0:07:09		0:06:46		0:06:46		0:07:22				0:06:54

				Average Wait Time (>5 min)				0:01:12		0:00:41		0:01:37		0:01:10		0:01:24				0:01:12

				Max Wait Time				0:15:05		0:11:44		0:28:42		0:16:16		0:20:53				0:28:42

				Service Level (<80% calls under 5 min)				91.57%		94.23%		88.45%		90.91%		91.73%				91.38%

				Talk Time (Avg)				0:08:38		0:08:36		0:09:08		0:09:05		0:08:26				0:08:46

				Call Handle Time (Avg)				0:14:42		0:15:11		0:15:48		0:16:01		0:14:59				0:15:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.81%		77.74%		77.73%		77.01%		81.28%				78.11%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				64		37		46		39		58				244

		 		Short Abandon (under 60 seconds)				1		1		0		0		0				2

				% of calls answered in under 10 minutes				97.09%		99.13%		97.52%		98.22%		97.09%				97.81%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		25		27		26		28				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week

				Calls Received				100		127		106		162		131				626

				Calls Handled				96		126		104		155		129				610

				Calls Abandoned				1		1		1		7		2				12

				Abandon % (>5%)(Less Short Aban)				1.00%		0.79%		0.94%		4.32%		1.53%				1.72%

				Avg Time to Abandon				0:01:16		0:00:48		0:00:32		0:01:56		0:04:34				0:01:49

				Average Wait Time (>5 min)				0:00:30		0:00:33		0:01:07		0:02:59		0:01:31				0:01:20

				Max Wait Time				0:10:06		0:08:41		0:11:44		0:17:53		0:08:39				0:17:53

				Service Level (<95% calls under 5 min)				96.88%		95.24%		91.35%		70.97%		86.82%				88.25%

				Talk Time (Avg)				0:07:01		0:06:01		0:06:55		0:07:04		0:05:49				0:06:34

				Call Handle Time (Avg)				0:11:50		0:10:18		0:10:50		0:11:31		0:10:50				0:11:03

				Max Agents				3.22		3.61		3.16		4.96		3.88				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week

				Calls Received				139		134		130		140		130				673

				Calls Handled				135		129		122		137		126				649

				Calls Abandoned				3		3		7		3		3				19

				Abandon % (>5%)(Less Short Aban)				2.16%		2.24%		5.38%		2.14%		2.31%				2.85%

				Avg Time to Abandon				0:03:38		0:03:47		0:04:41		0:01:33		0:04:56				0:03:43

		 		Average Wait Time (>5 min)				0:01:14		0:01:21		0:02:21		0:00:43		0:01:32				0:01:26

				Max Wait Time				0:10:19		0:11:54		0:12:36		0:08:01		0:10:14				0:12:36

				Service Level (<95% calls under 5 min)				90.37%		90.70%		81.15%		94.89%		87.30%				88.88%

				Talk Time (Avg)				0:06:00		0:06:07		0:05:45		0:04:50		0:05:38				0:05:40

				Call Handle Time (Avg)				0:07:43		0:08:23		0:08:10		0:06:15		0:07:24				0:07:35

				Max Agents				2.17		3.05		2.32		1.78		2.13				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week

				Calls Received				64		37		46		39		58				244

				Calls Handled				62		36		44		37		57				236

				Calls Abandoned				2		1		1		1		1				6

				Abandon % (>5%)(Less Short Aban)				3.17%		2.56%		2.36%		2.19%		1.53%				2.36%

				Avg Time to Abandon				0:06:43		0:07:09		0:06:48		0:07:06		0:08:39				0:07:17

				Average Wait Time (>5 min)				0:02:22		0:01:37		0:02:09		0:01:20		0:01:28				0:01:47

				Max Wait Time				0:15:05		0:11:44		0:28:42		0:16:16		0:17:44				0:28:42

				Service Level (<95% calls under 5 min)				62.68%		66.09%		58.37%		70.35%		65.65%				64.63%

				Talk Time (Avg)				0:09:35		0:09:50		0:09:31		0:10:11		0:09:50				0:09:47

				Call Handle Time (Avg)				0:15:53		0:17:08		0:17:11		0:18:09		0:17:03				0:17:04

				Percent. calls transferred by CSS				10.00%		6.80%		7.93%		7.22%		9.51%				8.29%

				Max Agents				12.52		11.13		10.11		11.49		12.40				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				24		18		14		12		11				79

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		1		0				3

				No Response				0		3		6		3		1				13

				Total Requests				24		21		22		16		12				95

				% Connected				100%		86%		64%		75%		92%				83.20%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				5		0		17		15		22				59

				Error				0		0		0		0		2				2

				Invalid Number				0		0		0		0		1				1

				No Answer				0		0		3		1		4				8

				No Response				0		0		5		3		2				10

				Total Requests				5		0		26		19		31				81

				% Connected				100%		na		65%		79%		71%				78.82%

































































































































































3.19.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week

				Calls Received				631		532		455		461		448				2527

				Calls Handled				598		495		440		441		437				2412

				Calls Abandoned				27		29		7		17		10				89

				Abandon % (>5%)(Less Short Aban)				4.20%		5.39%		1.47%		3.77%		2.25%				3.42%

				Avg Time to Abandon				0:06:56		0:08:59		0:07:08		0:10:34		0:06:53				0:08:06

				Average Wait Time (>5 min)				0:03:31		0:03:27		0:03:01		0:03:00		0:01:16				0:02:51

				Max Wait Time				0:24:34		0:32:13		0:23:29		0:21:56		0:22:16				0:32:13

				Service Level (<80% calls under 5 min)				70.08%		74.52%		74.89%		76.51%		92.02%				77.60%

				Talk Time (Avg)				0:08:32		0:08:45		0:09:23		0:08:59		0:08:56				0:08:55

				Call Handle Time (Avg)				0:14:26		0:15:19		0:16:09		0:15:22		0:15:36				0:15:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.19%		78.94%		77.07%		82.41%		78.39%				79.00%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				60		25		22		43		41				191

		 		Short Abandon (under 60 seconds)				3		1		0		1		3				8

				% of calls answered in under 10 minutes				88.85%		87.84%		90.91%		92.10%		97.27%				91.39%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		24				22		21				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week

				Calls Received				126		111		94		119		70				520

				Calls Handled				125		110		93		116		68				512

				Calls Abandoned				1		0		1		2		2				6

				Abandon % (>5%)(Less Short Aban)				0.79%		0.00%		1.06%		1.68%		2.86%				1.28%

				Avg Time to Abandon				0:00:55		0:00:00		0:00:50		0:02:22		0:03:46				0:01:34

				Average Wait Time (>5 min)				0:00:37		0:00:11		0:00:37		0:01:21		0:00:38				0:00:40

				Max Wait Time				0:08:40		0:04:40		0:10:49		0:11:57		0:11:36				0:11:57

				Service Level (<95% calls under 5 min)				97.60%		100.00%		96.77%		89.66%		94.12%				95.63%

				Talk Time (Avg)				0:06:20		0:06:10		0:05:40		0:06:50		0:06:47				0:06:21

				Call Handle Time (Avg)				0:10:43		0:10:58		0:10:07		0:11:16		0:11:40				0:10:56

				Max Agents				3.72		3.35		2.61		3.63		2.21				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week

				Calls Received				159		123		140		147		137				706

				Calls Handled				149		116		139		136		128				668

				Calls Abandoned				10		7		1		10		9				37

				Abandon % (>5%)(Less Short Aban)				6.29%		5.69%		0.71%		6.80%		6.57%				5.21%

				Avg Time to Abandon				0:05:19		0:03:58		0:05:59		0:03:58		0:04:28				0:04:44

		 		Average Wait Time (>5 min)				0:03:05		0:02:27		0:01:05		0:01:26		0:02:02				0:02:01

				Max Wait Time				0:20:29		0:13:09		0:09:14		0:13:15		0:16:50				0:20:29

				Service Level (<95% calls under 5 min)				75.17%		78.45%		92.09%		91.91%		83.59%				84.24%

				Talk Time (Avg)				0:05:44		0:05:43		0:05:00		0:05:51		0:05:57				0:05:39

				Call Handle Time (Avg)				0:07:35		0:07:43		0:06:56		0:07:31		0:07:41				0:07:29

				Max Agents				2.35		2.29		2.16		2.09		2.13				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week

				Calls Received				60		25		22		43		41				191

				Calls Handled				57		23		22		40		39				180

				Calls Abandoned				3		2		0		2		2				8

				Abandon % (>5%)(Less Short Aban)				4.58%		6.83%		1.24%		6.06%		4.17%				4.58%

				Avg Time to Abandon				0:07:14		0:07:40		0:06:52		0:10:51		0:07:18				0:07:59

				Average Wait Time (>5 min)				0:02:50		0:03:23		0:01:57		0:04:32		0:02:01				0:02:56

				Max Wait Time				0:16:30		0:32:13		0:13:32		0:21:43		0:22:16				0:32:13

				Service Level (<95% calls under 5 min)				50.38%		64.18%		61.88%		38.58%		65.62%				56.13%

				Talk Time (Avg)				0:08:56		0:09:17		0:11:43		0:10:38		0:10:25				0:10:11

				Call Handle Time (Avg)				0:15:23		0:16:28		0:19:01		0:17:24		0:17:19				0:17:07

				Percent. calls transferred by CSS				9.51%		4.70%		4.84%		9.33%		9.15%				7.50%

				Max Agents				11.19		9.37		8.50		9.56		9.23				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				16		14		7		28		8				73

				Error				0		0		0		0		0				0

				Invalid Number				0		1		0		0		0				1

				No Answer				1		5		0		0		0				6

				No Response				6		0		0		5		0				11

				Total Requests				23		20		7		33		8				91

				% Connected				70%		70%		100%		85%		100%				84.88%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				51		42		38		20		6				157

				Error				0		0		0		3		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				12		7		1		2		1				23

				No Response				10		9		22		6		4				51

				Total Requests				73		58		62		31		11				235

				% Connected				70%		72%		61%		65%		55%				64.53%

































































































































































3.12.2023 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week

				Calls Received				578		510		450		476		436				2450

				Calls Handled				568		500		445		459		434				2407

				Calls Abandoned				6		6		2		15		0				30

				Abandon % (>5%)(Less Short Aban)				1.11%		1.27%		0.42%		3.16%		0.00%				1.19%

				Avg Time to Abandon				0:05:09		0:05:31		0:08:55		0:07:33		0:00:00				0:05:25

				Average Wait Time (>5 min)				0:00:37		0:00:46		0:00:22		0:02:23		0:00:06				0:00:50

				Max Wait Time				0:18:57		0:13:41		0:10:39		0:20:21		0:07:40				0:20:21

				Service Level (<80% calls under 5 min)				96.44%		94.25%		97.85%		82.38%		99.56%				94.10%

				Talk Time (Avg)				0:08:27		0:08:45		0:08:08		0:09:08		0:09:26				0:08:46

				Call Handle Time (Avg)				0:14:32		0:15:05		0:14:23		0:15:11		0:15:11				0:14:52

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.28%		82.00%		76.40%		77.59%		75.57%				77.57%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				51		40		21		30		25				167

		 		Short Abandon (under 60 seconds)				1		2		1		2		0				6

				% of calls answered in under 10 minutes				99.84%		98.89%		99.79%		90.78%		100.00%				97.86%

				Occupancy				na		na		na		na		na				na

				Max Agents				25		23		19		21		19				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week

				Calls Received				93		105		87		103		88				476

				Calls Handled				91		105		87		101		87				471

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:33		0:00:26		0:00:03		0:00:04		0:00:32				0:00:19

				Max Wait Time				0:08:19		0:06:40		0:00:16		0:01:02		0:06:30				0:08:19

				Service Level (<95% calls under 5 min)				96.70%		98.10%		100.00%		100.00%		96.55%				98.27%

				Talk Time (Avg)				0:07:09		0:07:09		0:07:17		0:06:36		0:08:26				0:07:19

				Call Handle Time (Avg)				0:12:04		0:12:51		0:11:58		0:11:07		0:13:02				0:12:12

				Max Agents				3.18		4.35		2.89		3.12		3.15				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week

				Calls Received				127		125		123		125		117				617

				Calls Handled				124		122		121		124		113				604

				Calls Abandoned				1		3		2		1		4				11

				Abandon % (>5%)(Less Short Aban)				0.79%		2.40%		1.63%		0.80%		3.42%				1.81%

				Avg Time to Abandon				0:04:52		0:03:26		0:00:51		0:02:02		0:02:20				0:02:42

		 		Average Wait Time (>5 min)				0:00:36		0:01:20		0:00:52		0:00:24		0:00:44				0:00:47

				Max Wait Time				0:07:04		0:08:10		0:10:40		0:05:38		0:05:34				0:10:40

				Service Level (<95% calls under 5 min)				95.97%		93.44%		94.21%		98.39%		99.12%				96.23%

				Talk Time (Avg)				0:05:22		0:05:56		0:06:13		0:05:42		0:05:36				0:05:45

				Call Handle Time (Avg)				0:07:11		0:07:52		0:07:54		0:07:19		0:07:11				0:07:29

				Max Agents				2.01		2.37		2.12		1.96		1.66				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week

				Calls Received				51		40		21		30		25				167

				Calls Handled				50		39		21		28		25				162

				Calls Abandoned				1		1		0		2		0				3

				Abandon % (>5%)(Less Short Aban)				1.17%		1.75%		0.56%		6.67%		0.00%				2.03%

				Avg Time to Abandon				0:05:44		0:05:58		0:13:49		0:08:00		0:00:00				0:06:42

				Average Wait Time (>5 min)				0:00:31		0:01:24		0:00:23		0:05:39		0:00:13				0:01:38

				Max Wait Time				0:09:22		0:13:41		0:07:48		0:20:21		0:07:40				0:20:21

				Service Level (<95% calls under 5 min)				87.55%		73.89%		91.01%		40.93%		94.38%				77.55%

				Talk Time (Avg)				0:09:01		0:09:36		0:08:42		0:09:43		0:10:24				0:09:29

				Call Handle Time (Avg)				0:15:07		0:16:23		0:14:46		0:16:01		0:15:59				0:15:39

				Percent. calls transferred by CSS				8.82%		7.84%		4.67%		6.30%		5.73%				6.67%

				Max Agents				10.78		10.41		7.34		8.67		7.90				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				2		10		3		38		2				55

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		3		0		2		0				5

				No Response				0		2		0		2		0				4

				Total Requests				2		15		3		43		2				65

				% Connected				100%		67%		100%		88%		100%				91.01%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		3		1		2		0				14

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				5		0		1		0		0				6

				Total Requests				13		3		2		2		0				20

				% Connected				62%		100%		50%		100%		na				77.88%

































































































































































3.5.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week

				Calls Received				624		490		445		417		453				2429

				Calls Handled				618		482		440		408		439				2388

				Calls Abandoned				4		4		0		3		10				21

				Abandon % (>5%)(Less Short Aban)				0.60%		0.78%		0.00%		0.67%		2.25%				0.86%

				Avg Time to Abandon				0:05:43		0:06:34		0:00:00		0:05:43		0:07:23				0:05:04

				Average Wait Time (>5 min)				0:00:25		0:00:36		0:00:07		0:00:27		0:02:10				0:00:45

				Max Wait Time				0:13:12		0:12:21		0:05:09		0:14:25		0:36:03				0:36:03

				Service Level (<80% calls under 5 min)				97.73%		95.66%		99.78%		97.48%		84.57%				95.04%

				Talk Time (Avg)				0:09:22		0:08:41		0:09:09		0:09:16		0:10:14				0:09:20

				Call Handle Time (Avg)				0:15:41		0:14:56		0:15:45		0:15:58		0:16:41				0:15:48

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.56%		81.23%		78.93%		78.08%		76.09%				78.38%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				42		26		22		29		35				154

		 		Short Abandon (under 60 seconds)				1		0		0		0		1				2

				% of calls answered in under 10 minutes				99.39%		99.80%		100.00%		98.62%		96.19%				98.80%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		21		20		20		23				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week

				Calls Received				86		106		80		70		62				404

				Calls Handled				85		105		80		69		62				401

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:12		0:00:03		0:00:12		0:00:20		0:00:13				0:00:12

				Max Wait Time				0:05:06		0:00:27		0:03:24		0:06:09		0:02:38				0:06:09

				Service Level (<95% calls under 5 min)				98.82%		100.00%		100.00%		97.10%		100.00%				99.18%

				Talk Time (Avg)				0:06:46		0:05:22		0:07:43		0:07:16		0:07:36				0:06:56

				Call Handle Time (Avg)				0:11:21		0:09:40		0:12:54		0:12:45		0:12:00				0:11:44

				Max Agents				3.43		2.88		3.50		2.85		2.07				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week

				Calls Received				129		148		113		133		113				636

				Calls Handled				127		143		109		132		112				623

				Calls Abandoned				2		4		4		0		0				10

				Abandon % (>5%)(Less Short Aban)				1.55%		2.70%		3.54%		0.00%		0.00%				1.56%

				Avg Time to Abandon				0:02:37		0:07:33		0:02:49		0:00:00		0:00:00				0:02:35

		 		Average Wait Time (>5 min)				0:00:58		0:01:13		0:01:10		0:00:41		0:00:33				0:00:55

				Max Wait Time				0:08:20		0:14:00		0:11:33		0:07:14		0:13:38				0:14:00

				Service Level (<95% calls under 5 min)				95.28%		92.31%		90.83%		96.21%		98.21%				94.57%

				Talk Time (Avg)				0:06:15		0:06:06		0:06:10		0:05:50		0:05:41				0:06:00

				Call Handle Time (Avg)				0:08:02		0:08:04		0:07:52		0:07:30		0:07:51				0:07:51

				Max Agents				2.32		2.82		2.13		2.21		1.85				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		Week

				Calls Received				42		26		22		29		35				154

				Calls Handled				42		25		22		28		34				150

				Calls Abandoned				0		0		0		0		1				2

				Abandon % (>5%)(Less Short Aban)				0.77%		1.88%		0.00%		1.17%		3.19%				1.40%

				Avg Time to Abandon				0:06:05		0:07:17		0:00:00		0:05:54		0:06:41				0:05:11

				Average Wait Time (>5 min)				0:00:46		0:00:56		0:00:11		0:00:48		0:03:38				0:01:15

				Max Wait Time				0:13:12		0:12:21		0:05:09		0:14:25		0:36:03				0:36:03

				Service Level (<95% calls under 5 min)				85.44%		83.65%		93.01%		85.80%		52.15%				80.01%

				Talk Time (Avg)				0:11:20		0:08:59		0:10:06		0:08:52		0:11:34				0:10:10

				Call Handle Time (Avg)				0:17:47		0:15:37		0:16:57		0:15:59		0:18:01				0:16:52

				Percent. calls transferred by CSS				6.73%		5.31%		4.94%		6.95%		7.73%				6.33%

				Max Agents				12.88		6.94		8.75		7.59		9.40				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				0		6		190		4		18				218

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		6		0		3				10

				No Response				0		0		20		3		5				28

				Total Requests				0		7		217		7		26				257

				% Connected				na		86%		na		57%		69%				70.70%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				0		1		0		1		14				16

				Error				0		0		8		0		0				8

				Invalid Number				0		0		17		0		0				17

				No Answer				0		2		261		0		0				263

				No Response				0		1		1		0		3				5

				Total Requests				0		4		0		1		17				22

				% Connected				na		25%		na		100%		82%				69.12%

































































































































































2.25.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week

				Calls Received				787		707		561		501		438				2994

				Calls Handled				758		692		556		499		434				2939

				Calls Abandoned				24		5		0		0		0				29

				Abandon % (>5%)(Less Short Aban)				3.10%		0.66%		0.00%		0.00%		0.00%				0.75%

				Avg Time to Abandon				0:08:57		0:05:37		0:00:00		0:00:00		0:00:00				0:02:54

				Average Wait Time (>5 min)				0:03:36		0:00:30		0:00:06		0:00:11		0:00:05				0:00:53

				Max Wait Time				0:27:09		0:18:34		0:03:33		0:09:55		0:04:29				0:27:09

				Service Level (<80% calls under 5 min)				69.80%		98.38%		100.00%		98.87%		100.00%				93.41%

				Talk Time (Avg)				0:08:33		0:08:12		0:09:02		0:08:19		0:08:16				0:08:28

				Call Handle Time (Avg)				0:14:38		0:15:00		0:15:12		0:14:18		0:13:57				0:14:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.29%		80.35%		75.26%		77.83%		79.49%				78.84%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				53		52		40		30		43				218

		 		Short Abandon (under 60 seconds)				1		0		1		0		0				2

				% of calls answered in under 10 minutes				89.23%		99.46%		100.00%		100.00%		100.00%				97.74%

				Occupancy				na		na		na		na		na				na

				Max Agents				34		32		25		21		19				34



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week

				Calls Received				149		149		99		81		63				541

				Calls Handled				141		140		94		79		62				516

				Calls Abandoned				7		8		5		2		1				23

				Abandon % (>5%)(Less Short Aban)				4.70%		5.37%		5.05%		2.47%		1.59%				3.84%

				Avg Time to Abandon				0:04:23		0:03:44		0:00:47		0:02:48		0:02:05				0:02:45

				Average Wait Time (>5 min)				0:02:46		0:02:19		0:01:24		0:01:17		0:00:27				0:01:38

				Max Wait Time				0:11:04		0:13:24		0:14:36		0:09:48		0:05:50				0:14:36

				Service Level (<95% calls under 5 min)				70.21%		78.57%		92.55%		87.34%		98.39%				85.41%

				Talk Time (Avg)				0:07:49		0:08:03		0:07:50		0:08:28		0:07:18				0:07:53

				Call Handle Time (Avg)				0:13:10		0:13:52		0:13:52		0:14:51		0:11:35				0:13:28

				Max Agents				5.15		5.43		4.27		3.79		2.50				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week

				Calls Received				135		133		118		132		121				639

				Calls Handled				132		121		113		129		117				612

				Calls Abandoned				1		11		4		3		3				22

				Abandon % (>5%)(Less Short Aban)				0.74%		8.27%		3.39%		2.27%		2.48%				3.43%

				Avg Time to Abandon				0:01:54		0:06:13		0:02:14		0:02:02		0:09:17				0:04:20

		 		Average Wait Time (>5 min)				0:00:35		0:03:00		0:00:52		0:01:33		0:02:09				0:01:37

				Max Wait Time				0:06:43		0:15:26		0:10:50		0:11:45		0:21:29				0:21:29

				Service Level (<95% calls under 5 min)				98.48%		73.55%		96.46%		85.27%		89.74%				88.70%

				Talk Time (Avg)				0:05:45		0:06:10		0:05:50		0:05:41		0:05:34				0:05:48

				Call Handle Time (Avg)				0:07:43		0:08:10		0:07:50		0:07:32		0:07:50				0:07:49

				Max Agents				2.45		2.36		1.88		2.70		2.55				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week

				Calls Received				53		52		40		30		43				218

				Calls Handled				50		50		39		30		42				211

				Calls Abandoned				3		0		0		0		0				3

				Abandon % (>5%)(Less Short Aban)				5.07%		0.75%		0.00%		0.00%		0.00%				1.16%

				Avg Time to Abandon				0:10:51		0:06:35		0:00:00		0:00:00		0:00:00				0:03:29

				Average Wait Time (>5 min)				0:05:09		0:00:56		0:00:03		0:00:25		0:00:03				0:01:19

				Max Wait Time				0:27:09		0:18:34		0:01:46		0:09:55		0:00:16				0:27:09

				Service Level (<95% calls under 5 min)				46.10%		73.28%		99.06%		87.85%		100.00%				81.26%

				Talk Time (Avg)				0:09:10		0:08:16		0:10:43		0:09:18		0:10:07				0:09:30

				Call Handle Time (Avg)				0:15:34		0:15:23		0:17:26		0:15:42		0:15:54				0:15:59

				Percent. calls transferred by CSS				6.73%		7.36%		7.13%		5.99%		9.82%				7.40%

				Max Agents				12.79		11.36		10.40		9.33		7.55				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week

				Busy		 		1		0		0		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				47		11		0		1		0				59

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		1		0		0		0				3

				No Response				6		6		0		0		0				12

				Total Requests				56		18		0		1		0				75

				% Connected				84%		61%		na		100%		na				81.68%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				45		1		0		0		0				46

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		0		0		0		0				3

				No Response				8		0		0		0		0				8

				Total Requests				57		1		0		0		0				58

				% Connected				79%		100%		na		na		na				89.47%

































































































































































2.19.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week

				Calls Received						770		629		579		534				2512

				Calls Handled						756		617		570		528				2471

				Calls Abandoned						11		6		2		2				21

				Abandon % (>5%)(Less Short Aban)						1.46%		0.89%		0.33%		0.35%				0.76%

				Avg Time to Abandon						0:07:04		0:05:09		0:06:51		0:06:57				0:06:30

				Average Wait Time (>5 min)						0:01:25		0:01:12		0:00:29		0:00:34				0:00:55

				Max Wait Time						0:13:34		0:15:22		0:10:04		0:14:41				0:15:22

				Service Level (<80% calls under 5 min)						89.99%		90.90%		97.52%		95.90%				93.58%

				Talk Time (Avg)						0:08:46		0:08:58		0:08:30		0:09:19				0:08:53

				Call Handle Time (Avg)						0:15:21		0:15:25		0:14:55		0:16:06				0:15:26

				Transfer Out						na		na		na		na				na

				First Call Resolution %						78.56%		75.36%		78.94%		79.36%				78.05%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						54		43		36		33				166

		 		Short Abandon (under 60 seconds)						0		0		1		0				1

				% of calls answered in under 10 minutes						97.53%		98.94%		99.83%		99.47%				98.94%

				Occupancy						na		na		na		na				na

				Max Agents						35		29		25		25				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week

				Calls Received						148		111		93		115				467

				Calls Handled						144		104		89		108				445

				Calls Abandoned						3		5		2		5				15

				Abandon % (>5%)(Less Short Aban)						2.03%		4.50%		2.15%		4.35%				3.26%

				Avg Time to Abandon						0:05:13		0:06:12		0:01:42		0:06:12				0:04:49

				Average Wait Time (>5 min)						0:01:24		0:00:53		0:00:46		0:03:14				0:01:34

				Max Wait Time						0:12:33		0:14:26		0:09:38		0:12:57				0:14:26

				Service Level (<95% calls under 5 min)						86.81%		94.23%		97.75%		71.30%				87.52%

				Talk Time (Avg)						0:07:46		0:08:48		0:08:07		0:07:58				0:08:09

				Call Handle Time (Avg)						0:13:10		0:14:19		0:12:54		0:13:29				0:13:28

				Max Agents						5.27		4.18		3.22		4.12				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week

				Calls Received						172		130		121		110				533

				Calls Handled						154		123		112		105				494

				Calls Abandoned						18		5		5		2				30

				Abandon % (>5%)(Less Short Aban)						10.47%		3.85%		4.13%		1.82%				5.07%

				Avg Time to Abandon						0:06:02		0:05:19		0:01:43		0:04:56				0:04:30

		 		Average Wait Time (>5 min)						0:06:01		0:01:29		0:03:43		0:01:01				0:03:03

				Max Wait Time						0:19:44		0:14:46		0:18:57		0:09:34				0:19:44

				Service Level (<95% calls under 5 min)						44.16%		89.43%		69.64%		92.38%				73.90%

				Talk Time (Avg)						0:06:29		0:05:40		0:06:36		0:04:52				0:05:54

				Call Handle Time (Avg)						0:08:44		0:07:30		0:08:38		0:06:29				0:07:50

				Max Agents						3.74		2.56		2.69		1.95				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week

				Calls Received						54		43		36		33				166

				Calls Handled						53		42		35		33				163

				Calls Abandoned						1		1		0		0				2

				Abandon % (>5%)(Less Short Aban)						2.10%		1.41%		0.40%		0.44%				1.09%

				Avg Time to Abandon						0:07:50		0:05:47		0:05:45		0:09:04				0:07:06

				Average Wait Time (>5 min)						0:02:25		0:01:36		0:00:56		0:01:00				0:01:29

				Max Wait Time						0:13:34		0:15:22		0:10:04		0:14:41				0:15:22

				Service Level (<95% calls under 5 min)						56.33%		60.42%		71.66%		81.42%				67.46%

				Talk Time (Avg)						0:09:13		0:10:47		0:08:25		0:10:29				0:09:43

				Call Handle Time (Avg)						0:15:47		0:17:30		0:15:28		0:17:21				0:16:31

				Percent. calls transferred by CSS						7.01%		6.84%		6.22%		6.18%				6.56%

				Max Agents						14.59		13.79		10.65		10.93				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		1		0		0				1

				Connected						26		9		4		6				45

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						3		0		0		2				5

				No Response						0		2		1		1				4

				Total Requests						29		12		5		9				55

				% Connected						90%		75%		80%		67%				77.83%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						6		12		0		0				18

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						2		1		0		0				3

				Total Requests						8		13		0		0				21

				% Connected						75%		92%		na		na				83.65%

































































































































































2.12.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week

				Calls Received				657		478		576		534		525				2770

				Calls Handled				648		476		564		525		520				2733

				Calls Abandoned				2		0		6		6		3				16

				Abandon % (>5%)(Less Short Aban)				0.28%		0.00%		0.98%		1.06%		0.54%				0.57%

				Avg Time to Abandon				0:05:50		0:00:00		0:07:22		0:05:26		0:05:02				0:04:44

				Average Wait Time (>5 min)				0:00:17		0:00:07		0:00:50		0:00:50		0:00:17				0:00:28

				Max Wait Time				0:07:24		0:04:18		0:13:19		0:20:29		0:04:37				0:20:29

				Service Level (<80% calls under 5 min)				98.71%		100.00%		97.99%		93.35%		100.00%				98.01%

				Talk Time (Avg)				0:08:30		0:08:48		0:08:35		0:08:21		0:08:42				0:08:35

				Call Handle Time (Avg)				0:14:43		0:15:38		0:15:04		0:15:14		0:14:53				0:15:06

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.69%		82.47%		78.87%		80.44%		78.30%				79.95%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				53		29		34		32		30				178

		 		Short Abandon (under 60 seconds)				1		0		2		1		0				4

				% of calls answered in under 10 minutes				100.00%		100.00%		99.83%		99.10%		100.00%				99.79%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		22		25		24		23				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week

				Calls Received				97		106		96		117		86				502

				Calls Handled				95		103		95		116		85				494

				Calls Abandoned				0		2		0		0		1				3

				Abandon % (>5%)(Less Short Aban)				0.00%		1.89%		0.00%		0.00%		1.16%				0.61%

				Avg Time to Abandon				0:00:00		0:04:04		0:00:00		0:00:00		0:05:12				0:01:51

				Average Wait Time (>5 min)				0:00:37		0:00:34		0:00:30		0:00:37		0:00:38				0:00:35

				Max Wait Time				0:10:22		0:12:46		0:08:48		0:11:38		0:05:52				0:12:46

				Service Level (<95% calls under 5 min)				94.74%		97.09%		94.79%		94.83%		94.12%				95.11%

				Talk Time (Avg)				0:09:26		0:07:41		0:08:09		0:07:11		0:05:47				0:07:38

				Call Handle Time (Avg)				0:15:32		0:12:29		0:13:00		0:12:05		0:10:55				0:12:48

				Max Agents				4.14		3.57		3.46		3.89		2.58				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week

				Calls Received				159		157		155		171		113				755

				Calls Handled				151		152		149		165		111				728

				Calls Abandoned				7		3		5		6		2				23

				Abandon % (>5%)(Less Short Aban)				4.40%		1.91%		3.23%		3.51%		1.77%				2.96%

				Avg Time to Abandon				0:02:59		0:02:47		0:04:07		0:05:33		0:04:25				0:03:58

		 		Average Wait Time (>5 min)				0:01:33		0:01:52		0:01:06		0:02:42		0:00:31				0:01:32

				Max Wait Time				0:13:08		0:10:31		0:08:29		0:14:39		0:06:06				0:14:39

				Service Level (<95% calls under 5 min)				90.07%		82.89%		89.93%		77.58%		98.20%				87.73%

				Talk Time (Avg)				0:05:42		0:05:06		0:05:22		0:05:46		0:05:42				0:05:31

				Call Handle Time (Avg)				0:07:40		0:06:55		0:07:08		0:07:44		0:07:27				0:07:22

				Max Agents				2.60		2.36		2.36		3.55		2.30				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week

				Calls Received				53		29		34		32		30				178

				Calls Handled				52		29		33		31		29				174

				Calls Abandoned				0		0		0		1		0				2

				Abandon % (>5%)(Less Short Aban)				0.67%		0.00%		0.93%		1.85%		1.45%				0.98%

				Avg Time to Abandon				0:05:50		0:00:00		0:06:46		0:05:37		0:05:02				0:04:39

				Average Wait Time (>5 min)				0:00:33		0:00:13		0:00:51		0:01:02		0:00:13				0:00:34

				Max Wait Time				0:07:24		0:04:18		0:06:43		0:20:29		0:04:37				0:20:29

				Service Level (<95% calls under 5 min)				82.83%		88.51%		71.50%		75.23%		89.81%				81.58%

				Talk Time (Avg)				0:08:53		0:09:43		0:09:20		0:09:46		0:10:09				0:09:34

				Call Handle Time (Avg)				0:15:01		0:17:13		0:15:45		0:17:16		0:16:49				0:16:24

				Percent. calls transferred by CSS				8.07%		6.07%		5.90%		5.99%		5.71%				6.35%

				Max Agents				12.42		8.36		9.36		10.35		9.66				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				2		0		6		3		2				13

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		1		0		0				1

				Total Requests				2		0		7		3		2				14

				% Connected				100%		na		86%		100%		100%				96.43%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		6		0				6

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		6		0				6

				% Connected				na		na		na		100%		na				100.00%

































































































































































2.5.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week

				Calls Received				679		573		586		490		494				2822

				Calls Handled				667		569		578		486		487				2788

				Calls Abandoned				9		0		5		1		4				18

				Abandon % (>5%)(Less Short Aban)				1.35%		0.00%		0.80%		0.19%		0.75%				0.62%

				Avg Time to Abandon				0:05:55		0:00:00		0:05:49		0:05:30		0:06:34				0:04:45

				Average Wait Time (>5 min)				0:01:22		0:00:09		0:00:33		0:00:11		0:00:19				0:00:30

				Max Wait Time				0:13:29		0:05:51		0:10:53		0:09:41		0:09:34				0:13:29

				Service Level (<80% calls under 5 min)				90.00%		99.51%		97.41%		99.42%		98.67%				97.00%

				Talk Time (Avg)				0:08:15		0:08:21		0:08:27		0:08:27		0:08:34				0:08:24

				Call Handle Time (Avg)				0:14:15		0:14:32		0:14:44		0:15:06		0:14:37				0:14:38

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.49%		80.83%		79.03%		78.47%		79.43%				79.25%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				64		39		40		35		42				220

		 		Short Abandon (under 60 seconds)				0		0		1		0		0				1

				% of calls answered in under 10 minutes				98.77%		100.00%		99.84%		100.00%		100.00%				99.72%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		25		26		22		22				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week

				Calls Received				122		107		109		104		110				552

				Calls Handled				117		106		106		102		107				538

				Calls Abandoned				1		1		2		1		3				8

				Abandon % (>5%)(Less Short Aban)				0.82%		0.93%		1.83%		0.96%		2.73%				1.45%

				Avg Time to Abandon				0:05:06		0:00:40		0:05:06		0:09:23		0:02:56				0:04:38

				Average Wait Time (>5 min)				0:00:49		0:00:33		0:00:43		0:00:15		0:00:58				0:00:39

				Max Wait Time				0:13:37		0:06:14		0:14:44		0:09:06		0:17:13				0:17:13

				Service Level (<95% calls under 5 min)				95.73%		98.11%		96.23%		98.04%		93.46%				96.31%

				Talk Time (Avg)				0:07:42		0:06:53		0:07:59		0:08:08		0:07:00				0:07:32

				Call Handle Time (Avg)				0:12:43		0:12:29		0:13:09		0:13:46		0:12:05				0:12:50

				Max Agents				4.24		3.68		3.87		3.90		3.59				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week

				Calls Received				186		151		146		166		114				763

				Calls Handled				175		149		142		158		111				735

				Calls Abandoned				10		1		3		5		3				22

				Abandon % (>5%)(Less Short Aban)				5.38%		0.66%		2.05%		3.01%		2.63%				2.75%

				Avg Time to Abandon				0:02:50		0:15:47		0:02:51		0:02:06		0:01:41				0:05:03

		 		Average Wait Time (>5 min)				0:02:17		0:00:59		0:00:54		0:00:58		0:01:09				0:01:15

				Max Wait Time				0:12:53		0:13:38		0:08:08		0:06:34		0:09:40				0:13:38

				Service Level (<95% calls under 5 min)				79.43%		93.96%		92.96%		93.67%		94.59%				90.92%

				Talk Time (Avg)				0:05:24		0:05:45		0:05:45		0:05:03		0:05:04				0:05:24

				Call Handle Time (Avg)				0:07:01		0:07:54		0:07:35		0:07:13		0:06:39				0:07:16

				Max Agents				2.79		2.92		2.63		2.45		1.73				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week

				Calls Received				64		39		40		35		42				220

				Calls Handled				63		39		40		35		41				217

				Calls Abandoned				1		0		0		0		1				2

				Abandon % (>5%)(Less Short Aban)				1.67%		0.00%		0.86%		0.50%		1.68%				0.94%

				Avg Time to Abandon				0:05:22		0:00:00		0:07:36		0:05:30		0:06:34				0:05:00

				Average Wait Time (>5 min)				0:01:50		0:00:22		0:00:41		0:00:21		0:00:41				0:00:47

				Max Wait Time				0:13:29		0:05:51		0:10:53		0:09:41		0:00:00				0:13:29

				Service Level (<95% calls under 5 min)				60.94%		85.97%		78.45%		88.56%		78.15%				78.41%

				Talk Time (Avg)				0:09:27		0:10:31		0:10:45		0:10:05		0:09:29				0:10:03

				Call Handle Time (Avg)				0:15:55		0:16:31		0:17:29		0:16:48		0:15:43				0:16:29

				Percent. calls transferred by CSS				9.43%		6.81%		6.83%		7.14%		8.50%				7.74%

				Max Agents				13.21		10.13		11.26		9.42		10.38				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				19		0		4		3		9				35

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				7		0		1		0		1				9

				Total Requests				27		0		5		3		10				45

				% Connected				70%		na		80%		100%		90%				85.09%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				5		0		3		0		0				8

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				0		0		0		0		0				0

				Total Requests				6		0		3		0		0				9

				% Connected				83%		na		100%		na		na				91.67%

































































































































































1.29.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week

				Calls Received				952		840		707		558		511				3568

				Calls Handled				916		823		691		553		505				3489

				Calls Abandoned				29		10		9		2		2				53

				Abandon % (>5%)(Less Short Aban)				3.09%		1.24%		1.33%		0.33%		0.36%				1.27%

				Avg Time to Abandon				0:07:58		0:05:22		0:09:10		0:07:09		0:04:34				0:06:50

				Average Wait Time (>5 min)				0:03:37		0:00:46		0:00:55		0:00:18		0:00:21				0:01:11

				Max Wait Time				0:32:25		0:09:54		0:12:05		0:05:45		0:09:09				0:32:25

				Service Level (<80% calls under 5 min)				74.27%		96.43%		93.17%		99.17%		99.09%				92.43%

				Talk Time (Avg)				0:08:37		0:07:59		0:08:00		0:09:02		0:08:56				0:08:30

				Call Handle Time (Avg)				0:15:20		0:14:26		0:14:19		0:15:36		0:15:33				0:15:02

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.90%		80.92%		79.38%		76.25%		78.44%				78.38%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				83		46		43		46		45				263

		 		Short Abandon (under 60 seconds)				2		2		3		0		1				8

				% of calls answered in under 10 minutes				89.85%		100.00%		99.45%		100.00%		100.00%				97.86%

				Occupancy				na		na		na		na		na				na

				Max Agents				44		35		30		26		24				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week

				Calls Received				203		219		145		104		94				765

				Calls Handled				190		206		139		100		92				727

				Calls Abandoned				11		12		4		4		2				33

				Abandon % (>5%)(Less Short Aban)				5.42%		5.48%		2.76%		3.85%		2.13%				3.93%

				Avg Time to Abandon				0:02:09		0:03:06		0:02:45		0:04:44		0:01:37				0:02:52

				Average Wait Time (>5 min)				0:03:33		0:02:54		0:01:21		0:01:51		0:01:12				0:02:10

				Max Wait Time				0:14:01		0:18:47		0:10:15		0:09:53		0:10:19				0:18:47

				Service Level (<95% calls under 5 min)				68.95%		76.21%		88.49%		83.00%		90.22%				81.37%

				Talk Time (Avg)				0:06:59		0:07:07		0:07:51		0:08:52		0:07:27				0:07:39

				Call Handle Time (Avg)				0:11:40		0:12:10		0:11:59		0:14:26		0:12:57				0:12:38

				Max Agents				6.19		6.99		4.66		4.01		3.31				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week

				Calls Received				144		177		144		156		128				749

				Calls Handled				140		164		141		152		125				722

				Calls Abandoned				4		12		3		2		3				24

				Abandon % (>5%)(Less Short Aban)				2.78%		6.78%		2.08%		1.28%		2.34%				3.05%

				Avg Time to Abandon				0:03:30		0:03:02		0:01:58		0:02:30		0:02:53				0:02:46

		 		Average Wait Time (>5 min)				0:00:57		0:02:11		0:01:56		0:00:43		0:00:29				0:01:15

				Max Wait Time				0:09:52		0:13:14		0:09:28		0:08:22		0:06:20				0:13:14

				Service Level (<95% calls under 5 min)				93.57%		81.71%		82.98%		95.39%		98.40%				90.41%

				Talk Time (Avg)				0:05:11		0:05:23		0:05:15		0:05:00		0:04:58				0:05:09

				Call Handle Time (Avg)				0:07:06		0:07:30		0:07:07		0:07:03		0:06:51				0:07:07

				Max Agents				2.16		2.98		2.41		2.30		1.80				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week

				Calls Received				83		46		43		46		45				263

				Calls Handled				79		46		41		46		45				256

				Calls Abandoned				3		0		1		0		0				5

				Abandon % (>5%)(Less Short Aban)				3.65%		0.66%		2.37%		0.00%		0.94%				1.52%

				Avg Time to Abandon				0:09:43		0:05:43		0:09:07		0:00:00		0:04:34				0:05:49

				Average Wait Time (>5 min)				0:05:34		0:01:05		0:01:19		0:00:23		0:00:41				0:01:48

				Max Wait Time				0:32:25		0:09:54		0:11:48		0:05:40		0:09:09				0:32:25

				Service Level (<95% calls under 5 min)				35.53%		70.10%		63.24%		86.96%		76.53%				66.47%

				Talk Time (Avg)				0:09:08		0:09:36		0:08:42		0:10:46		0:10:08				0:09:40

				Call Handle Time (Avg)				0:16:23		0:16:17		0:15:20		0:17:27		0:16:51				0:16:27

				Percent. calls transferred by CSS				8.72%		5.48%		6.08%		8.24%		8.81%				7.47%

				Max Agents				17.46		13.65		10.77		11.19		9.96				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				54		6		9		1		3				73

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				7		0		0		0		0				7

				No Response				11		0		0		0		0				11

				Total Requests				72		6		9		1		3				91

				% Connected				75%		100%		100%		100%		100%				95.00%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				36		1		8		0		1				46

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				12		0		1		0		0				13

				Total Requests				49		1		9		0		1				60

				% Connected				73%		100%		89%		na		100%				90.59%

































































































































































1.22.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week

				Calls Received				768		596		601		585		643				3193

				Calls Handled				757		590		589		573		631				3140

				Calls Abandoned				8		5		8		7		10				38

				Abandon % (>5%)(Less Short Aban)				1.10%		0.79%		1.40%		1.12%		1.58%				1.20%

				Avg Time to Abandon				0:04:49		0:05:44		0:06:25		0:05:42		0:05:40				0:05:40

				Average Wait Time (>5 min)				0:00:35		0:00:35		0:01:06		0:01:14		0:01:43				0:01:02

				Max Wait Time				0:20:07		0:13:52		0:17:58		0:18:14		0:19:34				0:20:07

				Service Level (<80% calls under 5 min)				97.64%		96.82%		90.21%		90.97%		88.16%				92.76%

				Talk Time (Avg)				0:08:38		0:08:12		0:07:56		0:08:50		0:08:25				0:08:24

				Call Handle Time (Avg)				0:15:03		0:14:47		0:14:15		0:14:51		0:14:41				0:14:43

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.16%		82.42%		80.06%		80.14%		80.16%				79.99%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				48		39		44		38		55				224

		 		Short Abandon (under 60 seconds)				2		0		0		3		2				7

				% of calls answered in under 10 minutes				99.88%		99.68%		97.79%		97.87%		96.78%				98.40%

				Occupancy				na		na		na		na		na				na

				Max Agents				34		26		25		26		28				34



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week

				Calls Received				135		149		111		116		128				639

				Calls Handled				133		142		107		113		123				618

				Calls Abandoned				1		5		3		2		5				16

				Abandon % (>5%)(Less Short Aban)				0.74%		3.36%		2.70%		1.72%		3.91%				2.49%

				Avg Time to Abandon				0:01:36		0:01:29		0:02:24		0:03:46		0:03:46				0:02:36

				Average Wait Time (>5 min)				0:00:26		0:02:08		0:00:39		0:02:41		0:03:24				0:01:51

				Max Wait Time				0:06:40		0:09:58		0:08:08		0:13:45		0:19:02				0:19:02

				Service Level (<95% calls under 5 min)				97.74%		80.28%		95.33%		74.34%		69.92%				83.52%

				Talk Time (Avg)				0:07:47		0:07:20		0:07:05		0:07:53		0:07:27				0:07:30

				Call Handle Time (Avg)				0:12:55		0:12:22		0:12:40		0:13:16		0:12:30				0:12:44

				Max Agents				4.77		4.91		3.76		4.20		4.27				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week

				Calls Received				146		159		157		163		135				760

				Calls Handled				143		144		150		155		132				724

				Calls Abandoned				2		15		7		8		3				35

				Abandon % (>5%)(Less Short Aban)				1.37%		9.43%		4.46%		4.91%		2.22%				4.48%

				Avg Time to Abandon				0:01:56		0:04:19		0:02:39		0:02:45		0:01:58				0:02:43

		 		Average Wait Time (>5 min)				0:01:14		0:04:18		0:01:42		0:01:43		0:01:38				0:02:07

				Max Wait Time				0:10:34		0:18:41		0:13:59		0:10:32		0:12:36				0:18:41

				Service Level (<95% calls under 5 min)				93.71%		65.97%		88.00%		87.74%		85.61%				84.21%

				Talk Time (Avg)				0:05:56		0:05:54		0:05:41		0:05:45		0:05:13				0:05:41

				Call Handle Time (Avg)				0:07:47		0:08:02		0:07:39		0:07:25		0:07:04				0:07:35

				Max Agents				2.50		3.21		2.78		2.42		1.91				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week

				Calls Received				48		39		44		38		55				224

				Calls Handled				48		39		44		36		53				220

				Calls Abandoned				0		0		0		1		1				2

				Abandon % (>5%)(Less Short Aban)				0.30%		0.49%		0.44%		2.33%		1.64%				1.04%

				Avg Time to Abandon				0:06:14		0:05:11		0:06:11		0:04:43		0:03:22				0:05:08

				Average Wait Time (>5 min)				0:00:17		0:00:24		0:00:48		0:02:15		0:02:44				0:01:17

				Max Wait Time				0:05:10		0:13:52		0:17:58		0:18:14		0:19:34				0:19:34

				Service Level (<95% calls under 5 min)				84.45%		92.16%		90.67%		60.24%		59.09%				77.32%

				Talk Time (Avg)				0:09:56		0:10:17		0:09:08		0:10:12		0:09:27				0:09:48

				Call Handle Time (Avg)				0:16:56		0:17:19		0:15:43		0:16:15		0:15:53				0:16:25

				Percent. calls transferred by CSS				6.25%		6.54%		7.32%		6.50%		8.55%				7.03%

				Max Agents				15.42		9.85		9.82		11.64		10.76				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				0		3		5		17		22				47

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		2		0				2

				No Response				0		1		0		5		5				11

				Total Requests				0		4		5		24		28				61

				% Connected				na		75%		100%		71%		79%				81.10%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		Week

				Busy		 		0		0		1		0		0				1

				Caller canceled				0		0		1		0		0				1

				Connected				5		6		27		3		13				54

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		3		0		0				3

				No Response				2		0		6		0		1				9

				Total Requests				7		6		38		3		14				68

				% Connected				71%		100%		71%		100%		93%				87.07%

































































































































































1.15.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received		865				872		650		587		583				3557

				Calls Handled		812				867		638		561		574				3453

				Calls Abandoned		19				0		1		5		5				30

				Abandon % (>5%)(Less Short Aban)		2.20%				0.00%		0.13%		0.87%		0.93%				0.83%

				Avg Time to Abandon		0:07:37				0:00:00		0:03:58		0:06:21		0:04:35				0:04:30

				Average Wait Time (>5 min)		0:01:38				0:00:09		0:00:08		0:00:36		0:00:25				0:00:35

				Max Wait Time		0:18:26				0:06:31		0:05:57		0:13:19		0:08:20				0:18:26

				Service Level (<80% calls under 5 min)		86.75%				99.27%		99.87%		96.47%		98.74%				96.22%

				Talk Time (Avg)		0:09:02				0:08:18		0:08:10		0:08:38		0:09:00				0:08:37

				Call Handle Time (Avg)		0:14:54				0:14:33		0:14:21		0:15:01		0:15:27				0:14:51

				Transfer Out		na				na		na		na		na				na

				First Call Resolution %		87.20%				81.66%		80.87%		80.69%		79.13%				81.91%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)		90				91		103		103		61				448

		 		Short Abandon (under 60 seconds)		0				1		0		0		1				2

				% of calls answered in under 10 minutes		96.39%				100.00%		100.00%		99.85%		100.00%				99.25%

				Occupancy		na				na		na		na		na				na

				Max Agents		40				39		30		29		28				40



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received						178		130		144		99				551

				Calls Handled						172		127		134		97				530

				Calls Abandoned						6		3		6		1				16

				Abandon % (>5%)(Less Short Aban)						3.37%		2.31%		4.17%		1.01%				2.72%

				Avg Time to Abandon						0:04:18		0:03:50		0:03:46		0:01:34				0:03:22

				Average Wait Time (>5 min)						0:01:47		0:02:02		0:02:14		0:01:08				0:01:47

				Max Wait Time						0:15:37		0:12:37		0:16:51		0:12:35				0:16:51

				Service Level (<95% calls under 5 min)						85.47%		84.25%		82.61%		92.86%				86.30%

				Talk Time (Avg)						0:07:14		0:08:08		0:08:30		0:08:02				0:07:58

				Call Handle Time (Avg)						0:12:56		0:12:30		0:13:49		0:12:53				0:13:02

				Max Agents						6.18		4.41		5.14		3.51				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received						200		182		169		159				710

				Calls Handled						185		162		165		150				662

				Calls Abandoned						15		19		4		7				45

				Abandon % (>5%)(Less Short Aban)						7.50%		10.44%		2.37%		4.40%				6.18%

				Avg Time to Abandon						0:04:38		0:05:25		0:03:11		0:03:17				0:04:07

		 		Average Wait Time (>5 min)						0:03:15		0:03:46		0:01:43		0:01:29				0:02:33

				Max Wait Time						0:12:29		0:15:35		0:11:17		0:08:13				0:15:35

				Service Level (<95% calls under 5 min)						70.81%		71.60%		94.48%		89.33%				81.56%

				Talk Time (Avg)						0:06:04		0:06:10		0:05:54		0:05:29				0:05:54

				Call Handle Time (Avg)						0:08:25		0:08:35		0:08:04		0:07:31				0:08:08

				Max Agents						3.54		2.94		2.93		2.30				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Calls Received		90				91		103		103		61				448

				Calls Handled		85				91		103		98		60				436

				Calls Abandoned		0				0		0		1		0				2

				Abandon % (>5%)(Less Short Aban)		0.00%				0.00%		0.00%		1.37%		0.80%				0.43%

				Avg Time to Abandon		0:00:00				0:00:00		0:00:00		0:06:29		0:02:10				0:01:43

				Average Wait Time (>5 min)		0:00:50				0:00:15		0:00:04		0:00:45		0:00:18				0:00:26

				Max Wait Time		0:15:59				0:06:31		0:01:52		0:13:19		0:05:41				0:15:59

				Service Level (<95% calls under 5 min)		82.99%				93.21%		97.70%		80.48%		90.44%				88.96%

				Talk Time (Avg)		0:12:44				0:10:11		0:09:59		0:10:36		0:10:38				0:10:49

				Call Handle Time (Avg)		0:19:33				0:16:49		0:16:47		0:18:24		0:18:12				0:17:57

				Percent. calls transferred by CSS		10.40%				10.44%		15.85%		17.55%		10.46%				12.94%

				Max Agents		10.91				17.18		14.21		14.96		12.68				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Busy		0				0		0		0		0				0

				Caller canceled		1				0		0		0		0				1

				Connected		190				0		0		1		2				193

				Error		0				0		0		0		0				0

				Invalid Number		0				0		0		0		0				0

				No Answer		6				0		0		1		0				7

				No Response		20				0		0		0		0				20

				Total Requests		217				0		0		2		2				221

				% Connected		88%				na		na		50%		100%				79.19%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		Week

				Busy		0				0		0		0		0				0

				Caller canceled		0				0		0		0		0				0

				Connected		0				0		0		7		6				13

				Error		0				0		0		0		0				0

				Invalid Number		0				0		0		0		0				0

				No Answer		0				0		0		0		0				0

				No Response		0				0		0		0		0				0

				Total Requests		0				0		0		7		6				13

				% Connected		na				na		na		100%		100%				100.00%

































































































































































1.8.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week

				Calls Received				1182		1119		1086		1152		1391		489		6419

				Calls Handled				1160		1100		1071		1126		1343		481		6282

				Calls Abandoned				13		12		5		15		35		0		80

				Abandon % (>5%)(Less Short Aban)				1.14%		1.06%		0.43%		1.27%		2.52%		0.00%		1.07%

				Avg Time to Abandon				0:05:44		0:07:56		0:05:21		0:08:46		0:06:49		0:00:00		0:05:46

				Average Wait Time (>5 min)				0:01:00		0:00:57		0:00:16		0:00:49		0:02:24		0:00:30		0:00:59

				Max Wait Time				0:17:02		0:15:40		0:07:36		0:25:56		0:23:05		0:07:03		0:25:56

				Service Level (<80% calls under 5 min)				92.78%		92.86%		99.40%		95.95%		81.33%		98.31%		93.44%

				Talk Time (Avg)				0:08:19		0:08:42		0:08:34		0:08:28		0:08:44		0:09:43		0:08:45

				Call Handle Time (Avg)				0:14:19		0:14:47		0:14:23		0:14:36		0:14:49		0:15:58		0:14:48

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				83.31%		84.90%		85.65%		86.86%		86.72%		87.46%		85.82%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				130		107		88		111		119		44		599

		 		Short Abandon (under 60 seconds)				1		0		0		5		3		0		9

				% of calls answered in under 10 minutes				98.37%		98.92%		100.00%		98.62%		92.24%		100.00%		98.03%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				52		50		47		51		62		24		62



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week

				Calls Received				240		237		230		233		302		48		1290

				Calls Handled				233		222		208		216		278		44		1201

				Calls Abandoned				2		15		18		15		21		3		74

				Abandon % (>5%)(Less Short Aban)				0.83%		6.33%		7.83%		6.44%		6.95%		6.25%		5.77%

				Avg Time to Abandon				0:02:41		0:02:17		0:04:36		0:03:50		0:03:36		0:02:13		0:03:12

				Average Wait Time (>5 min)				0:00:53		0:02:51		0:04:48		0:03:04		0:03:52		0:00:31		0:02:39

				Max Wait Time				0:10:09		0:16:54		0:17:07		0:21:03		0:23:06		0:11:58		0:23:06

				Service Level (<95% calls under 5 min)				93.62%		76.02%		56.04%		78.24%		70.25%		97.78%		78.66%

				Talk Time (Avg)				0:06:55		0:07:11		0:08:17		0:07:49		0:07:05		0:11:08		0:08:04

				Call Handle Time (Avg)				0:11:20		0:12:42		0:12:50		0:12:32		0:10:55		0:15:00		0:12:33

				Max Agents				7.46		7.83		7.41		7.52		8.52		1.87		9				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week

				Calls Received				220		206		188		223		180		38		1055

				Calls Handled				208		194		186		213		175		38		1014

				Calls Abandoned				12		10		2		9		4		0		37

				Abandon % (>5%)(Less Short Aban)				5.45%		4.85%		1.06%		4.04%		2.22%		0.00%		2.94%

				Avg Time to Abandon				0:01:48		0:02:44		0:02:12		0:01:55		0:00:40		0:00:00		0:01:33

		 		Average Wait Time (>5 min)				0:01:25		0:01:10		0:00:55		0:01:36		0:00:42		0:00:03		0:00:58

				Max Wait Time				0:08:39		0:10:45		0:10:25		0:13:02		0:09:04		0:00:31		0:13:02

				Service Level (<95% calls under 5 min)				94.71%		94.33%		94.09%		92.96%		96.00%		100.00%		95.35%

				Talk Time (Avg)				0:05:17		0:05:27		0:05:24		0:05:26		0:05:50		0:06:19		0:05:37

				Call Handle Time (Avg)				0:07:18		0:07:40		0:07:35		0:07:39		0:08:10		0:08:15		0:07:46

				Max Agents				3.31		3.44		3.92		4.55		3.26		0.83		5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week

				Calls Received				130		107		88		111		119		44		599

				Calls Handled				128		105		87		109		114		44		586

				Calls Abandoned				1		1		0		2		3		0		7

				Abandon % (>5%)(Less Short Aban)				1.10%		0.77%		0.27%		1.70%		2.76%		0.00%		1.10%

				Avg Time to Abandon				0:07:05		0:10:00		0:05:43		0:11:03		0:07:13		0:00:00		0:06:50

				Average Wait Time (>5 min)				0:00:57		0:01:17		0:00:04		0:01:19		0:02:29		0:00:19		0:01:04

				Max Wait Time				0:17:02		0:13:58		0:04:53		0:25:56		0:23:05		0:07:03		0:25:56

				Service Level (<95% calls under 5 min)				86.73%		76.42%		97.55%		75.97%		67.44%		89.76%		82.31%

				Talk Time (Avg)				0:09:53		0:10:16		0:10:04		0:10:41		0:10:40		0:12:32		0:10:41

				Call Handle Time (Avg)				0:16:34		0:17:04		0:16:24		0:17:51		0:16:54		0:19:40		0:17:24

				Percent. calls transferred by CSS				11.00%		9.56%		8.10%		9.64%		8.55%		9.00%		9.31%

				Max Agents				20.88		18.43		16.75		20.41		20.36		6.93		21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				14		15		0		22		37		0		88

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				1		0		0		0		4		0		5

				No Response				6		1		0		2		5		0		14

				Total Requests				21		16		0		24		46		0		107

				% Connected				67%		94%		na		92%		80%		na		83.19%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				23		15		3		4		75		0		120

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				1		1		0		1		7		0		10

				No Response				2		6		0		0		10		0		18

				Total Requests				26		22		3		5		92		0		148

				% Connected				88%		68%		100%		80%		82%		na		83.63%

































































































































































1.1.2023

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week

				Calls Received						1424		983		828		863		85		4183

				Calls Handled						1383		974		817		854		81		4109

				Calls Abandoned						30		4		2		4		2.7115		42

				Abandon % (>5%)(Less Short Aban)						2.09%		0.36%		0.22%		0.51%		3.19%		1.27%

				Avg Time to Abandon						0:07:18		0:05:58		0:06:10		0:05:15		0:06:05		0:06:09

				Average Wait Time (>5 min)						0:01:24		0:00:29		0:00:05		0:00:14		0:01:23		0:00:43

				Max Wait Time						0:13:11		0:15:13		0:05:01		0:05:53		0:15:15		0:15:15

				Service Level (<80% calls under 5 min)						91.99%		97.61%		99.89%		99.27%		87.64%		95.28%

				Talk Time (Avg)						0:08:31		0:09:12		0:08:21		0:08:39		0:11:20		0:09:12

				Call Handle Time (Avg)						0:14:29		0:15:27		0:14:26		0:14:56		0:18:34		0:15:34

				Transfer Out						na		na		na		na		na		na

				First Call Resolution %						78.33%		81.48%		83.35%		84.28%		89.69%		83.43%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						155		113		95		109		9		481

		 		Short Abandon (under 60 seconds)						3		0		0		0		0		3

				% of calls answered in under 10 minutes						98.57%		99.08%		100.00%		100.00%		97.75%		99.08%

				Occupancy						na		na		na		na		na		na

				Max Agents						63		47		37		40		5		63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week

				Calls Received						205		167		199		213		2		786

				Calls Handled						200		160		188		203		1		752

				Calls Abandoned						5		4		8		9		0		26

				Abandon % (>5%)(Less Short Aban)						2.44%		2.40%		4.02%		4.23%		0.00%		2.62%

				Avg Time to Abandon						0:05:15		0:03:15		0:04:16		0:04:26		0:00:00		0:03:26

				Average Wait Time (>5 min)						0:01:57		0:01:17		0:02:18		0:03:18		0:00:01		0:01:46

				Max Wait Time						0:15:07		0:13:12		0:12:52		0:16:23		0:00:10		0:16:23

				Service Level (<95% calls under 5 min)						87.00%		89.51%		79.26%		71.08%		100.00%		85.37%

				Talk Time (Avg)						0:07:19		0:07:11		0:07:00		0:07:41		0:03:40		0:06:34

				Call Handle Time (Avg)						0:12:01		0:11:54		0:11:31		0:12:45		0:29:05		0:15:27

				Max Agents						6.68		5.38		6.11		7.22		0.16		7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week

				Calls Received						168		172		157		162		5		664

				Calls Handled						159		167		152		159		5		642

				Calls Abandoned						9		3		5		2		0		19

				Abandon % (>5%)(Less Short Aban)						5.36%		1.74%		3.18%		1.23%		0.00%		2.30%

				Avg Time to Abandon						0:03:43		0:04:29		0:02:28		0:01:44		0:00:00		0:02:28

		 		Average Wait Time (>5 min)						0:01:16		0:00:51		0:00:59		0:00:23		0:00:02		0:00:42

				Max Wait Time						0:10:54		0:06:16		0:08:24		0:05:41		0:00:05		0:10:54

				Service Level (<95% calls under 5 min)						90.57%		94.61%		97.37%		99.37%		100.00%		96.38%

				Talk Time (Avg)						0:05:41		0:05:03		0:04:54		0:04:45		0:04:56		0:05:03

				Call Handle Time (Avg)						0:07:38		0:07:09		0:06:23		0:06:36		0:05:48		0:06:42

				Max Agents						3.16		2.73		2.07		2.36		0.08		3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week

				Calls Received						155		113		95		109		9		481

				Calls Handled						153		112		94		108		8		475

				Calls Abandoned						1		0		0		0		0		2

				Abandon % (>5%)(Less Short Aban)						0.87%		0.00%		0.00%		0.31%		3.85%		1.01%

				Avg Time to Abandon						0:06:03		0:00:00		0:00:00		0:03:36		0:07:02		0:03:20

				Average Wait Time (>5 min)						0:01:02		0:00:14		0:00:05		0:00:04		0:00:28		0:00:22

				Max Wait Time						0:11:15		0:04:19		0:03:37		0:03:18		0:06:20		0:11:15

				Service Level (<95% calls under 5 min)						66.02%		90.26%		97.52%		98.15%		84.00%		87.19%

				Talk Time (Avg)						0:10:00		0:11:06		0:09:32		0:10:44		0:14:06		0:11:05

				Call Handle Time (Avg)						0:16:46		0:17:40		0:15:55		0:18:12		0:20:31		0:17:48

				Percent. calls transferred by CSS						10.88%		11.50%		11.47%		12.63%		10.59%		11.41%

				Max Agents						26.62		19.37		14.31		16.42		1.48		27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week

				Busy		 				0		0		0		0		0		0

				Caller canceled						0		0		0		0		0		0

				Connected						14		0		0		0		0		14

				Error						0		0		0		0		1		1

				Invalid Number						0		0		0		0		0		0

				No Answer						2		0		0		0		0		2

				No Response						1		0		0		0		0		1

				Total Requests						17		0		0		0		1		18

				% Connected						82%		na		na		na		0%		41.18%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		Week

				Busy		 				0		0		0		0		0		0

				Caller canceled						0		0		0		0		0		0

				Connected						30		9		0		0		2		41

				Error						0		0		0		0		0		0

				Invalid Number						0		0		0		0		0		0

				No Answer						0		0		0		0		0		0

				No Response						1		5		0		0		3		9

				Total Requests						31		14		0		0		5		50

				% Connected						97%		64%		na		na		40%		67.02%

































































































































































12.25.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

				Calls Received						1054		859		924		886				3723

				Calls Handled						1048		855		922		872				3697

				Calls Abandoned						1		2		2		8				12

				Abandon % (>5%)(Less Short Aban)						0.08%		0.21%		0.20%		0.90%				0.35%

				Avg Time to Abandon						0:09:11		0:07:21		0:05:06		0:06:10				0:06:57

				Average Wait Time (>5 min)						0:00:14		0:00:07		0:00:17		0:00:51				0:00:22

				Max Wait Time						0:08:16		0:04:43		0:11:42		0:12:27				0:12:27

				Service Level (<80% calls under 5 min)						97.97%		100.00%		98.72%		92.86%				97.39%

				Talk Time (Avg)						0:08:30		0:09:20		0:09:00		0:08:48				0:08:54

				Call Handle Time (Avg)						0:14:41		0:15:26		0:15:31		0:15:17				0:15:13

				Transfer Out						na		na		na		na				na

				First Call Resolution %						80.93%		81.81%		81.92%		81.00%				81.41%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						134		103		94		110				441

		 		Short Abandon (under 60 seconds)						1		0		1		1				3

				% of calls answered in under 10 minutes						100.00%		100.00%		99.90%		99.59%				99.87%

				Occupancy						na		na		na		na				na

				Max Agents						48		41		44		42				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

				Calls Received						230		225		230		209				894

				Calls Handled						211		214		211		206				842

				Calls Abandoned						17		11		18		3				49

				Abandon % (>5%)(Less Short Aban)						7.39%		4.89%		7.83%		1.44%				5.39%

				Avg Time to Abandon						0:02:48		0:03:25		0:03:58		0:01:33				0:02:56

				Average Wait Time (>5 min)						0:04:12		0:03:59		0:03:15		0:02:47				0:03:33

				Max Wait Time						0:15:51		0:19:14		0:15:01		0:21:49				0:21:49

				Service Level (<95% calls under 5 min)						49.30%		67.76%		73.93%		76.10%				66.77%

				Talk Time (Avg)						0:07:43		0:07:00		0:07:29		0:06:59				0:07:17

				Call Handle Time (Avg)						0:12:19		0:11:50		0:12:33		0:11:18				0:12:00

				Max Agents						7.29		7.03		7.39		6.46				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

				Calls Received						141		189		187		144				661

				Calls Handled						134		183		187		137				641

				Calls Abandoned						7		5		0		6				18

				Abandon % (>5%)(Less Short Aban)						4.96%		2.65%		0.00%		4.17%				2.95%

				Avg Time to Abandon						0:02:50		0:02:46		0:00:00		0:03:34				0:02:17

		 		Average Wait Time (>5 min)						0:01:02		0:01:12		0:00:53		0:00:42				0:00:57

				Max Wait Time						0:08:47		0:13:24		0:06:54		0:13:25				0:13:25

				Service Level (<95% calls under 5 min)						84.33%		90.71%		97.86%		97.08%				92.49%

				Talk Time (Avg)						0:06:33		0:05:29		0:04:56		0:05:12				0:05:32

				Call Handle Time (Avg)						0:08:44		0:07:33		0:06:43		0:06:50				0:07:27

				Max Agents						2.61		3.01		2.76		1.91				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

				Calls Received						134		103		94		110				441

				Calls Handled						133		103		94		109				439

				Calls Abandoned						0		0		0		0				1

				Abandon % (>5%)(Less Short Aban)						0.22%		0.28%		0.26%		0.00%				0.19%

				Avg Time to Abandon						0:05:29		0:05:30		0:05:12		0:00:00				0:04:02

				Average Wait Time (>5 min)						0:00:27		0:00:10		0:00:28		0:00:31				0:00:24

				Max Wait Time						0:08:16		0:04:43		0:11:42		0:11:30				0:11:42

				Service Level (<95% calls under 5 min)						82.25%		94.65%		87.86%		87.99%				88.19%

				Talk Time (Avg)						0:09:53		0:11:13		0:11:12		0:10:54				0:10:48

				Call Handle Time (Avg)						0:16:49		0:18:18		0:18:33		0:18:18				0:17:59

				Percent. calls transferred by CSS						12.71%		11.99%		10.17%		12.42%				11.82%

				Max Agents						20.77		18.03		19.51		18.29				21

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						3		0		2		1				6

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						1		0		0		0				1

				Total Requests						4		0		2		1				7

				% Connected						75%		na		100%		100%				91.67%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						0		0		0		26				26

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		1				1

				No Response						0		0		0		0				0

				Total Requests						0		0		0		27				27

				% Connected						na		na		na		96%				96.30%

































































































































































12.18.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week

				Calls Received				1006		762		659		603		405				3435

				Calls Handled				996		758		655		595		404				3408

				Calls Abandoned				4		0		0		0		0				4

				Abandon % (>5%)(Less Short Aban)				0.37%		0.00%		0.00%		0.00%		0.00%				0.07%

				Avg Time to Abandon				0:06:07		0:00:00		0:00:00		0:00:00		0:00:00				0:01:13

				Average Wait Time (>5 min)				0:00:41		0:00:02		0:00:03		0:00:02		0:00:02				0:00:10

				Max Wait Time				0:12:24		0:00:16		0:02:05		0:01:11		0:00:17				0:12:24

				Service Level (<80% calls under 5 min)				91.73%		100.00%		100.00%		100.00%		100.00%				98.35%

				Talk Time (Avg)				0:08:40		0:08:54		0:09:03		0:08:16		0:09:41				0:08:54

				Call Handle Time (Avg)				0:14:30		0:14:52		0:14:52		0:14:31		0:16:11				0:14:59

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.55%		84.46%		82.78%		83.02%		84.09%				83.38%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				80		54		80		54		54				322

		 		Short Abandon (under 60 seconds)				2		0		0		1		0				3

				% of calls answered in under 10 minutes				99.72%		100.00%		100.00%		100.00%		100.00%				99.94%

				Occupancy				na		na		na		na		na				na

				Max Agents				44		34		30		26		21				44



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week

				Calls Received				216		205		166		154		71				812

				Calls Handled				207		187		152		147		70				763

				Calls Abandoned				6		12		13		6		1				38

				Abandon % (>5%)(Less Short Aban)				2.78%		5.85%		7.83%		3.90%		1.41%				4.35%

				Avg Time to Abandon				0:03:08		0:03:17		0:04:09		0:05:16		0:02:45				0:03:43

				Average Wait Time (>5 min)				0:01:46		0:03:42		0:03:31		0:02:18		0:00:09				0:02:17

				Max Wait Time				0:11:47		0:19:52		0:15:35		0:18:11		0:03:10				0:19:52

				Service Level (<95% calls under 5 min)				76.08%		61.26%		58.55%		74.83%		98.57%				73.86%

				Talk Time (Avg)				0:07:23		0:08:15		0:09:01		0:08:26		0:08:19				0:08:16

				Call Handle Time (Avg)				0:11:59		0:13:28		0:14:49		0:13:54		0:12:55				0:13:25

				Max Agents				6.99		7.14		6.30		5.72		2.51				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week

				Calls Received				186		163		148		151		100				748

				Calls Handled				183		162		146		147		100				738

				Calls Abandoned				2		1		1		4		0				8

				Abandon % (>5%)(Less Short Aban)				1.08%		0.61%		0.68%		2.65%		0.00%				1.00%

				Avg Time to Abandon				0:04:39		0:00:43		0:01:39		0:01:11		0:00:00				0:01:38

		 		Average Wait Time (>5 min)				0:00:33		0:00:24		0:00:36		0:01:03		0:00:38				0:00:38

				Max Wait Time				0:09:34		0:05:01		0:06:39		0:06:20		0:06:01				0:09:34

				Service Level (<95% calls under 5 min)				93.99%		96.91%		91.78%		84.35%		88.00%				91.01%

				Talk Time (Avg)				0:05:33		0:05:24		0:05:04		0:05:43		0:05:17				0:05:24

				Call Handle Time (Avg)				0:07:28		0:07:16		0:07:09		0:07:41		0:07:11				0:07:21

				Max Agents				3.09		2.72		2.50		2.74		1.54				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week

				Calls Received				80		54		80		54		54				322

				Calls Handled				80		54		79		54		53				320

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:33		0:00:02		0:00:04		0:00:02		0:00:02				0:00:08

				Max Wait Time				0:12:24		0:00:13		0:02:05		0:01:11		0:00:13				0:12:24

				Service Level (<95% calls under 5 min)				83.25%		100.00%		98.51%		99.17%		100.00%				96.19%

				Talk Time (Avg)				0:10:11		0:10:26		0:10:38		0:09:24		0:11:37				0:10:27

				Call Handle Time (Avg)				0:16:23		0:16:57		0:16:51		0:16:24		0:19:11				0:17:09

				Percent. calls transferred by CSS				7.95%		7.09%		12.14%		8.96%		13.33%				9.89%

				Max Agents				17.37		14.21		12.67		11.02		9.32				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week

				Busy		 		1		0		0		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				7		0		0		0		0				7

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				8		0		0		0		0				8

				% Connected				88%		na		na		na		na				87.50%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				18		0		0		0		0				18

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				3		0		0		0		0				3

				Total Requests				22		0		0		0		0				22

				% Connected				82%		na		na		na		na				81.82%

































































































































































12.11.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						12/12-12/15

						11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week

				Calls Received				1544		1750		2262		2416		615		58		8645						7972

				Calls Handled				1488		1671		2048		2243		611		58		8119						7450

				Calls Abandoned				48		64		184		147		3		0		446						780

				Abandon % (>5%)(Less Short Aban)				3.12%		3.66%		8.15%		6.07%		0.45%		0.00%		3.58%						5.25%

				Avg Time to Abandon				0:06:33		0:06:24		0:10:08		0:09:53		0:05:50		0:00:00		0:06:28						0:06:27

				Average Wait Time (>5 min)				0:02:33		0:03:05		0:08:17		0:07:22		0:00:10		0:00:22		0:03:38						0:05:19

				Max Wait Time				0:28:32		0:19:50		0:52:04		0:41:56		0:14:18		0:04:59		0:52:04						0:52:04

				Service Level (<80% calls under 5 min)				71.26%		56.98%		34.60%		35.81%		98.06%		95.16%		65.31%						49.66%

				Talk Time (Avg)				0:09:09		0:09:09		0:09:51		0:09:45		0:07:45		0:07:40		0:08:53						0:09:28

				Call Handle Time (Avg)				0:15:10		0:15:25		0:16:03		0:15:56		0:12:59		0:12:23		0:14:39						0:15:38

				Transfer Out				na		na		na		na		na		na		na						na

				First Call Resolution %				84.98%		85.28%		83.96%		84.74%		81.03%		84.42%		84.07%						84.74%

				Complaints Received																0						0

				Complaints Resolved																0						0

				Helpline (Transfers)				156		134		154		185		59		4		692						629

		 		Short Abandon (under 60 seconds)				4		7		8		6		2		0		27						25

				% of calls answered in under 10 minutes				94.02%		97.00%		69.66%		71.24%		99.85%		100.00%		88.63%						82.98%

				Occupancy				na		na		na		na		na		na		na						na

				Max Agents				72		81		108		115		24		2		115						115



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week

				Calls Received				344		470		481		411		152		1		1859						1706

				Calls Handled				299		386		400		368		146		1		1600						1453

				Calls Abandoned				33		84		79		43		4		0		243

				Abandon % (>5%)(Less Short Aban)				9.59%		17.87%		16.42%		10.46%		2.63%		0.00%		9.50%						13.59%

				Avg Time to Abandon				0:06:59		0:09:36		0:08:59		0:06:10		0:04:26		0:00:00		0:06:01

				Average Wait Time (>5 min)				0:05:19		0:11:05		0:12:31		0:08:55		0:00:49		0:00:02		0:06:26						0:09:27

				Max Wait Time				0:26:47		0:28:23		0:33:39		0:43:44		0:07:19		0:00:02		0:43:44						0:43:44

				Service Level (<95% calls under 5 min)				55.08%		24.87%		27.95%		36.74%		89.04%		100.00%		55.61%						36.16%

				Talk Time (Avg)				0:07:34		0:07:54		0:08:13		0:08:17		0:07:25		0:07:16		0:07:46						0:07:59

				Call Handle Time (Avg)				0:11:41		0:11:42		0:12:05		0:12:40		0:12:17		0:12:03		0:12:04						0:12:02

				Max Agents				10.09		12.55		14.00		13.75		5.05		0.03		14				 		14







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week

				Calls Received				217		239		220		213		171		4		1064						889

				Calls Handled				211		228		216		208		159		4		1026						863

				Calls Abandoned				6		11		3		4		11		0		35

				Abandon % (>5%)(Less Short Aban)				2.76%		4.60%		1.36%		1.88%		6.43%		0.00%		2.84%						2.65%

				Avg Time to Abandon				0:02:20		0:04:13		0:03:12		0:03:43		0:02:45		0:00:00		0:02:42

		 		Average Wait Time (>5 min)				0:01:38		0:02:04		0:00:28		0:00:20		0:01:24		0:00:03		0:00:59						0:01:07

				Max Wait Time				0:10:11		0:12:58		0:07:48		0:07:13		0:13:12		0:00:05		0:13:12						0:12:58

				Service Level (<95% calls under 5 min)				74.41%		75.00%		94.91%		97.12%		81.76%		100.00%		87.20%						85.36%

				Talk Time (Avg)				0:05:35		0:05:32		0:05:45		0:05:23		0:05:57		0:05:05		0:05:32						0:05:33

				Call Handle Time (Avg)				0:07:36		0:07:39		0:07:56		0:07:19		0:07:56		0:06:48		0:07:32						0:07:37

				Max Agents				3.72		4.05		4.02		3.50		2.88		0.08		4				 		4

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week

				Calls Received				156		134		154		185		59		4		692						629

				Calls Handled				151		128		131		165		58		4		637						575

				Calls Abandoned				4		5		17		16		1		0		42

				Abandon % (>5%)(Less Short Aban)				2.42%		4.12%		12.88%		9.44%		1.20%		0.00%		5.01%						7.22%

				Avg Time to Abandon				0:08:06		0:07:06		0:13:10		0:11:46		0:05:50		0:00:00		0:07:39						0:10:02

				Average Wait Time (>5 min)				0:02:43		0:03:25		0:15:08		0:12:58		0:00:25		0:00:04		0:05:47						0:08:33

				Max Wait Time				0:28:32		0:15:31		0:52:04		0:41:56		0:14:18		0:00:15		0:52:04						0:52:04

				Service Level (<95% calls under 5 min)				50.65%		29.04%		18.23%		20.75%		87.15%		100.00%		50.97%

				Talk Time (Avg)				0:11:12		0:10:59		0:12:46		0:12:42		0:09:21		0:08:08		0:10:51						0:11:54

				Call Handle Time (Avg)				0:17:37		0:17:48		0:19:53		0:19:54		0:14:53		0:12:55		0:17:10						0:18:48

				Percent. calls transferred by CSS				10.10%		7.66%		6.81%		7.66%		9.59%		6.90%		8.12%						8.06%

				Max Agents				30.32		28.80		42.00		44.46		10.29		0.65		44						44

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week

				Busy		 		0		0		3		2		0		0		5						5

				Caller canceled				0		0		2		2		0		0		4						4

				Connected				58		58		250		246		2		0		614						612

				Error				0		0		1		0		0		0		1						1

				Invalid Number				0		0		0		1		0		0		1						1

				No Answer				5		3		17		13		0		0		38						38

				No Response				7		7		50		33		0		0		97						97

				Total Requests				70		68		323		297		2		0		760						758

				% Connected				83%		85%		77%		83%		100%		na		85.68%						82.09%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		Week

				Busy		 		0		0		1		1		0		0		2						2

				Caller canceled				0		1		1		4		0		0		6						6

				Connected				49		87		269		255		0		0		660						660

				Error				0		0		2		1		0		0		3						3

				Invalid Number				0		0		0		0		0		0		0						0

				No Answer				2		8		19		15		0		0		44						44

				No Response				7		12		64		44		0		0		127						127

				Total Requests				58		108		356		320		0		0		842						842

				% Connected				84%		81%		76%		80%		na		na		80.07%						80.07%

































































































































































12.4.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week

				Calls Received				1280		1119		1048		1049		962		102		5560

				Calls Handled				1256		1112		1034		1034		953		100.4736842105		5490

				Calls Abandoned				17		4		10		10		6		0		46

				Abandon % (>5%)(Less Short Aban)				1.29%		0.33%		0.94%		0.95%		0.67%		0.00%		0.70%

				Avg Time to Abandon				0:05:38		0:06:38		0:05:45		0:07:13		0:05:37		0:00:00		0:05:08

				Average Wait Time (>5 min)				0:01:05		0:00:22		0:00:52		0:00:49		0:00:51		0:00:07		0:00:41

				Max Wait Time				0:21:22		0:06:09		0:15:38		0:16:40		0:16:35		0:02:14		0:21:22

				Service Level (<80% calls under 5 min)				85.16%		95.56%		91.57%		89.54%		92.77%		100.00%		92.43%

				Talk Time (Avg)				0:09:12		0:08:54		0:09:30		0:09:14		0:08:56		0:10:12		0:09:19

				Call Handle Time (Avg)				0:15:13		0:14:44		0:15:33		0:15:19		0:14:46		0:17:00		0:15:25

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.18%		82.32%		83.08%		84.21%		84.95%		81.29%		83.00%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				112		104		119		106		85		9		535

		 		Short Abandon (under 60 seconds)				4		0		1		1		2		0		8

				% of calls answered in under 10 minutes				99.63%		100.00%		98.61%		99.21%		96.24%		100.00%		98.95%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				59		50		50		49		43		5		59



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week

				Calls Received				258		246		266		338		310		32		1450

				Calls Handled				237		237		250		307		291		31		1353

				Calls Abandoned				12		7		15		26		17		1		78

				Abandon % (>5%)(Less Short Aban)				4.65%		2.85%		5.64%		7.69%		5.48%		3.12%		4.91%

				Avg Time to Abandon				0:03:33		0:01:45		0:07:14		0:04:41		0:04:35		0:01:22		0:03:51

				Average Wait Time (>5 min)				0:01:51		0:00:45		0:03:05		0:03:09		0:02:05		0:00:46		0:01:56

				Max Wait Time				0:13:08		0:11:05		0:22:01		0:27:10		0:19:09		0:09:47		0:27:10

				Service Level (<95% calls under 5 min)				72.08%		92.41%		69.60%		63.67%		78.77%		90.32%		77.81%

				Talk Time (Avg)				0:06:23		0:07:24		0:08:35		0:07:50		0:06:52		0:07:32		0:07:26

				Call Handle Time (Avg)				0:10:45		0:11:42		0:13:19		0:11:42		0:10:33		0:09:28		0:11:14

				Max Agents				7.31		7.70		9.24		10.14		8.56		0.81		10				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week

				Calls Received				205		203		177		199		202		8		994

				Calls Handled				194		194		177		190		195		7		957

				Calls Abandoned				9		9		0		9		6		0		33

				Abandon % (>5%)(Less Short Aban)				4.39%		4.43%		0.00%		4.52%		2.97%		0.00%		2.72%

				Avg Time to Abandon				0:03:54		0:02:40		0:00:00		0:05:12		0:02:26		0:00:00		0:02:22

		 		Average Wait Time (>5 min)				0:01:38		0:02:45		0:00:30		0:01:49		0:00:57		0:00:06		0:01:17

				Max Wait Time				0:11:31		0:17:13		0:05:51		0:10:40		0:05:56		0:00:14		0:17:13

				Service Level (<95% calls under 5 min)				76.29%		68.56%		93.79%		76.32%		89.74%		100.00%		84.12%

				Talk Time (Avg)				0:05:22		0:06:22		0:05:36		0:06:03		0:05:38		0:05:46		0:05:47

				Call Handle Time (Avg)				0:07:28		0:08:31		0:07:36		0:08:12		0:07:52		0:08:52		0:08:05

				Max Agents				3.18		3.81		3.25		3.48		3.44		0.20		4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week

				Calls Received				112		104		119		106		85		9		535

				Calls Handled				112		103		116		104		84		9		527

				Calls Abandoned				0		0		2		1		1		0		4

				Abandon % (>5%)(Less Short Aban)				0.19%		0.41%		1.81%		0.93%		0.75%		0.00%		0.68%

				Avg Time to Abandon				0:06:32		0:07:36		0:05:39		0:10:33		0:06:17		0:00:00		0:06:06

				Average Wait Time (>5 min)				0:00:42		0:00:19		0:01:44		0:00:49		0:01:53		0:00:09		0:00:56

				Max Wait Time				0:15:32		0:06:09		0:15:38		0:16:40		0:16:35		0:01:47		0:16:40

				Service Level (<95% calls under 5 min)				80.30%		89.28%		66.44%		80.42%		78.59%		91.67%		81.12%

				Talk Time (Avg)				0:10:36		0:10:12		0:10:59		0:10:38		0:10:52		0:14:04		0:11:13

				Call Handle Time (Avg)				0:17:01		0:16:06		0:17:05		0:17:13		0:17:20		0:21:45		0:17:45

				Percent. calls transferred by CSS				8.75%		9.29%		11.35%		10.10%		8.84%		8.82%		9.53%

				Max Agents				25.46		21.67		20.91		20.60		19.20		2.29		25

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				4		0		23		0		27		0		54

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				0		0		0		0		3		0		3

				No Response				6		0		11		0		1		0		18

				Total Requests				10		0		34		0		31		0		75

				% Connected				40%		na		68%		na		87%		na		64.91%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		6		0		6

				Connected				24		0		1		0		229		0		254

				Error				0		0		0		0		1		0		1

				Invalid Number				0		0		0		0		0		0		0

				No Answer				0		0		0		0		8		0		8

				No Response				3		0		0		0		17		0		20

				Total Requests				27		0		1		0		261		0		289

				% Connected				89%		na		100%		na		88%		na		92.21%

































































































































































11.27.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week

				Calls Received				1316		1187		1073		1009		864		102		5551

				Calls Handled				1300		1164		1064		1003		861		99		5490

				Calls Abandoned				8		16		5		3		0		0		33

				Abandon % (>5%)(Less Short Aban)				0.62%		1.37%		0.50%		0.27%		0.00%		0.00%		0.46%

				Avg Time to Abandon				0:06:04		0:07:02		0:05:19		0:04:48		0:00:00		0:00:00		0:03:52

				Average Wait Time (>5 min)				0:00:32		0:00:57		0:00:08		0:00:16		0:00:12		0:00:14		0:00:23

				Max Wait Time				0:11:49		0:14:11		0:03:53		0:08:00		0:10:35		0:11:37		0:14:11

				Service Level (<80% calls under 5 min)				94.10%		87.48%		99.83%		97.10%		98.19%		99.11%		95.97%

				Talk Time (Avg)				0:09:17		0:09:24		0:09:23		0:09:11		0:09:29		0:08:18		0:09:10

				Call Handle Time (Avg)				0:15:34		0:15:36		0:15:52		0:15:45		0:15:55		0:13:51		0:15:25

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.06%		80.17%		83.76%		81.62%		83.67%		87.01%		83.05%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				143		131		122		102		80		14		592

		 		Short Abandon (under 60 seconds)				1		1		2		1		0		0		5

				% of calls answered in under 10 minutes				99.38%		99.54%		100.00%		100.00%		99.79%		99.11%		99.63%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				63		57		53		49		42		4		63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week

				Calls Received				263		281		269		205		220		16		1254

				Calls Handled				248		249		241		195		205		16		1154

				Calls Abandoned				11		27		28		7		11		0		84

				Abandon % (>5%)(Less Short Aban)				4.18%		9.61%		10.41%		3.41%		5.00%		0.00%		5.44%

				Avg Time to Abandon				0:03:05		0:04:23		0:04:27		0:02:43		0:01:49		0:00:00		0:02:44

				Average Wait Time (>5 min)				0:00:46		0:03:50		0:03:56		0:01:13		0:01:57		0:00:19		0:02:00

				Max Wait Time				0:09:08		0:25:18		0:16:18		0:10:01		0:12:52		0:04:52		0:25:18

				Service Level (<95% calls under 5 min)				90.84%		58.10%		50.00%		83.08%		71.15%		93.75%		74.49%

				Talk Time (Avg)				0:06:49		0:07:18		0:06:31		0:07:48		0:08:21		0:05:55		0:07:07

				Call Handle Time (Avg)				0:11:01		0:11:34		0:11:11		0:12:18		0:13:07		0:08:43		0:11:19

				Max Agents				7.71		8.17		7.48		6.76		7.61		0.39		8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week

				Calls Received				184		179		193		203		193		6		958

				Calls Handled				179		175		190		197		190		6		937

				Calls Abandoned				5		4		3		5		3		0		20

				Abandon % (>5%)(Less Short Aban)				2.72%		2.23%		1.55%		2.46%		1.55%		0.00%		1.75%

				Avg Time to Abandon				0:01:58		0:02:13		0:02:56		0:02:59		0:02:17		0:00:00		0:02:03

		 		Average Wait Time (>5 min)				0:00:27		0:01:22		0:01:21		0:01:20		0:01:19		0:00:03		0:00:58

				Max Wait Time				0:05:59		0:12:00		0:09:41		0:14:29		0:07:23		0:00:05		0:14:29

				Service Level (<95% calls under 5 min)				94.97%		81.71%		81.05%		83.25%		78.95%		100.00%		86.66%

				Talk Time (Avg)				0:05:28		0:05:56		0:06:25		0:06:06		0:05:20		0:02:36		0:05:18

				Call Handle Time (Avg)				0:07:46		0:07:55		0:08:42		0:08:21		0:07:35		0:08:30		0:08:08

				Max Agents				3.13		3.16		3.80		3.79		3.19		0.14		4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week

				Calls Received				143		131		122		102		80		14		14

				Calls Handled				141		130		121		101		80		13		13

				Calls Abandoned				1		0		0		0		0		0		0

				Abandon % (>5%)(Less Short Aban)				0.49%		0.18%		0.21%		0.45%		0.00%		2.50%		0.00%

				Avg Time to Abandon				0:07:27		0:05:12		0:05:02		0:04:26		0:00:00		0:58:29		0:00:00

				Average Wait Time (>5 min)				0:00:54		0:00:29		0:00:07		0:00:29		0:00:23		0:00:08		0:00:08

				Max Wait Time				0:11:49		0:14:11		0:03:53		0:08:00		0:10:35		0:51:03		0:02:52

				Service Level (<95% calls under 5 min)				77.32%		83.52%		94.80%		84.84%		91.99%		92.31%		100.00%

				Talk Time (Avg)				0:11:05		0:11:58		0:10:45		0:10:46		0:11:19		0:09:36		0:09:36

				Call Handle Time (Avg)				0:17:38		0:18:35		0:17:36		0:17:14		0:17:59		0:15:04		0:15:04

				Percent. calls transferred by CSS				10.87%		11.04%		11.37%		10.11%		9.26%		13.73%		13.73%

				Max Agents				29.76		28.27		23.55		21.19		18.12		1.67		2

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				15		7		0		1		4		0		27

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				2		2		0		1		0		0		5

				No Response				5		3		0		2		0		0		10

				Total Requests				22		12		0		4		4		0		42

				% Connected				68%		58%		na		25%		100%		na		62.88%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				0		18		0		0		0		1		19

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				0		3		0		0		0		0		3

				No Response				0		2		0		0		0		0		2

				Total Requests				0		23		0		0		0		1		24

				% Connected				na		78%		na		na		na		100%		89.13%

































































































































































11.20.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week

				Calls Received				1118		898		706								2722

				Calls Handled				1096		892		687								2675

				Calls Abandoned				16		1		15								32

				Abandon % (>5%)(Less Short Aban)				1.40%		0.10%		2.17%								1.22%

				Avg Time to Abandon				0:05:38		0:14:40		0:09:25								0:09:54

				Average Wait Time (>5 min)				0:01:31		0:00:05		0:02:39								0:01:25

				Max Wait Time				0:20:28		0:06:27		0:21:01								0:21:01

				Service Level (<80% calls under 5 min)				83.58%		99.49%		77.50%								86.86%

				Talk Time (Avg)				0:09:09		0:09:23		0:09:18								0:09:16

				Call Handle Time (Avg)				0:15:32		0:15:51		0:15:41								0:15:41

				Transfer Out				na		na		na								na

				First Call Resolution %				82.02%		84.24%		84.37%								83.54%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				100		95		77								272

		 		Short Abandon (under 60 seconds)				1		2		1								4

				% of calls answered in under 10 minutes				94.89%		100.00%		86.32%								93.74%

				Occupancy				na		na		na								na

				Max Agents				53		44		34								53



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week

				Calls Received				234		239		198								671

				Calls Handled				226		229		192								647

				Calls Abandoned				6		8		6								20

				Abandon % (>5%)(Less Short Aban)				2.56%		3.35%		3.03%								2.98%

				Avg Time to Abandon				0:03:20		0:02:23		0:02:27								0:02:43

				Average Wait Time (>5 min)				0:00:48		0:00:28		0:01:14								0:00:50

				Max Wait Time				0:12:15		0:05:47		0:09:05								0:12:15

				Service Level (<95% calls under 5 min)				88.99%		96.51%		85.42%								90.30%

				Talk Time (Avg)				0:06:54		0:06:44		0:06:37								0:06:45

				Call Handle Time (Avg)				0:10:40		0:11:11		0:11:04								0:10:58

				Max Agents				6.72		7.11		5.90								7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week

				Calls Received				209		187		180								576

				Calls Handled				195		178		168								541

				Calls Abandoned				14		9		12								35

				Abandon % (>5%)(Less Short Aban)				6.70%		4.81%		6.67%								6.06%

				Avg Time to Abandon				0:02:54		0:02:50		0:02:59								0:02:54

		 		Average Wait Time (>5 min)				0:02:26		0:00:54		0:01:59								0:01:46

				Max Wait Time				0:12:53		0:09:54		0:09:24								0:12:53

				Service Level (<95% calls under 5 min)				66.15%		88.76%		73.21%								76.04%

				Talk Time (Avg)				0:05:33		0:05:30		0:05:26								0:05:29

				Call Handle Time (Avg)				0:07:32		0:07:40		0:07:34								0:07:35

				Max Agents				3.27		3.20		2.67								3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week

				Calls Received				100		95		77								272

				Calls Handled				98		94		73								265

				Calls Abandoned				2		0		4								6

				Abandon % (>5%)(Less Short Aban)				1.63%		0.25%		5.26%								2.38%

				Avg Time to Abandon				0:06:05		0:11:02		0:09:11								0:08:46

				Average Wait Time (>5 min)				0:02:10		0:00:09		0:06:34								0:02:57

				Max Wait Time				0:19:09		0:06:27		0:21:01								0:21:01

				Service Level (<95% calls under 5 min)				64.96%		94.70%		33.23%								64.30%

				Talk Time (Avg)				0:10:37		0:11:24		0:11:17								0:11:06

				Call Handle Time (Avg)				0:17:03		0:18:07		0:17:43								0:17:37

				Percent. calls transferred by CSS				8.94%		10.58%		10.91%								10.14%

				Max Agents				23.19		19.96		15.88								23

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week

				Busy		 		1		0		0								1

				Caller canceled				0		0		1								1

				Connected				33		1		41								75

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				1		0		3								4

				No Response				4		0		3								7

				Total Requests				39		1		48								88

				% Connected				85%		100%		85%								90.01%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		Week

				Busy		 		0		0		0								0

				Caller canceled				0		0		0								0

				Connected				27		0		0								27

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				2		0		0								2

				No Response				3		0		0								3

				Total Requests				32		0		0								32

				% Connected				84%		na		na								84.38%

































































































































































11.13.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week

				Calls Received				1099		978		886		858		841				4662

				Calls Handled				1087		964		881		849		839				4620

				Calls Abandoned				4		11		3		5		0				22

				Abandon % (>5%)(Less Short Aban)				0.40%		1.10%		0.31%		0.53%		0.00%				0.47%

				Avg Time to Abandon				0:04:51		0:06:12		0:05:55		0:05:12		0:00:00				0:04:26

				Average Wait Time (>5 min)				0:00:25		0:00:24		0:00:16		0:00:28		0:00:07				0:00:20

				Max Wait Time				0:09:36		0:08:08		0:12:25		0:11:22		0:04:27				0:12:25

				Service Level (<80% calls under 5 min)				94.40%		93.76%		97.37%		95.05%		99.46%				96.01%

				Talk Time (Avg)				0:09:31		0:09:11		0:09:07		0:09:12		0:09:25				0:09:17

				Call Handle Time (Avg)				0:16:13		0:15:29		0:15:39		0:15:35		0:16:06				0:15:48

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.92%		81.41%		83.54%		79.75%		81.80%				81.68%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				146		110		70		81		92				499

		 		Short Abandon (under 60 seconds)				1		1		1		0		0				3

				% of calls answered in under 10 minutes				100.00%		100.00%		99.89%		99.57%		100.00%				99.89%

				Occupancy				na		na		na		na		na				na

				Max Agents				56		47		42		41		42				56



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week

				Calls Received				198		189		236		231		184				1038

				Calls Handled				181		186		216		212		178				973

				Calls Abandoned				14		2		17		15		5				53

				Abandon % (>5%)(Less Short Aban)				7.07%		1.06%		7.20%		6.49%		2.72%				4.91%

				Avg Time to Abandon				0:05:39		0:00:57		0:04:55		0:03:48		0:03:41				0:03:48

				Average Wait Time (>5 min)				0:01:49		0:00:58		0:02:38		0:02:41		0:00:44				0:01:46

				Max Wait Time				0:25:58		0:17:14		0:17:21		0:18:56		0:11:31				0:25:58

				Service Level (<95% calls under 5 min)				78.14%		86.02%		64.84%		72.56%		90.50%				78.41%

				Talk Time (Avg)				0:07:02		0:07:11		0:06:19		0:06:46		0:06:24				0:06:44

				Call Handle Time (Avg)				0:11:37		0:10:47		0:09:33		0:10:31		0:10:26				0:10:34

				Max Agents				5.90		5.57		5.81		6.28		5.19				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week

				Calls Received				197		206		204		176		188				971

				Calls Handled				185		190		190		166		178				909

				Calls Abandoned				9		15		14		10		9				57

				Abandon % (>5%)(Less Short Aban)				4.57%		7.28%		6.86%		5.68%		4.79%				5.84%

				Avg Time to Abandon				0:06:27		0:03:37		0:02:49		0:02:44		0:02:45				0:03:40

		 		Average Wait Time (>5 min)				0:02:27		0:01:08		0:01:26		0:02:03		0:01:36				0:01:44

				Max Wait Time				0:20:32		0:14:08		0:10:52		0:13:00		0:09:05				0:20:32

				Service Level (<95% calls under 5 min)				74.59%		86.32%		80.53%		72.89%		75.28%				77.92%

				Talk Time (Avg)				0:05:53		0:05:58		0:05:31		0:07:10		0:05:58				0:06:06

				Call Handle Time (Avg)				0:07:48		0:08:07		0:07:23		0:09:20		0:08:25				0:08:12

				Max Agents				3.29		3.65		3.10		3.49		3.39				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week

				Calls Received				146		110		70		81		92				499

				Calls Handled				145		110		69		80		92				496

				Calls Abandoned				1		0		0		1		0				2

				Abandon % (>5%)(Less Short Aban)				0.39%		0.00%		0.54%		1.25%		0.00%				0.44%

				Avg Time to Abandon				0:04:52		0:00:00		0:04:41		0:05:12		0:00:00				0:02:57

				Average Wait Time (>5 min)				0:00:22		0:00:04		0:00:33		0:01:02		0:00:07				0:00:25

				Max Wait Time				0:09:36		0:02:54		0:12:25		0:11:22		0:04:27				0:12:25

				Service Level (<95% calls under 5 min)				86.91%		97.88%		85.98%		73.18%		96.16%				88.02%

				Talk Time (Avg)				0:11:30		0:10:39		0:10:43		0:10:39		0:11:35				0:11:01

				Call Handle Time (Avg)				0:18:26		0:17:11		0:17:05		0:16:54		0:18:28				0:17:36

				Percent. calls transferred by CSS				13.28%		11.25%		7.90%		9.44%		10.94%				10.56%

				Max Agents				26.25		22.51		17.64		18.81		20.09				26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		0		4		10		0				18

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				1		0		1		3		0				5

				Total Requests				5		0		5		13		0				23

				% Connected				80%		na		80%		77%		na				78.97%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		0		0		0		0				8

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				8		0		0		0		0				8

				% Connected				100%		na		na		na		na				100.00%

































































































































































11.6.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week

				Calls Received				1057		875		932		801		600				4265

				Calls Handled				1043		864		924		793		594				4217

				Calls Abandoned				6		9		5		2		5				27

				Abandon % (>5%)(Less Short Aban)				0.61%		1.04%		0.49%		0.23%		0.90%				0.65%

				Avg Time to Abandon				0:06:46		0:06:22		0:09:27		0:04:39		0:06:31				0:06:45

				Average Wait Time (>5 min)				0:00:37		0:00:49		0:00:39		0:00:05		0:00:53				0:00:36

				Max Wait Time				0:22:31		0:16:03		0:20:13		0:06:32		0:18:46				0:22:31

				Service Level (<80% calls under 5 min)				94.99%		89.36%		94.18%		99.54%		90.32%				93.68%

				Talk Time (Avg)				0:09:44		0:09:33		0:09:32		0:09:35		0:10:06				0:09:42

				Call Handle Time (Avg)				0:17:06		0:16:37		0:16:30		0:16:40		0:17:20				0:16:50

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.35%		81.58%		81.60%		82.93%		83.02%				82.10%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				95		88		92		75		68				418

		 		Short Abandon (under 60 seconds)				3		0		0		0		0				3

				% of calls answered in under 10 minutes				97.63%		98.42%		97.83%		100.00%		97.88%				98.35%

				Occupancy				na		na		na		na		na				na

				Max Agents				55		44		47		41		32				55



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week

				Calls Received				226		176		170		201		163				936

				Calls Handled				212		168		161		183		150				874

				Calls Abandoned				14		7		8		15		13				57

				Abandon % (>5%)(Less Short Aban)				6.19%		3.98%		4.71%		7.46%		7.98%				6.06%

				Avg Time to Abandon				0:03:58		0:03:44		0:02:58		0:03:15		0:04:17				0:03:38

				Average Wait Time (>5 min)				0:02:23		0:01:56		0:01:25		0:01:50		0:04:16				0:02:22

				Max Wait Time				0:16:54		0:11:44		0:09:17		0:11:11		0:21:38				0:21:38

				Service Level (<95% calls under 5 min)				73.58%		72.62%		79.63%		70.27%		53.33%				69.89%

				Talk Time (Avg)				0:06:24		0:06:48		0:06:50		0:06:29		0:07:19				0:06:46

				Call Handle Time (Avg)				0:11:02		0:11:05		0:12:14		0:10:55		0:10:45				0:11:12

				Max Agents				6.50		5.17		5.50		5.61		4.48				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week

				Calls Received				224		180		161		194		151				910

				Calls Handled				215		175		155		188		140				873

				Calls Abandoned				9		5		4		6		10				34

				Abandon % (>5%)(Less Short Aban)				4.02%		2.78%		2.48%		3.09%		6.62%				3.80%

				Avg Time to Abandon				0:03:55		0:03:07		0:04:36		0:02:15		0:02:56				0:03:21

		 		Average Wait Time (>5 min)				0:01:29		0:00:56		0:00:49		0:01:03		0:01:19				0:01:07

				Max Wait Time				0:12:39		0:07:41		0:07:39		0:07:30		0:07:12				0:12:39

				Service Level (<95% calls under 5 min)				79.07%		88.00%		88.39%		83.51%		80.00%				83.79%

				Talk Time (Avg)				0:05:56		0:05:55		0:06:24		0:05:50		0:06:33				0:06:07

				Call Handle Time (Avg)				0:08:09		0:08:11		0:08:44		0:07:43		0:08:24				0:08:14

				Max Agents				3.98		3.48		3.08		3.20		2.55				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week

				Calls Received				95		88		92		75		68				418

				Calls Handled				94		85		90		75		67				412

				Calls Abandoned				1		2		1		0		1				5

				Abandon % (>5%)(Less Short Aban)				0.56%		2.38%		1.16%		0.00%		1.50%				1.12%

				Avg Time to Abandon				0:08:48		0:06:22		0:09:27		0:00:00		0:07:02				0:06:19

				Average Wait Time (>5 min)				0:01:04		0:01:47		0:01:30		0:00:07		0:01:41				0:01:13

				Max Wait Time				0:22:31		0:16:03		0:20:13		0:06:32		0:18:46				0:22:31

				Service Level (<95% calls under 5 min)				87.92%		68.10%		78.04%		96.81%		72.93%				80.76%

				Talk Time (Avg)				0:11:13		0:11:10		0:10:42		0:11:22		0:11:47				0:11:14

				Call Handle Time (Avg)				0:18:38		0:17:57		0:17:13		0:18:33		0:19:01				0:18:16

				Percent. calls transferred by CSS				8.99%		10.06%		9.87%		9.36%		11.33%				9.92%

				Max Agents				27.46		20.97		20.60		17.81		14.04				27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week

				Busy		 		0		1		0		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				13		20		23		1		21				78

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		5		0		0				5

				No Response				0		2		4		0		1				7

				Total Requests				13		23		32		1		22				91

				% Connected				100%		87%		72%		100%		95%				90.86%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		0		0		0		1				2

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				1		0		0		0		1				2

				% Connected				100%		na		na		na		100%				100.00%

































































































































































10.30.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week

				Calls Received				919		1285		1012		861		825				4902

				Calls Handled				903		1246		1004		855		817				4825

				Calls Abandoned				4		34		7		0		5				50

				Abandon % (>5%)(Less Short Aban)				0.48%		2.65%		0.72%		0.00%		0.55%				0.88%

				Avg Time to Abandon				0:18:41		0:06:33		0:06:11		0:00:00		0:07:45				0:07:50

				Average Wait Time (>5 min)				0:02:09		0:01:40		0:00:36		0:00:03		0:00:44				0:01:02

				Max Wait Time				0:19:33		0:18:39		0:19:32		0:03:12		0:14:17				0:19:33

				Service Level (<80% calls under 5 min)				43.31%		84.59%		93.13%		99.79%		90.56%				82.28%

				Talk Time (Avg)				0:09:29		0:09:27		0:09:38		0:09:19		0:09:28				0:09:28

				Call Handle Time (Avg)				0:16:50		0:16:02		0:16:37		0:16:10		0:16:54				0:16:30

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.91%		81.08%		79.94%		83.90%		83.83%				81.73%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				90		110		105		85		85				475

		 		Short Abandon (under 60 seconds)				59		3		0		0		0				62

				% of calls answered in under 10 minutes				99.09%		97.34%		98.46%		100.00%		98.33%				98.65%

				Occupancy				na		na		na		na		na				na

				Max Agents				47		62		52		42		43				62



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week

				Calls Received				177		205		194		182		183				941

				Calls Handled				166		192		182		177		178				895

				Calls Abandoned				11		9		8		4		4				36

				Abandon % (>5%)(Less Short Aban)				6.21%		4.39%		4.12%		2.20%		2.19%				3.82%

				Avg Time to Abandon				0:03:01		0:03:21		0:01:58		0:02:23		0:01:08				0:02:22

				Average Wait Time (>5 min)				0:02:46		0:01:30		0:01:13		0:01:03		0:01:32				0:01:36

				Max Wait Time				0:11:07		0:14:01		0:08:57		0:12:50		0:15:16				0:15:16

				Service Level (<95% calls under 5 min)				40.12%		59.31%		81.52%		87.64%		79.33%				69.58%

				Talk Time (Avg)				0:07:11		0:06:38		0:07:26		0:06:26		0:06:15				0:06:47

				Call Handle Time (Avg)				0:12:10		0:11:12		0:12:10		0:10:35		0:10:45				0:11:22

				Max Agents				5.61		6.07		6.28		5.24		5.35				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week

				Calls Received				162		187		213		213		161				936

				Calls Handled				156		185		207		208		157				913

				Calls Abandoned				3		0		5		5		3				16

				Abandon % (>5%)(Less Short Aban)				1.85%		0.00%		2.35%		2.35%		1.86%				1.68%

				Avg Time to Abandon				0:02:14		0:00:00		0:01:52		0:02:39		0:02:43				0:01:53

		 		Average Wait Time (>5 min)				0:00:48		0:00:27		0:00:24		0:01:22		0:00:42				0:00:44

				Max Wait Time				0:08:57		0:05:02		0:08:37		0:07:21		0:07:22				0:08:57

				Service Level (<95% calls under 5 min)				70.81%		82.80%		95.17%		80.29%		92.99%				84.41%

				Talk Time (Avg)				0:05:19		0:05:58		0:05:39		0:05:42		0:05:23				0:05:36

				Call Handle Time (Avg)				0:07:26		0:08:07		0:07:41		0:08:08		0:07:27				0:07:45

				Max Agents				2.46		3.61		3.73		3.84		3.00				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week

				Calls Received				90		110		105		85		85				475

				Calls Handled				87		107		103		85		83				465

				Calls Abandoned				3		3		2		0		1				8

				Abandon % (>5%)(Less Short Aban)				2.97%		2.35%		1.62%		0.00%		1.29%				1.65%

				Avg Time to Abandon				0:06:39		0:08:07		0:06:11		0:00:00		0:07:45				0:05:44

				Average Wait Time (>5 min)				0:02:09		0:02:03		0:01:17		0:00:05		0:01:42				0:01:27

				Max Wait Time				0:19:33		0:15:35		0:19:32		0:03:12		0:14:17				0:19:33

				Service Level (<95% calls under 5 min)				95.69%		61.05%		98.72%		99.29%		70.47%				85.04%

				Talk Time (Avg)				0:10:27		0:11:38		0:11:45		0:10:45		0:11:24				0:11:11

				Call Handle Time (Avg)				0:17:25		0:18:45		0:18:32		0:17:35		0:18:25				0:18:08

				Percent. calls transferred by CSS				9.79%		8.56%		10.38%		9.87%		10.30%				9.78%

				Max Agents				22.82		28.83		25.41		18.64		19.83				29

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				17		49		14		0		0				80

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		5		0		0		0				5

				No Response				1		4		4		0		0				9

				Total Requests				18		58		18		0		0				94

				% Connected				94%		84%		78%		na		na				85.57%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		34		0		0		0				34

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		4		0		0		0				4

				No Response				0		9		0		0		0				9

				Total Requests				0		47		0		0		0				47

				% Connected				na		72%		na		na		na				72.34%

































































































































































10.23.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week

				Calls Received				745		685		622		568		590				3210

				Calls Handled				712		683		595		561		582				3133

				Calls Abandoned				27		2		23		5		6				64

				Abandon % (>5%)(Less Short Aban)				3.69%		0.27%		3.68%		0.95%		1.07%				1.93%

				Avg Time to Abandon				0:11:25		0:07:07		0:14:08		0:10:23		0:08:29				0:10:18

				Average Wait Time (>5 min)				0:05:11		0:00:07		0:01:57		0:01:27		0:00:33				0:01:51

				Max Wait Time				0:39:40		0:05:43		0:31:39		0:29:38		0:16:34				0:39:40

				Service Level (<80% calls under 5 min)				65.67%		96.32%		81.78%		86.51%		85.71%				83.20%

				Talk Time (Avg)				0:09:12		0:09:21		0:09:54		0:10:11		0:09:09				0:09:33

				Call Handle Time (Avg)				0:16:21		0:16:14		0:16:41		0:17:18		0:16:33				0:16:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.72%		80.66%		80.70%		83.94%		79.13%				80.43%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				68		49		57		64		64				302

		 		Short Abandon (under 60 seconds)				2		0		0		0		1				3

				% of calls answered in under 10 minutes				80.88%		100.00%		92.75%		92.62%		99.38%				93.12%

				Occupancy				na		na		na		na		na				na

				Max Agents				37		33		32		30		30				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week

				Calls Received				103		118		103		113		109				546

				Calls Handled				101		114		98		112		106				531

				Calls Abandoned				2		4		1		0		2				9

				Abandon % (>5%)(Less Short Aban)				1.94%		3.39%		0.97%		0.00%		1.83%				1.63%

				Avg Time to Abandon				0:02:46		0:03:16		0:01:52		0:00:00		0:00:40				0:01:42

				Average Wait Time (>5 min)				0:01:15		0:01:28		0:00:37		0:00:16		0:00:21				0:00:47

				Max Wait Time				0:09:00		0:09:57		0:08:52		0:04:10		0:07:45				0:09:57

				Service Level (<95% calls under 5 min)				72.55%		59.83%		84.31%		91.07%		90.57%				79.67%

				Talk Time (Avg)				0:06:21		0:06:32		0:06:52		0:07:01		0:05:41				0:06:29

				Call Handle Time (Avg)				0:12:04		0:12:04		0:12:12		0:11:33		0:11:04				0:11:47

				Max Agents				2.91		3.03		3.46		3.63		3.29				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week

				Calls Received				150		170		161		153		116				750

				Calls Handled				148		164		154		146		115				727

				Calls Abandoned				2		6		7		6		1				22

				Abandon % (>5%)(Less Short Aban)				1.33%		3.53%		4.35%		3.92%		0.86%				2.80%

				Avg Time to Abandon				0:01:48		0:07:16		0:03:22		0:04:09		0:02:18				0:03:46

		 		Average Wait Time (>5 min)				0:00:52		0:01:55		0:01:43		0:01:05		0:00:23				0:01:11

				Max Wait Time				0:09:16		0:12:50		0:11:21		0:10:31		0:04:56				0:12:50

				Service Level (<95% calls under 5 min)				80.00%		52.35%		57.76%		71.24%		86.21%				69.51%

				Talk Time (Avg)				0:06:27		0:06:36		0:06:08		0:05:18		0:04:47				0:05:51

				Call Handle Time (Avg)				0:08:16		0:08:52		0:07:56		0:07:15		0:06:55				0:07:50

				Max Agents				2.62		3.27		2.52		2.34		1.93				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week

				Calls Received				68		49		57		64		64				302

				Calls Handled				62		49		52		62		62				287

				Calls Abandoned				5		0		4		1		1				12

				Abandon % (>5%)(Less Short Aban)				7.71%		0.66%		7.32%		2.28%		2.36%				4.07%

				Avg Time to Abandon				0:11:25		0:07:07		0:15:02		0:10:23		0:08:29				0:10:29

				Average Wait Time (>5 min)				0:11:21		0:00:15		0:04:17		0:03:29		0:01:10				0:04:06

				Max Wait Time				0:39:40		0:05:43		0:31:39		0:29:38		0:16:34				0:39:40

				Service Level (<95% calls under 5 min)				100.00%		100.00%		98.07%		99.73%		100.00%				99.56%

				Talk Time (Avg)				0:09:46		0:10:02		0:11:49		0:12:34		0:10:42				0:10:58

				Call Handle Time (Avg)				0:18:12		0:17:45		0:18:52		0:19:52		0:18:15				0:18:35

				Percent. calls transferred by CSS				9.13%		7.15%		9.16%		11.27%		10.85%				9.51%

				Max Agents				19.65		14.93		16.44		14.50		14.99				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				97		0		190		18		8				313

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				13		0		6		3		0				22

				No Response				18		0		20		4		5				47

				Total Requests				128		0		217		25		13				383

				% Connected				76%		na		88%		72%		62%				74.22%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

































































































































































10.16.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				907		776		672		576		560				3491

				Calls Handled				857		684		663		547		558				3310

				Calls Abandoned				43		93		6		22		1				165

				Abandon % (>5%)(Less Short Aban)				4.76%		11.98%		0.96%		3.82%		0.16%				4.34%

				Avg Time to Abandon				0:10:23		0:14:52		0:06:56		0:07:45		0:07:16				0:09:26

				Average Wait Time (>5 min)				0:05:51		0:09:44		0:00:46		0:03:07		0:00:28				0:03:59

				Max Wait Time				0:36:42		1:05:47		0:14:16		0:24:57		0:13:24				1:05:47

				Service Level (<80% calls under 5 min)				60.94%		60.00%		88.15%		65.43%		92.14%				73.33%

				Talk Time (Avg)				0:09:50		0:09:32		0:09:02		0:09:10		0:09:35				0:09:25

				Call Handle Time (Avg)				0:16:45		0:16:14		0:15:48		0:16:16		0:16:33				0:16:19

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				75.14%		76.98%		76.99%		77.93%		77.70%				76.95%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				59		59		55		52		51				276

		 		Short Abandon (under 60 seconds)				6		8		2		1		1				18

				% of calls answered in under 10 minutes				72.61%		75.03%		97.35%		84.68%		99.84%				85.90%

				Occupancy				na		na		na		na		na				na

				Max Agents				45		38		32		28		28				45



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				91		91		53		96		84				415

				Calls Handled				91		88		53		92		84				408

				Calls Abandoned				0		2		0		2		0				4

				Abandon % (>5%)(Less Short Aban)				0.00%		2.20%		0.00%		2.08%		0.00%				0.86%

				Avg Time to Abandon				0:00:00		0:02:39		0:00:00		0:01:47		0:00:00				0:00:53

				Average Wait Time (>5 min)				0:00:30		0:00:15		0:00:04		0:00:18		0:00:40				0:00:21

				Max Wait Time				0:07:41		0:10:08		0:00:27		0:07:09		0:12:36				0:12:36

				Service Level (<95% calls under 5 min)				87.91%		90.00%		100.00%		92.63%		83.33%				90.77%

				Talk Time (Avg)				0:06:34		0:06:34		0:07:08		0:07:05		0:06:59				0:06:52

				Call Handle Time (Avg)				0:11:53		0:11:35		0:12:21		0:11:48		0:11:21				0:11:47

				Max Agents				2.63		2.43		1.65		3.08		2.65				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				160		159		179		133		120				751

				Calls Handled				157		156		171		131		115				730

				Calls Abandoned				3		2		8		2		5				20

				Abandon % (>5%)(Less Short Aban)				1.88%		1.26%		4.47%		1.50%		4.17%				2.66%

				Avg Time to Abandon				0:06:34		0:04:37		0:01:49		0:03:45		0:03:21				0:04:01

		 		Average Wait Time (>5 min)				0:01:34		0:01:41		0:00:51		0:01:00		0:01:18				0:01:16

				Max Wait Time				0:10:13		0:10:08		0:11:18		0:06:42		0:11:42				0:11:42

				Service Level (<95% calls under 5 min)				58.75%		58.23%		73.18%		68.42%		65.83%				64.88%

				Talk Time (Avg)				0:05:31		0:05:47		0:05:52		0:05:21		0:06:26				0:05:47

				Call Handle Time (Avg)				0:08:00		0:07:42		0:08:14		0:07:34		0:08:59				0:08:05

				Max Agents				2.84		2.66		3.15		2.21		2.18				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				59		59		55		52		51				276

				Calls Handled				52		45		54		47		51				248

				Calls Abandoned				5		10		1		4		0				20

				Abandon % (>5%)(Less Short Aban)				9.64%		22.99%		2.03%		7.62%		0.36%				8.53%

				Avg Time to Abandon				0:10:29		0:14:52		0:06:27		0:07:45		0:03:01				0:08:30

				Average Wait Time (>5 min)				0:12:49		0:21:28		0:01:35		0:06:26		0:00:59				0:08:39

				Max Wait Time				0:36:42		1:05:47		0:14:16		0:24:57		0:13:24				1:05:47

				Service Level (<95% calls under 5 min)				96.99%		100.00%		100.00%		99.68%		100.00%				99.33%

				Talk Time (Avg)				0:10:23		0:10:31		0:09:46		0:10:06		0:10:44				0:10:18

				Call Handle Time (Avg)				0:18:25		0:17:53		0:16:57		0:17:52		0:18:09				0:17:51

				Percent. calls transferred by CSS				6.50%		7.60%		8.18%		9.03%		9.11%				8.09%

				Max Agents				23.87		21.59		16.18		15.62		14.06				24

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		1		0				2

				Connected				167		144		21		58		11				401

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				15		17		0		1		0				33

				No Response				35		17		0		15		2				69

				Total Requests				219		178		21		75		13				506

				% Connected				76%		81%		100%		77%		85%				83.82%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

































































































































































10.9.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week

				Calls Received				824		694		855		817		686				3876

				Calls Handled				780		684		817		755		676				3711

				Calls Abandoned				43		6		33		52		5				139

				Abandon % (>5%)(Less Short Aban)				5.27%		0.91%		3.81%		6.36%		0.68%				3.41%

				Avg Time to Abandon				0:08:58		0:04:44		0:07:55		0:09:19		0:06:14				0:07:26

				Average Wait Time (>5 min)				0:04:34		0:00:56		0:02:49		0:06:18		0:01:11				0:03:09

				Max Wait Time				0:38:50		0:12:34		0:25:46		0:37:33		0:20:08				0:38:50

				Service Level (<80% calls under 5 min)				64.31%		77.79%		61.88%		55.70%		82.29%				68.39%

				Talk Time (Avg)				0:09:09		0:08:52		0:09:19		0:09:33		0:10:06				0:09:23

				Call Handle Time (Avg)				0:16:14		0:15:44		0:16:13		0:16:42		0:16:56				0:16:21

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.38%		80.11%		75.43%		74.60%		76.69%				76.84%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				87		72		63		48		52				322

		 		Short Abandon (under 60 seconds)				5		1		3		1		2				12

				% of calls answered in under 10 minutes				79.79%		99.34%		86.74%		66.79%		95.87%				85.71%

				Occupancy				na		na		na		na		na				na

				Max Agents				41		33		41		40		35				41



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week

				Calls Received				88		98		95		101		119				501

				Calls Handled				85		90		92		100		117				484

				Calls Abandoned				3		5		2		1		2				13

				Abandon % (>5%)(Less Short Aban)				3.41%		5.10%		2.11%		0.99%		1.68%				2.66%

				Avg Time to Abandon				0:02:52		0:02:46		0:05:24		0:01:28		0:05:08				0:03:31

				Average Wait Time (>5 min)				0:00:27		0:02:37		0:00:59		0:00:23		0:00:45				0:01:02

				Max Wait Time				0:05:38		0:12:49		0:13:32		0:06:54		0:07:39				0:13:32

				Service Level (<95% calls under 5 min)				83.91%		52.58%		80.85%		91.09%		76.47%				76.98%

				Talk Time (Avg)				0:06:54		0:06:53		0:08:09		0:06:57		0:06:10				0:07:00

				Call Handle Time (Avg)				0:11:03		0:11:29		0:13:36		0:11:52		0:11:50				0:11:58

				Max Agents				2.38		2.59		3.32		2.91		3.23				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week

				Calls Received				146		163		147		106		143				705

				Calls Handled				136		157		139		103		140				675

				Calls Abandoned				9		6		8		3		3				29

				Abandon % (>5%)(Less Short Aban)				6.16%		3.68%		5.44%		2.83%		2.10%				4.04%

				Avg Time to Abandon				0:04:17		0:05:57		0:04:32		0:05:29		0:01:47				0:04:24

		 		Average Wait Time (>5 min)				0:02:53		0:03:37		0:01:48		0:01:02		0:00:58				0:02:03

				Max Wait Time				0:13:54		0:17:45		0:15:17		0:13:22		0:07:39				0:17:45

				Service Level (<95% calls under 5 min)				47.95%		35.58%		61.90%		72.64%		61.54%				55.92%

				Talk Time (Avg)				0:06:15		0:05:48		0:05:46		0:07:05		0:05:31				0:06:05

				Call Handle Time (Avg)				0:09:13		0:08:11		0:08:00		0:09:27		0:08:00				0:08:34

				Max Agents				2.66		2.99		2.85		2.26		2.28				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week

				Calls Received				87		72		63		48		52				322

				Calls Handled				76		70		58		40		50				295

				Calls Abandoned				8		1		4		5		1				20

				Abandon % (>5%)(Less Short Aban)				11.01%		1.86%		7.38%		12.47%		1.38%				6.82%

				Avg Time to Abandon				0:08:58		0:04:44		0:07:49		0:09:19		0:06:14				0:07:24

				Average Wait Time (>5 min)				0:10:10		0:01:50		0:05:38		0:13:25		0:02:25				0:06:41

				Max Wait Time				0:38:50		0:12:34		0:25:46		0:37:33		0:20:08				0:38:50

				Service Level (<95% calls under 5 min)				99.79%		96.39%		99.32%		100.00%		100.00%				99.10%

				Talk Time (Avg)				0:10:02		0:09:57		0:09:56		0:10:33		0:10:28				0:10:11

				Call Handle Time (Avg)				0:18:02		0:17:32		0:17:03		0:18:08		0:17:26				0:17:38

				Percent. calls transferred by CSS				10.56%		10.37%		7.37%		5.88%		7.58%				8.35%

				Max Agents				21.82		18.30		22.43		22.20		17.56				22

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		1		0				2

				Connected				127		17		97		165		34				440

				Error				3		0		1		0		0				4

				Invalid Number				0		0		0		0		2				2

				No Answer				9		3		6		16		1				35

				No Response				23		7		19		52		7				108

				Total Requests				163		27		123		234		44				591

				% Connected				78%		63%		79%		71%		77%				73.50%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

































































































































































10.2.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week

				Calls Received				582		467		411		504		610				2574

				Calls Handled				581		460		404		484		565				2494

				Calls Abandoned				0		5		6		18		41				70

				Abandon % (>5%)(Less Short Aban)				0.00%		1.13%		1.51%		3.48%		6.70%				2.56%

				Avg Time to Abandon				0:00:00		0:05:05		0:03:59		0:07:07		0:09:15				0:05:05

				Average Wait Time (>5 min)				0:00:22		0:00:10		0:01:20		0:02:43		0:07:14				0:02:21

				Max Wait Time				0:27:23		0:09:55		0:21:45		0:25:23		0:50:11				0:50:11

				Service Level (<80% calls under 5 min)				93.23%		95.64%		84.48%		76.71%		61.48%				82.31%

				Talk Time (Avg)				0:08:35		0:09:03		0:08:26		0:08:36		0:09:15				0:08:47

				Call Handle Time (Avg)				0:15:27		0:15:59		0:15:29		0:15:49		0:16:48				0:15:54

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.64%		81.29%		84.21%		81.71%		77.52%				80.87%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				69		62		54		42		62				289

		 		Short Abandon (under 60 seconds)				0		1		1		2		4				8

				% of calls answered in under 10 minutes				98.92%		100.00%		93.85%		87.36%		71.92%				90.41%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		24		20		24		32				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week

				Calls Received				59		72		65		57		76				329

				Calls Handled				58		70		63		52		71				314

				Calls Abandoned				1		0		1		4		5				11

				Abandon % (>5%)(Less Short Aban)				1.69%		0.00%		1.54%		7.02%		6.58%				3.37%

				Avg Time to Abandon				0:00:43		0:00:00		0:03:22		0:03:53		0:01:53				0:01:58

				Average Wait Time (>5 min)				0:00:10		0:00:46		0:01:29		0:01:07		0:01:54				0:01:05

				Max Wait Time				0:02:26		0:07:33		0:11:11		0:14:51		0:15:34				0:15:34

				Service Level (<95% calls under 5 min)				93.10%		80.28%		64.62%		77.19%		56.76%				74.39%

				Talk Time (Avg)				0:06:28		0:07:54		0:06:57		0:07:03		0:07:36				0:07:11

				Call Handle Time (Avg)				0:11:16		0:14:08		0:11:58		0:11:50		0:12:51				0:12:24

				Max Agents				1.81		2.79		1.93		1.42		1.99				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week

				Calls Received				176		160		161		119		106				722

				Calls Handled				166		155		158		117		106				702

				Calls Abandoned				8		5		1		1		0				15

				Abandon % (>5%)(Less Short Aban)				4.55%		3.12%		0.62%		0.84%		0.00%				1.83%

				Avg Time to Abandon				0:02:48		0:03:22		0:02:48		0:01:38		0:00:00				0:02:07

		 		Average Wait Time (>5 min)				0:02:27		0:01:34		0:00:18		0:00:26		0:00:18				0:01:00

				Max Wait Time				0:13:41		0:10:00		0:04:57		0:06:29		0:03:41				0:13:41

				Service Level (<95% calls under 5 min)				45.45%		59.38%		87.58%		83.05%		84.91%				72.07%

				Talk Time (Avg)				0:05:53		0:05:46		0:05:13		0:05:32		0:05:36				0:05:36

				Call Handle Time (Avg)				0:08:27		0:08:07		0:07:30		0:08:18		0:08:38				0:08:12

				Max Agents				3.90		3.38		3.21		2.72		1.99				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week

				Calls Received				69		62		54		42		62				289

				Calls Handled				69		60		51		38		51				269

				Calls Abandoned				0		2		2		3		7				14

				Abandon % (>5%)(Less Short Aban)				0.00%		2.74%		3.55%		8.26%		13.98%				5.71%

				Avg Time to Abandon				0:00:00		0:05:05		0:03:59		0:07:07		0:09:15				0:05:05

				Average Wait Time (>5 min)				0:00:51		0:00:22		0:03:11		0:06:45		0:16:42				0:05:34

				Max Wait Time				0:27:23		0:09:55		0:21:45		0:25:23		0:50:11				0:50:11

				Service Level (<95% calls under 5 min)				100.00%		99.68%		100.00%		100.00%		100.00%				99.94%

				Talk Time (Avg)				0:09:44		0:10:41		0:09:12		0:09:15		0:10:57				0:09:57

				Call Handle Time (Avg)				0:17:31		0:18:40		0:17:29		0:17:15		0:18:46				0:17:56

				Percent. calls transferred by CSS				11.86%		13.28%		13.14%		8.33%		10.16%				11.35%

				Max Agents				13.18		11.35		9.56		11.01		16.77				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		2		1				3

				Connected				6		0		20		35		121				182

				Error				0		0		1		8		3				12

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		6		21				29

				No Response				5		0		2		1		22				30

				Total Requests				11		0		25		52		168				256

				% Connected				55%		na		80%		67%		72%				68.47%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

































































































































































9.25.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week

				Calls Received				562		577		522		541		555				2757

				Calls Handled				559		574		519		536		552				2740

				Calls Abandoned				1		0		1		4		0				6

				Abandon % (>5%)(Less Short Aban)				0.16%		0.00%		0.17%		0.79%		0.00%				0.22%

				Avg Time to Abandon				0:06:04		0:00:00		0:05:39		0:07:00		0:00:00				0:03:44

				Average Wait Time (>5 min)				0:00:04		0:00:15		0:00:04		0:00:20		0:00:03				0:00:09

				Max Wait Time				0:03:40		0:08:35		0:03:13		0:17:45		0:02:29				0:17:45

				Service Level (<80% calls under 5 min)				97.58%		93.35%		97.65%		94.58%		98.59%				96.35%

				Talk Time (Avg)				0:08:38		0:08:46		0:08:50		0:08:58		0:08:03				0:08:39

				Call Handle Time (Avg)				0:15:54		0:16:22		0:16:12		0:16:11		0:14:57				0:15:55

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.79%		77.11%		83.13%		80.17%		80.74%				79.99%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				61		74		76		88		84				383

		 		Short Abandon (under 60 seconds)				0		0		1		0		0				1

				% of calls answered in under 10 minutes				100.00%		100.00%		100.00%		98.39%		100.00%				99.68%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		30		27		28		26				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week

				Calls Received				99		137		112		126		128				602

				Calls Handled				98		132		109		123		120				582

				Calls Abandoned				0		3		2		1		4				10

				Abandon % (>5%)(Less Short Aban)				0.00%		2.19%		1.79%		0.79%		3.12%				1.58%

				Avg Time to Abandon				0:00:00		0:01:50		0:00:52		0:08:07		0:05:42				0:03:18

				Average Wait Time (>5 min)				0:00:02		0:00:24		0:00:39		0:01:14		0:02:13				0:00:54

				Max Wait Time				0:00:11		0:11:40		0:10:36		0:11:21		0:21:36				0:21:36

				Service Level (<95% calls under 5 min)				100.00%		86.13%		86.24%		73.81%		61.90%				81.62%

				Talk Time (Avg)				0:06:45		0:06:17		0:06:46		0:07:12		0:06:34				0:06:42

				Call Handle Time (Avg)				0:10:51		0:11:21		0:12:06		0:11:37		0:11:34				0:11:29

				Max Agents				2.95		4.23		3.70		4.04		3.98				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week

				Calls Received				139		150		153		149		128				719

				Calls Handled				134		148		149		149		119				699

				Calls Abandoned				5		1		3		0		9				18

				Abandon % (>5%)(Less Short Aban)				3.60%		0.67%		1.96%		0.00%		7.03%				2.65%

				Avg Time to Abandon				0:04:19		0:02:40		0:02:34		0:00:00		0:06:04				0:03:07

		 		Average Wait Time (>5 min)				0:01:22		0:00:49		0:00:14		0:00:42		0:03:40				0:01:21

				Max Wait Time				0:11:45		0:10:14		0:05:08		0:07:35		0:16:03				0:16:03

				Service Level (<95% calls under 5 min)				68.35%		70.67%		90.79%		77.18%		50.00%				71.40%

				Talk Time (Avg)				0:05:15		0:05:23		0:05:23		0:05:38		0:06:55				0:05:42

				Call Handle Time (Avg)				0:07:19		0:07:35		0:07:47		0:07:41		0:09:47				0:08:01

				Max Agents				2.73		3.12		3.25		2.91		3.08				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week

				Calls Received				61		74		76		88		84				383

				Calls Handled				60		73		76		86		84				379

				Calls Abandoned				0		0		0		2		0				2

				Abandon % (>5%)(Less Short Aban)				0.36%		0.00%		0.42%		2.02%		0.00%				0.56%

				Avg Time to Abandon				0:06:04		0:00:00		0:02:34		0:07:00		0:00:00				0:03:07

				Average Wait Time (>5 min)				0:00:08		0:00:10		0:00:08		0:00:50		0:00:04				0:00:16

				Max Wait Time				0:03:40		0:08:35		0:03:13		0:17:45		0:02:29				0:17:45

				Service Level (<95% calls under 5 min)				100.00%		90.71%		100.00%		99.74%		98.49%				97.79%

				Talk Time (Avg)				0:09:26		0:09:57		0:09:59		0:10:42		0:09:29				0:09:54

				Call Handle Time (Avg)				0:16:44		0:17:40		0:18:27		0:18:42		0:17:43				0:17:51

				Percent. calls transferred by CSS				10.85%		12.82%		14.56%		16.27%		15.14%				13.93%

				Max Agents				13.00		13.88		12.09		12.82		11.85				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		2		0		1		0				3

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		3		0		0		0				3

				Total Requests				0		5		0		1		0				6

				% Connected				na		40%		0%		100%		na				46.67%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		4		0		0		0				4

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		4		0		0		0				4

				% Connected				na		100%		0%		0%		na				33.33%

































































































































































9.18.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week

				Calls Received				567		498		487		406		425				2383

				Calls Handled				564		495		484		404		425				2372

				Calls Abandoned				0		0		1		0		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.18%		0.00%		0.00%				0.04%

				Avg Time to Abandon				0:00:00		0:00:00		0:07:38		0:00:00		0:00:00				0:01:31

				Average Wait Time (>5 min)				0:00:02		0:00:02		0:00:05		0:00:02		0:00:06				0:00:03

				Max Wait Time				0:00:14		0:00:16		0:05:00		0:00:15		0:04:08				0:05:00

				Service Level (<80% calls under 5 min)				99.84%		99.64%		97.05%		100.00%		97.08%				98.72%

				Talk Time (Avg)				0:08:54		0:08:58		0:09:47		0:08:38		0:09:27				0:09:08

				Call Handle Time (Avg)				0:15:56		0:16:00		0:17:27		0:15:47		0:16:35				0:16:21

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.22%		80.30%		79.90%		79.59%		82.15%				80.23%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				61		53		56		48		55				273

		 		Short Abandon (under 60 seconds)				0		0		1		0		0				1

				% of calls answered in under 10 minutes				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		24		26		20		22				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week

				Calls Received				94		79		94		76		79				422

				Calls Handled				89		79		92		76		79				415

				Calls Abandoned				4		0		1		0		0				5

				Abandon % (>5%)(Less Short Aban)				4.26%		0.00%		1.06%		0.00%		0.00%				1.06%

				Avg Time to Abandon				0:01:28		0:00:00		0:02:45		0:00:00		0:00:00				0:00:50

				Average Wait Time (>5 min)				0:00:53		0:00:07		0:00:12		0:00:09		0:00:04				0:00:17

				Max Wait Time				0:07:51		0:03:08		0:04:39		0:05:45		0:01:14				0:07:51

				Service Level (<95% calls under 5 min)				73.91%		96.20%		90.32%		96.05%		97.47%				90.79%

				Talk Time (Avg)				0:07:38		0:07:17		0:05:46		0:07:00		0:05:32				0:06:38

				Call Handle Time (Avg)				0:12:08		0:11:57		0:09:48		0:11:30		0:09:51				0:11:02

				Max Agents				3.03		2.62		2.51		2.43		2.16				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week

				Calls Received				168		131		150		145		119				713

				Calls Handled				164		124		145		133		118				684

				Calls Abandoned				4		7		3		12		1				27

				Abandon % (>5%)(Less Short Aban)				2.38%		5.34%		2.00%		8.28%		0.84%				3.77%

				Avg Time to Abandon				0:01:46		0:05:16		0:04:09		0:03:59		0:01:50				0:03:24

		 		Average Wait Time (>5 min)				0:00:37		0:00:33		0:00:44		0:01:24		0:01:01				0:00:51

				Max Wait Time				0:05:38		0:10:28		0:11:28		0:09:22		0:16:20				0:16:20

				Service Level (<95% calls under 5 min)				77.38%		82.44%		83.89%		57.24%		77.31%				75.65%

				Talk Time (Avg)				0:04:58		0:05:27		0:05:32		0:06:05		0:04:21				0:05:16

				Call Handle Time (Avg)				0:06:46		0:07:32		0:07:30		0:08:13		0:06:24				0:07:17

				Max Agents				3.08		2.60		3.04		3.04		2.10				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week

				Calls Received				61		53		56		48		55				273

				Calls Handled				61		53		56		48		55				273

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:02		0:00:02		0:00:09		0:00:02		0:00:11				0:00:05

				Max Wait Time				0:00:14		0:00:16		0:05:00		0:00:15		0:04:08				0:05:00

				Service Level (<95% calls under 5 min)				99.74%		99.39%		98.74%		100.00%		100.00%				99.57%

				Talk Time (Avg)				0:09:44		0:10:18		0:11:35		0:09:23		0:10:32				0:10:18

				Call Handle Time (Avg)				0:16:58		0:17:17		0:19:33		0:16:48		0:18:12				0:17:45

				Percent. calls transferred by CSS				10.76%		10.64%		11.50%		11.82%		12.94%				11.53%

				Max Agents				11.68		10.75		12.15		9.00		9.75				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

































































































































































9.11.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week

				Calls Received				572		560		483		396		424				2435

				Calls Handled				559		546		481		393		420				2400

				Calls Abandoned				12		10		1		0		1				23

				Abandon % (>5%)(Less Short Aban)				2.05%		1.72%		0.18%		0.00%		0.21%				0.83%

				Avg Time to Abandon				0:05:14		0:07:41		0:04:24		0:00:00		0:08:06				0:05:05

				Average Wait Time (>5 min)				0:01:14		0:01:11		0:00:07		0:00:01		0:00:16				0:00:33

				Max Wait Time				0:15:51		0:21:37		0:05:50		0:00:12		0:15:36				0:21:37

				Service Level (<80% calls under 5 min)				76.50%		80.79%		95.82%		100.00%		94.55%				89.53%

				Talk Time (Avg)				0:08:52		0:09:02		0:09:04		0:08:47		0:08:36				0:08:52

				Call Handle Time (Avg)				0:16:23		0:17:25		0:16:50		0:16:44		0:16:29				0:16:46

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.86%		83.94%		82.30%		81.22%		84.77%				83.02%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				63		78		68		60		56				325

		 		Short Abandon (under 60 seconds)				1		1		0		0		0				2

				% of calls answered in under 10 minutes				98.23%		96.78%		100.00%		100.00%		99.79%				98.96%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		31		26		21		22				31



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week

				Calls Received				88		77		57		72		80				374

				Calls Handled				86		74		57		70		73				360

				Calls Abandoned				0		2		0		1		6				9

				Abandon % (>5%)(Less Short Aban)				0.00%		2.60%		0.00%		1.39%		7.50%				2.30%

				Avg Time to Abandon				0:00:00		0:01:51		0:00:00		0:01:20		0:04:40				0:01:34

				Average Wait Time (>5 min)				0:00:27		0:01:18		0:00:22		0:00:11		0:02:29				0:00:57

				Max Wait Time				0:09:06		0:10:03		0:04:50		0:00:00		0:14:15				0:14:15

				Service Level (<95% calls under 5 min)				87.21%		71.05%		87.72%		94.44%		46.05%				77.29%

				Talk Time (Avg)				0:06:20		0:07:06		0:06:35		0:06:29		0:06:47				0:06:39

				Call Handle Time (Avg)				0:11:33		0:12:52		0:11:22		0:11:59		0:11:58				0:11:56

				Max Agents				2.76		2.64		1.80		2.36		2.46				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week

				Calls Received				141		177		159		139		125				741

				Calls Handled				137		165		152		134		125				713

				Calls Abandoned				2		11		6		5		0				24

				Abandon % (>5%)(Less Short Aban)				1.42%		6.21%		3.77%		3.60%		0.00%				3.00%

				Avg Time to Abandon				0:02:44		0:02:25		0:05:26		0:03:17		0:00:00				0:02:46

		 		Average Wait Time (>5 min)				0:00:36		0:01:24		0:01:11		0:00:28		0:00:21				0:00:48

				Max Wait Time				0:10:10		0:09:24		0:13:21		0:07:28		0:07:14				0:13:21

				Service Level (<95% calls under 5 min)				83.57%		57.06%		65.82%		79.14%		88.00%				74.72%

				Talk Time (Avg)				0:05:27		0:05:41		0:05:35		0:05:14		0:05:08				0:05:25

				Call Handle Time (Avg)				0:07:22		0:07:36		0:07:34		0:07:06		0:07:33				0:07:26

				Max Agents				2.82		3.49		3.22		2.64		2.62				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week

				Calls Received				63		78		68		60		56				325

				Calls Handled				62		76		68		60		55				320

				Calls Abandoned				1		2		0		0		0				4

				Abandon % (>5%)(Less Short Aban)				1.91%		3.00%		0.00%		0.00%		0.51%				1.08%

				Avg Time to Abandon				0:03:16		0:08:58		0:00:00		0:00:00		0:08:06				0:04:04

				Average Wait Time (>5 min)				0:01:04		0:02:16		0:00:06		0:00:02		0:00:36				0:00:48

				Max Wait Time				0:15:51		0:21:37		0:05:50		0:00:11		0:15:36				0:21:37

				Service Level (<95% calls under 5 min)				79.03%		89.95%		95.03%		100.00%		100.00%				92.80%

				Talk Time (Avg)				0:10:04		0:09:59		0:09:44		0:08:35		0:09:18				0:09:32

				Call Handle Time (Avg)				0:17:33		0:18:22		0:17:33		0:16:33		0:17:03				0:17:24

				Percent. calls transferred by CSS				11.01%		13.93%		14.08%		15.15%		13.21%				13.48%

				Max Agents				12.76		13.61		11.15		9.28		9.37				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				6		16		0		0		4				26

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		2		0		0		0				4

				No Response				1		1		0		0		2				4

				Total Requests				9		19		0		0		6				34

				% Connected				67%		84%		na		na		67%				72.51%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		5		0		0		0				5

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		3		0		0		0				3

				Total Requests				0		8		0		0		0				8

				% Connected				na		63%		na		na		na				62.50%

































































































































































9.4.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week

				Calls Received						641		542		491		436				2110

				Calls Handled						618		533		488		432				2072

				Calls Abandoned						20		5		2		1				27

				Abandon % (>5%)(Less Short Aban)						3.11%		0.84%		0.37%		0.20%				1.13%

				Avg Time to Abandon						0:14:49		0:06:33		0:03:59		0:05:40				0:07:45

				Average Wait Time (>5 min)						0:03:07		0:00:24		0:00:29		0:00:08				0:01:02

				Max Wait Time						0:35:23		0:13:50		0:17:09		0:04:15				0:35:23

				Service Level (<80% calls under 5 min)						73.36%		88.05%		88.77%		94.96%				86.29%

				Talk Time (Avg)						0:08:37		0:09:00		0:09:23		0:09:27				0:09:06

				Call Handle Time (Avg)						0:16:45		0:16:45		0:17:04		0:17:09				0:16:55

				Transfer Out						na		na		na		na				na

				First Call Resolution %						78.04%		83.26%		82.44%		80.89%				81.16%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						67		54		53		63				237

		 		Short Abandon (under 60 seconds)						3		1		1		0				5

				% of calls answered in under 10 minutes						87.19%		99.49%		99.63%		100.00%				96.58%

				Occupancy						na		na		na		na				na

				Max Agents						33		28		26		24				33



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week

				Calls Received						82		83		70		57				292

				Calls Handled						79		79		69		54				281

				Calls Abandoned						3		1		0		0				4

				Abandon % (>5%)(Less Short Aban)						3.66%		1.20%		0.00%		0.00%				1.22%

				Avg Time to Abandon						0:01:22		0:01:12		0:00:00		0:00:00				0:00:38

				Average Wait Time (>5 min)						0:01:31		0:00:13		0:00:16		0:00:51				0:00:42

				Max Wait Time						0:09:42		0:03:42		0:06:26		0:11:47				0:11:47

				Service Level (<95% calls under 5 min)						64.20%		93.75%		92.86%		75.00%				81.45%

				Talk Time (Avg)						0:06:52		0:05:28		0:05:22		0:06:01				0:05:55

				Call Handle Time (Avg)						0:12:10		0:10:00		0:10:10		0:10:44				0:10:46

				Max Agents						2.73		2.28		1.98		1.67				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week

				Calls Received						143		157		157		126				583

				Calls Handled						137		157		154		125				573

				Calls Abandoned						6		0		3		1				10

				Abandon % (>5%)(Less Short Aban)						4.20%		0.00%		1.91%		0.79%				1.73%

				Avg Time to Abandon						0:03:35		0:00:00		0:03:30		0:00:51				0:01:59

		 		Average Wait Time (>5 min)						0:01:07		0:00:11		0:00:34		0:00:07				0:00:29

				Max Wait Time						0:09:58		0:03:47		0:07:28		0:03:06				0:09:58

				Service Level (<95% calls under 5 min)						67.83%		91.08%		81.53%		95.24%				83.92%

				Talk Time (Avg)						0:05:23		0:04:07		0:05:20		0:04:50				0:04:55

				Call Handle Time (Avg)						0:07:11		0:05:57		0:07:21		0:07:10				0:06:54

				Max Agents						2.67		2.59		3.14		2.49				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week

				Calls Received						67		54		53		63				237

				Calls Handled						61		54		53		63				230

				Calls Abandoned						4		0		0		0				5

				Abandon % (>5%)(Less Short Aban)						7.05%		0.40%		0.44%		0.00%				1.97%

				Avg Time to Abandon						0:14:49		0:08:55		0:03:21		0:00:00				0:06:46

				Average Wait Time (>5 min)						0:07:24		0:00:17		0:00:45		0:00:05				0:02:07

				Max Wait Time						0:35:23		0:12:57		0:17:09		0:04:15				0:35:23

				Service Level (<95% calls under 5 min)						98.48%		85.84%		91.08%		92.06%				91.87%

				Talk Time (Avg)						0:09:40		0:09:15		0:09:45		0:09:58				0:09:39

				Call Handle Time (Avg)						0:16:42		0:16:35		0:16:34		0:17:13				0:16:46

				Percent. calls transferred by CSS						10.45%		9.96%		10.79%		14.45%				11.41%

				Max Agents						14.46		11.41		10.53		10.51				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week

				Busy		 				0		0		0		0				0

				Caller canceled						1		0		0		1				2

				Connected						65		2		2		0				69

				Error						2		0		0		0				2

				Invalid Number						0		0		0		0				0

				No Answer						5		0		0		0				5

				No Response						17		0		0		2				19

				Total Requests						90		2		2		3				97

				% Connected						72%		100%		100%		0%				68.06%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						0		0		0		0				0

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						0		3		3		0				6

				Total Requests						0		3		3		0				6

				% Connected						na		0%		0%		0%				0.00%

































































































































































8.28.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week

				Calls Received				680		670		686		525		401				2962

				Calls Handled				672		569		582		517		387				2727

				Calls Abandoned				8		114		111		6		15				254

				Abandon % (>5%)(Less Short Aban)				1.18%		17.04%		16.11%		1.22%		3.69%				7.85%

				Avg Time to Abandon				0:06:40		0:20:43		0:18:30		0:06:59		0:09:33				0:12:29

				Average Wait Time (>5 min)				0:01:25		0:09:58		0:11:47		0:00:17		0:03:13				0:05:20

				Max Wait Time				0:18:41		1:25:03		1:03:01		0:00:58		0:38:07				1:25:03

				Service Level (<80% calls under 5 min)				72.89%		55.94%		55.56%		92.68%		72.77%				69.97%

				Talk Time (Avg)				0:08:43		0:08:49		0:08:49		0:08:07		0:09:04				0:08:42

				Call Handle Time (Avg)				0:15:32		0:16:48		0:17:30		0:15:25		0:17:53				0:16:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.91%		82.75%		81.52%		77.12%		79.10%				80.08%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				81		93		90		50		60				374

		 		Short Abandon (under 60 seconds)				0		4		2		0		1				7

				% of calls answered in under 10 minutes				96.14%		69.27%		66.77%		100.00%		89.14%				84.26%

				Occupancy				na		na		na		na		na				na

				Max Agents				33		36		38		26		23				38



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week

				Calls Received				111		150		137		89		58				545

				Calls Handled				103		144		128		85		55				515

				Calls Abandoned				3		2		4		3		1				13

				Abandon % (>5%)(Less Short Aban)				2.70%		1.33%		2.92%		3.37%		1.72%				2.41%

				Avg Time to Abandon				0:03:38		0:02:59		0:01:30		0:01:34		0:01:33				0:02:14

				Average Wait Time (>5 min)				0:01:27		0:01:10		0:01:07		0:01:38		0:00:51				0:01:14

				Max Wait Time				0:17:03		0:09:55		0:09:01		0:09:43		0:07:48				0:17:03

				Service Level (<95% calls under 5 min)				75.23%		68.67%		66.67%		67.05%		73.68%				70.26%

				Talk Time (Avg)				0:07:21		0:06:04		0:06:48		0:07:11		0:07:53				0:07:03

				Call Handle Time (Avg)				0:12:10		0:11:13		0:11:51		0:12:18		0:12:34				0:12:01

				Max Agents				3.62		4.61		4.38		2.90		1.95				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week

				Calls Received				169		138		142		144		122				715

				Calls Handled				156		138		137		135		113				679

				Calls Abandoned				12		0		3		9		9				33

				Abandon % (>5%)(Less Short Aban)				7.10%		0.00%		2.11%		6.25%		7.38%				4.57%

				Avg Time to Abandon				0:05:18		0:00:00		0:07:21		0:05:47		0:05:39				0:04:49

		 		Average Wait Time (>5 min)				0:01:46		0:00:36		0:01:37		0:03:25		0:02:02				0:01:53

				Max Wait Time				0:15:08		0:06:06		0:13:29		0:18:43		0:16:11				0:18:43

				Service Level (<95% calls under 5 min)				55.62%		77.54%		61.70%		40.28%		53.28%				57.68%

				Talk Time (Avg)				0:05:05		0:05:14		0:05:03		0:06:25		0:05:08				0:05:23

				Call Handle Time (Avg)				0:07:04		0:07:20		0:07:19		0:08:43		0:06:50				0:07:27

				Max Agents				3.06		2.81		2.81		3.27		2.15				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week

				Calls Received				81		93		90		50		60				374

				Calls Handled				79		59		56		48		55				297

				Calls Abandoned				2		21		19		1		5				48

				Abandon % (>5%)(Less Short Aban)				2.35%		35.81%		34.06%		2.98%		8.25%				16.69%

				Avg Time to Abandon				0:06:55		0:20:43		0:18:30		0:06:59		0:09:33				0:12:32

				Average Wait Time (>5 min)				0:02:52		0:27:16		0:32:40		0:00:39		0:07:31				0:14:11

				Max Wait Time				0:18:41		1:25:03		1:03:01		0:08:24		0:38:07				1:25:03

				Service Level (<95% calls under 5 min)				87.41%		98.25%		99.75%		99.71%		99.61%				96.95%

				Talk Time (Avg)				0:09:47		0:10:18		0:10:24		0:09:29		0:10:05				0:10:00

				Call Handle Time (Avg)				0:17:48		0:17:33		0:18:47		0:16:27		0:18:25				0:17:48

				Percent. calls transferred by CSS				11.91%		13.88%		13.12%		9.52%		14.96%				12.68%

				Max Agents				16.80		17.68		19.13		10.73		10.53				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		0		1		0		0				3

				Connected				24		139		133		2		33				331

				Error				0		4		6		0		0				10

				Invalid Number				0		0		1		0		0				1

				No Answer				3		7		19		0		3				32

				No Response				0		13		32		0		6				51

				Total Requests				29		163		192		2		42				428

				% Connected				83%		85%		69%		100%		79%				83.18%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		0				0

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		0		0				0

				% Connected				na		na		na		na		na				na

































































































































































8.21.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week

				Calls Received				537		652		577		481		416				2663

				Calls Handled				527		625		527		473		409				2562

				Calls Abandoned				8		21		47		6		6				89

				Abandon % (>5%)(Less Short Aban)				1.44%		3.24%		8.20%		1.33%		1.49%				3.14%

				Avg Time to Abandon				0:05:17		0:05:13		0:11:07		0:04:58		0:10:10				0:07:21

				Average Wait Time (>5 min)				0:00:57		0:02:41		0:05:26		0:01:19		0:01:26				0:02:21

				Max Wait Time				0:23:42		0:25:35		0:40:39		0:18:08		0:18:07				0:40:39

				Service Level (<80% calls under 5 min)				88.79%		59.38%		55.57%		77.57%		77.02%				71.67%

				Talk Time (Avg)				0:05:38		0:08:04		0:09:11		0:09:07		0:08:54				0:08:10

				Call Handle Time (Avg)				0:10:41		0:14:43		0:15:40		0:15:55		0:16:20				0:14:39

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				94.01%		79.87%		79.04%		81.56%		80.18%				82.93%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				18		88		57		47		55				265

		 		Short Abandon (under 60 seconds)				1		2		0		1		0				4

				% of calls answered in under 10 minutes				95.96%		90.83%		79.97%		96.53%		95.25%				91.71%

				Occupancy				na		na		na		na		na				na

				Max Agents				16		30		28		23		21				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week

				Calls Received				95		110		87		115		90				497

				Calls Handled				95		107		81		106		86				475

				Calls Abandoned				0		3		6		9		4				22

				Abandon % (>5%)(Less Short Aban)				0.00%		2.73%		6.90%		7.83%		4.44%				4.38%

				Avg Time to Abandon				0:00:00		0:05:47		0:06:34		0:03:08		0:05:30				0:04:11

				Average Wait Time (>5 min)				0:00:04		0:01:31		0:01:57		0:03:02		0:00:53				0:01:29

				Max Wait Time				0:01:08		0:13:58		0:15:06		0:12:04		0:09:46				0:15:06

				Service Level (<95% calls under 5 min)				97.89%		62.39%		57.47%		33.93%		68.54%				64.04%

				Talk Time (Avg)				0:02:22		0:05:58		0:08:16		0:06:43		0:06:56				0:06:03

				Call Handle Time (Avg)				0:05:37		0:10:50		0:13:13		0:11:04		0:11:26				0:10:26

				Max Agents				1.48		3.22		2.97		3.26		2.73				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week

				Calls Received				110		172		170		150		91				693

				Calls Handled				108		164		158		144		90				664

				Calls Abandoned				1		8		12		5		1				27

				Abandon % (>5%)(Less Short Aban)				0.91%		4.65%		7.06%		3.33%		1.10%				3.41%

				Avg Time to Abandon				0:00:32		0:06:42		0:02:41		0:04:25		0:08:02				0:04:28

		 		Average Wait Time (>5 min)				0:00:08		0:01:56		0:00:41		0:01:26		0:01:21				0:01:06

				Max Wait Time				0:02:17		0:14:39		0:06:32		0:09:35		0:09:15				0:14:39

				Service Level (<95% calls under 5 min)				93.58%		52.91%		68.82%		62.00%		71.43%				69.75%

				Talk Time (Avg)				0:02:05		0:05:11		0:04:38		0:05:35		0:05:15				0:04:32

				Call Handle Time (Avg)				0:03:08		0:07:01		0:06:40		0:07:28		0:06:55				0:06:14

				Max Agents				0.95		3.19		2.93		2.99		1.73				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week

				Calls Received				18		88		57		47		55				265

				Calls Handled				17		84		47		46		54				247

				Calls Abandoned				1		3		7		1		1				13

				Abandon % (>5%)(Less Short Aban)				3.77%		3.32%		15.71%		2.22%		2.43%				5.49%

				Avg Time to Abandon				0:05:17		0:04:27		0:12:05		0:05:11		0:11:58				0:07:47

				Average Wait Time (>5 min)				0:02:30		0:03:51		0:12:03		0:02:16		0:02:13				0:04:34

				Max Wait Time				0:23:42		0:20:53		0:40:39		0:18:08		0:16:43				0:40:39

				Service Level (<95% calls under 5 min)				98.25%		71.99%		72.24%		84.44%		82.95%				81.97%

				Talk Time (Avg)				0:05:15		0:08:43		0:10:22		0:09:56		0:10:38				0:08:58

				Call Handle Time (Avg)				0:10:04		0:16:23		0:17:11		0:17:46		0:18:06				0:15:54

				Percent. calls transferred by CSS				3.35%		13.50%		9.88%		9.77%		13.22%				9.94%

				Max Agents				5.92		15.05		13.35		11.10		10.35				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				18		44		82		18		11				173

				Error				0		2		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				5		3		10		1		0				19

				No Response				1		2		10		3		0				16

				Total Requests				24		51		102		22		11				210

				% Connected				75%		86%		80%		82%		100%				84.70%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		22		11		5		7				45

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		8		0		2		2				12

				No Response				0		1		0		2		1				4

				Total Requests				0		31		11		9		10				61

				% Connected				na		71%		100%		56%		70%				74.13%

































































































































































8.14.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week

				Calls Received				588		571		460		405		435				2459

				Calls Handled				586		551		434		389		424				2384

				Calls Abandoned				1		18		25		15		10				70

				Abandon % (>5%)(Less Short Aban)				0.16%		3.16%		5.49%		3.82%		2.28%				2.98%

				Avg Time to Abandon				0:05:55		0:08:52		0:09:06		0:05:47		0:07:56				0:07:31

				Average Wait Time (>5 min)				0:00:22		0:02:54		0:04:32		0:01:38		0:01:29				0:02:11

				Max Wait Time				0:08:46		0:27:39		0:28:24		0:24:29		0:18:59				0:28:24

				Service Level (<80% calls under 5 min)				90.57%		68.68%		57.40%		71.56%		74.43%				72.53%

				Talk Time (Avg)				0:08:52		0:08:05		0:09:00		0:08:27		0:08:58				0:08:40

				Call Handle Time (Avg)				0:15:23		0:15:02		0:16:13		0:15:32		0:15:37				0:15:33

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				75.94%		76.88%		79.64%		78.71%		79.73%				78.18%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				49		62		50		40		48				249

		 		Short Abandon (under 60 seconds)				0		1		1		2		0				4

				% of calls answered in under 10 minutes				100.00%		84.73%		81.42%		95.07%		94.89%				91.22%

				Occupancy				na		na		na		na		na				na

				Max Agents				27		26		23		19		21				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week

				Calls Received				60		73		73		96		59				361

				Calls Handled				59		73		71		91		56				350

				Calls Abandoned				1		0		1		4		0				6

				Abandon % (>5%)(Less Short Aban)				1.67%		0.00%		1.37%		4.17%		0.00%				1.44%

				Avg Time to Abandon				0:00:46		0:00:00		0:01:23		0:01:15		0:00:00				0:00:40

				Average Wait Time (>5 min)				0:00:14		0:00:39		0:01:04		0:00:45		0:00:34				0:00:39

				Max Wait Time				0:04:14		0:06:08		0:07:34		0:07:15		0:11:58				0:11:58

				Service Level (<95% calls under 5 min)				89.83%		79.45%		71.83%		74.47%		85.96%				80.31%

				Talk Time (Avg)				0:06:57		0:07:00		0:06:58		0:06:37		0:07:37				0:07:01

				Call Handle Time (Avg)				0:11:25		0:10:41		0:10:47		0:10:13		0:11:25				0:10:54

				Max Agents				1.87		2.17		2.13		2.61		1.84				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week

				Calls Received				145		149		140		134		110				678

				Calls Handled				142		134		140		132		110				658

				Calls Abandoned				2		15		0		2		0				19

				Abandon % (>5%)(Less Short Aban)				1.38%		10.07%		0.00%		1.49%		0.00%				2.59%

				Avg Time to Abandon				0:01:43		0:04:46		0:00:00		0:06:50		0:00:00				0:02:39

		 		Average Wait Time (>5 min)				0:00:43		0:02:58		0:00:35		0:00:42		0:00:16				0:01:02

				Max Wait Time				0:07:11		0:21:23		0:06:56		0:14:09		0:05:22				0:21:23

				Service Level (<95% calls under 5 min)				79.17%		41.61%		78.57%		84.33%		88.18%				74.37%

				Talk Time (Avg)				0:04:28		0:05:54		0:04:24		0:04:47		0:04:13				0:04:45

				Call Handle Time (Avg)				0:06:19		0:08:11		0:06:03		0:06:41		0:05:54				0:06:37

				Max Agents				2.51		3.05		2.35		2.45		1.80				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week

				Calls Received				49		62		50		40		48				249

				Calls Handled				49		58		45		37		46				235

				Calls Abandoned				0		3		4		2		2				11

				Abandon % (>5%)(Less Short Aban)				0.33%		6.01%		8.19%		6.34%		3.47%				4.87%

				Avg Time to Abandon				0:05:55		0:09:07		0:09:14		0:05:18		0:09:27				0:07:48

				Average Wait Time (>5 min)				0:00:43		0:05:50		0:06:20		0:02:46		0:02:50				0:03:41

				Max Wait Time				0:08:46		0:27:39		0:26:52		0:24:29		0:18:59				0:27:39

				Service Level (<95% calls under 5 min)				100.00%		93.35%		67.87%		82.92%		87.50%				86.33%

				Talk Time (Avg)				0:09:36		0:09:07		0:10:28		0:10:35		0:10:20				0:10:01

				Call Handle Time (Avg)				0:16:32		0:15:46		0:18:14		0:18:41		0:17:50				0:17:24

				Percent. calls transferred by CSS				8.33%		10.86%		10.87%		9.88%		11.03%				10.19%

				Max Agents				14.04		13.83		11.74		10.63		10.00				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				6		55		44		14		14				133

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		4		2		2				8

				No Response				0		19		6		4		3				32

				Total Requests				6		75		55		20		19				175

				% Connected				100%		73%		80%		70%		74%				79.40%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		28		2		2				32

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		0		0				2

				No Response				0		0		0		1		0				1

				Total Requests				0		0		30		3		2				35

				% Connected				na		na		93%		67%		100%				86.67%

































































































































































8.7.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week

				Calls Received				499		428		396		346		401				2070

				Calls Handled				491		425		394		340		399				2049

				Calls Abandoned				7		3		2		4		1				17

				Abandon % (>5%)(Less Short Aban)				1.44%		0.63%		0.45%		1.28%		0.22%				0.80%

				Avg Time to Abandon				0:05:46		0:07:26		0:09:52		0:05:19		0:12:29				0:08:10

				Average Wait Time (>5 min)				0:00:42		0:00:55		0:00:23		0:01:26		0:00:55				0:00:52

				Max Wait Time				0:09:24		0:18:25		0:12:11		0:28:33		0:16:42				0:28:33

				Service Level (<80% calls under 5 min)				80.54%		76.32%		88.94%		82.22%		81.96%				82.00%

				Talk Time (Avg)				0:08:21		0:08:40		0:08:02		0:09:08		0:08:42				0:08:34

				Call Handle Time (Avg)				0:15:05		0:15:11		0:14:34		0:16:10		0:15:38				0:15:19

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.66%		81.10%		80.68%		77.31%		75.58%				79.27%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				56		45		47		44		49				241

		 		Short Abandon (under 60 seconds)				0		0		0		0		1				1

				% of calls answered in under 10 minutes				100.00%		98.30%		99.77%		93.98%		98.43%				98.10%

				Occupancy				na		na		na		na		na				na

				Max Agents				23		20		18		18		20				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week

				Calls Received				100		66		72		50		62				350

				Calls Handled				95		66		71		48		62				342

				Calls Abandoned				4		0		1		0		0				5

				Abandon % (>5%)(Less Short Aban)				4.00%		0.00%		1.39%		0.00%		0.00%				1.08%

				Avg Time to Abandon				0:01:38		0:00:00		0:01:07		0:00:00		0:00:00				0:00:33

				Average Wait Time (>5 min)				0:00:56		0:00:27		0:01:41		0:00:02		0:00:52				0:00:47

				Max Wait Time				0:09:19		0:05:53		0:11:58		0:00:10		0:06:39				0:11:58

				Service Level (<95% calls under 5 min)				76.04%		83.33%		61.11%		100.00%		75.81%				79.26%

				Talk Time (Avg)				0:06:44		0:06:19		0:07:01		0:06:38		0:07:07				0:06:45

				Call Handle Time (Avg)				0:10:43		0:11:26		0:11:36		0:10:26		0:11:04				0:11:03

				Max Agents				2.83		2.09		2.29		1.45		1.91				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week

				Calls Received				165		142		151		129		113				700

				Calls Handled				158		134		144		129		111				676

				Calls Abandoned				7		8		7		0		2				24

				Abandon % (>5%)(Less Short Aban)				4.24%		5.63%		4.64%		0.00%		1.77%				3.26%

				Avg Time to Abandon				0:02:03		0:01:44		0:02:13		0:00:00		0:01:01				0:01:24

		 		Average Wait Time (>5 min)				0:00:30		0:00:19		0:00:48		0:00:14		0:00:48				0:00:31

				Max Wait Time				0:07:54		0:03:07		0:06:49		0:04:15		0:10:18				0:10:18

				Service Level (<95% calls under 5 min)				82.42%		82.39%		68.87%		89.92%		80.53%				80.83%

				Talk Time (Avg)				0:04:31		0:05:47		0:04:56		0:05:21		0:05:35				0:05:14

				Call Handle Time (Avg)				0:06:26		0:08:04		0:06:35		0:07:18		0:07:32				0:07:11

				Max Agents				2.83		3.00		2.63		2.62		2.32				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week

				Calls Received				56		45		47		44		49				241

				Calls Handled				55		45		47		42		48				237

				Calls Abandoned				1		0		0		1		0				3

				Abandon % (>5%)(Less Short Aban)				1.68%		0.50%		0.53%		3.01%		0.44%				1.23%

				Avg Time to Abandon				0:06:00		0:10:37		0:07:36		0:04:43		0:12:29				0:08:17

				Average Wait Time (>5 min)				0:00:58		0:01:44		0:00:15		0:03:20		0:01:38				0:01:35

				Max Wait Time				0:09:24		0:18:25		0:06:08		0:28:33		0:16:42				0:28:33

				Service Level (<95% calls under 5 min)				83.91%		85.71%		85.83%		94.20%		92.44%				88.42%

				Talk Time (Avg)				0:09:48		0:10:04		0:09:16		0:11:14		0:09:31				0:09:58

				Call Handle Time (Avg)				0:16:38		0:17:06		0:15:24		0:19:22		0:16:36				0:17:01

				Percent. calls transferred by CSS				11.22%		10.51%		11.87%		12.72%		12.22%				11.71%

				Max Agents				10.99		9.49		8.08		8.92		10.37				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		11		0		12		13				40

				Error				0		2		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		3		1				4

				No Response				0		0		0		3		0				3

				Total Requests				4		13		0		18		14				49

				% Connected				100%		85%		na		67%		93%				86.03%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				3		0		3		1		0				7

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		0				1

				No Response				0		0		0		0		0				0

				Total Requests				3		0		4		1		0				8

				% Connected				100%		na		75%		100%		na				91.67%

































































































































































7.31.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week

				Calls Received				598		474		376		366		351				2165

				Calls Handled				564		453		366		359		342				2083

				Calls Abandoned				32		17		7		5		10				71

				Abandon % (>5%)(Less Short Aban)				5.29%		3.64%		1.84%		1.45%		2.83%				3.01%

				Avg Time to Abandon				0:07:10		0:06:10		0:04:41		0:04:55		0:04:50				0:05:33

				Average Wait Time (>5 min)				0:04:12		0:01:41		0:00:57		0:01:34		0:00:44				0:01:49

				Max Wait Time				0:29:27		0:16:19		0:16:38		0:20:47		0:12:05				0:29:27

				Service Level (<80% calls under 5 min)				39.38%		67.09%		76.39%		73.30%		80.98%				67.43%

				Talk Time (Avg)				0:07:27		0:07:59		0:07:57		0:08:03		0:08:47				0:08:02

				Call Handle Time (Avg)				0:13:39		0:15:06		0:15:12		0:15:08		0:16:42				0:15:09

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.24%		79.12%		83.31%		82.72%		79.85%				81.05%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				82		76		59		48		38				303

		 		Short Abandon (under 60 seconds)				1		0		1		1		1				4

				% of calls answered in under 10 minutes				86.92%		95.64%		97.88%		95.81%		99.20%				95.09%

				Occupancy				na		na		na		na		na				na

				Max Agents				26		23		18		17		18				26



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week

				Calls Received				88		70		66		60		38				322

				Calls Handled				88		70		66		59		36				319

				Calls Abandoned				0		0		0		0		2				2

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		5.26%				1.05%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:03:04				0:00:36

				Average Wait Time (>5 min)				0:00:31		0:00:06		0:00:20		0:01:28		0:00:58				0:00:40

				Max Wait Time				0:05:06		0:02:15		0:05:30		0:07:55		0:07:22				0:07:55

				Service Level (<95% calls under 5 min)				80.68%		95.71%		90.91%		61.67%		75.68%				80.93%

				Talk Time (Avg)				0:08:10		0:06:51		0:06:35		0:08:06		0:06:28				0:07:14

				Call Handle Time (Avg)				0:12:18		0:12:07		0:11:59		0:12:51		0:10:34				0:11:57

				Max Agents				3.01		2.35		2.20		2.14		1.06				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week

				Calls Received				142		130		137		140		114				663

				Calls Handled				138		127		135		133		113				646

				Calls Abandoned				3		2		2		6		1				14

				Abandon % (>5%)(Less Short Aban)				2.11%		1.54%		1.46%		4.29%		0.88%				2.06%

				Avg Time to Abandon				0:01:15		0:05:51		0:00:50		0:01:44		0:00:46				0:02:05

		 		Average Wait Time (>5 min)				0:00:46		0:00:39		0:00:42		0:00:42		0:00:14				0:00:36

				Max Wait Time				0:08:20		0:08:45		0:06:04		0:08:40		0:03:05				0:08:45

				Service Level (<95% calls under 5 min)				71.63%		76.92%		78.10%		79.29%		88.60%				78.91%

				Talk Time (Avg)				0:04:39		0:04:24		0:04:52		0:05:07		0:04:26				0:04:41

				Call Handle Time (Avg)				0:06:39		0:06:45		0:06:47		0:06:45		0:06:23				0:06:39

				Max Agents				2.57		2.38		2.54		2.50		2.00				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week

				Calls Received				82		76		59		48		38				303

				Calls Handled				78		74		58		47		35				293

				Calls Abandoned				4		1		1		0		2				8

				Abandon % (>5%)(Less Short Aban)				5.08%		1.72%		1.09%		0.56%		5.99%				2.89%

				Avg Time to Abandon				0:06:39		0:02:54		0:04:57		0:04:08		0:04:56				0:04:42

				Average Wait Time (>5 min)				0:04:29		0:00:27		0:00:45		0:02:05		0:01:35				0:01:52

				Max Wait Time				0:20:46		0:12:17		0:16:38		0:16:37		0:12:05				0:20:46

				Service Level (<95% calls under 5 min)				35.31%		52.70%		72.80%		78.39%		93.24%				66.49%

				Talk Time (Avg)				0:09:30		0:09:53		0:09:47		0:08:32		0:09:54				0:09:31

				Call Handle Time (Avg)				0:17:53		0:17:17		0:18:07		0:15:47		0:18:03				0:17:25

				Percent. calls transferred by CSS				13.71%		16.03%		15.69%		13.11%		10.83%				13.88%

				Max Agents				12.71		11.18		9.20		7.75		8.37				13

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				51		7		7		12		3				80

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				3		0		0		1		0				4

				No Response				3		0		1		4		0				8

				Total Requests				58		7		8		17		3				93

				% Connected				88%		100%		88%		71%		100%				89.20%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		Week

				Busy		 		1		0		0		0		0				1

				Caller canceled				0		1		0		0		0				1

				Connected				34		18		6		5		0				63

				Error				0		0		1		1		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		3		0		0				4

				No Response				9		2		3		2		0				16

				Total Requests				44		22		13		8		0				87

				% Connected				77%		82%		46%		63%		na				66.94%

































































































































































7.24.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week

				Calls Received				529		443		455		484		589				2500

				Calls Handled				517		432		450		443		544				2385

				Calls Abandoned				10		10		3		36		54				112

				Abandon % (>5%)(Less Short Aban)				1.81%		2.24%		0.58%		7.50%		9.17%				4.26%

				Avg Time to Abandon				0:05:54		0:05:51		0:08:38		0:08:05		0:13:52				0:08:28

				Average Wait Time (>5 min)				0:01:36		0:01:06		0:01:30		0:04:35		0:07:11				0:03:11

				Max Wait Time				0:28:46		0:11:02		0:17:00		0:29:26		0:42:22				0:42:22

				Service Level (<80% calls under 5 min)				77.65%		73.58%		66.73%		47.58%		40.14%				61.14%

				Talk Time (Avg)				0:08:11		0:07:50		0:08:13		0:08:02		0:07:57				0:08:02

				Call Handle Time (Avg)				0:14:06		0:13:56		0:14:26		0:14:15		0:14:33				0:14:15

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.40%		82.15%		83.35%		85.83%		82.99%				82.95%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				78		49		64		76		109				376

		 		Short Abandon (under 60 seconds)				1		1		0		1		3				6

				% of calls answered in under 10 minutes				93.25%		98.54%		97.08%		80.54%		72.54%				88.39%

				Occupancy				na		na		na		na		na				na

				Max Agents				24		19		21		22		29				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week

				Calls Received				75		93		78		112		119				477

				Calls Handled				72		88		74		107		117				458

				Calls Abandoned				0		1		1		2		2				6

				Abandon % (>5%)(Less Short Aban)				0.00%		1.08%		1.28%		1.79%		1.68%				1.17%

				Avg Time to Abandon				0:00:00		0:03:31		0:01:31		0:01:07		0:01:40				0:01:33

				Average Wait Time (>5 min)				0:01:04		0:00:47		0:01:02		0:01:29		0:01:16				0:01:07

				Max Wait Time				0:08:34		0:10:43		0:09:29		0:10:13		0:10:01				0:10:43

				Service Level (<95% calls under 5 min)				78.38%		78.49%		76.92%		67.57%		63.03%				72.88%

				Talk Time (Avg)				0:07:15		0:07:24		0:08:12		0:06:54		0:08:14				0:07:35

				Call Handle Time (Avg)				0:11:46		0:11:24		0:12:59		0:11:17		0:12:32				0:11:59

				Max Agents				2.45		2.91		2.78		3.45		4.07				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week

				Calls Received				137		153		165		168		127				750

				Calls Handled				136		148		161		158		125				728

				Calls Abandoned				1		5		3		5		1				15

				Abandon % (>5%)(Less Short Aban)				0.73%		3.27%		1.82%		2.98%		0.79%				1.92%

				Avg Time to Abandon				0:02:23		0:02:16		0:02:59		0:04:57		0:03:21				0:03:11

		 		Average Wait Time (>5 min)				0:00:58		0:00:27		0:00:45		0:01:22		0:00:47				0:00:51

				Max Wait Time				0:08:31		0:06:42		0:06:57		0:09:22		0:07:54				0:09:22

				Service Level (<95% calls under 5 min)				63.50%		80.39%		71.52%		59.28%		68.50%				68.64%

				Talk Time (Avg)				0:04:56		0:05:00		0:04:53		0:05:28		0:04:56				0:05:02

				Call Handle Time (Avg)				0:06:51		0:06:56		0:06:44		0:07:45		0:06:45				0:07:00

				Max Agents				2.59		2.85		3.01		3.43		2.35				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week

				Calls Received				78		49		64		76		109				376

				Calls Handled				76		48		63		71		86				345

				Calls Abandoned				2		1		1		4		17				24

				Abandon % (>5%)(Less Short Aban)				1.99%		1.49%		1.43%		5.45%		19.93%				6.06%

				Avg Time to Abandon				0:06:20		0:04:33		0:08:38		0:10:45		0:15:18				0:09:06

				Average Wait Time (>5 min)				0:02:15		0:00:59		0:01:57		0:04:22		0:18:02				0:05:31

				Max Wait Time				0:28:46		0:09:15		0:17:00		0:25:02		0:42:22				0:42:22

				Service Level (<95% calls under 5 min)				75.71%		73.10%		72.08%		50.74%		58.45%				66.02%

				Talk Time (Avg)				0:10:47		0:09:35		0:10:42		0:10:04		0:10:38				0:10:21

				Call Handle Time (Avg)				0:18:35		0:17:30		0:19:04		0:18:40		0:19:59				0:18:45

				Percent. calls transferred by CSS				14.74%		11.06%		14.07%		15.70%		18.51%				14.82%

				Max Agents				12.95		9.81		11.11		11.40		15.03				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				25		0		12		42		101				180

				Error				0		0		1		1		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		3		8				12

				No Response				6		0		3		6		15				30

				Total Requests				31		0		17		52		124				224

				% Connected				81%		0%		71%		81%		81%				62.69%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				13		0		10		46		11				80

				Error				0		0		0		2		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				4		0		1		3		0				8

				No Response				3		0		2		8		7				20

				Total Requests				20		0		13		59		18				110

				% Connected				65%		na		77%		78%		61%				70.25%

































































































































































7.17.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week

				Calls Received				526		473		440		372		379				2190

				Calls Handled				516		426		435		368		377				2121

				Calls Abandoned				7		31		2		3		3				47

				Abandon % (>5%)(Less Short Aban)				1.39%		6.64%		0.39%		0.93%		0.69%				2.01%

				Avg Time to Abandon				0:08:26		0:04:02		0:05:27		0:05:35		0:03:40				0:05:26

				Average Wait Time (>5 min)				0:00:33		0:00:43		0:00:30		0:00:32		0:00:19				0:00:31

				Max Wait Time				0:16:59		0:13:06		0:22:46		0:10:55		0:13:34				0:22:46

				Service Level (<80% calls under 5 min)				86.74%		73.66%		83.04%		83.53%		92.63%				83.92%

				Talk Time (Avg)				0:08:02		0:08:18		0:07:26		0:08:17		0:08:07				0:08:02

				Call Handle Time (Avg)				0:14:11		0:14:12		0:12:49		0:14:16		0:14:19				0:13:57

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.70%		79.58%		83.01%		83.10%		84.23%				82.52%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				50		54		69		60		55				288

		 		Short Abandon (under 60 seconds)				1		0		0		1		0				2

				% of calls answered in under 10 minutes				99.12%		99.37%		99.80%		99.77%		99.07%				99.42%

				Occupancy				na		na		na		na		na				na

				Max Agents				23		21		18		17		17				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week

				Calls Received				88		94		75		69		64				390

				Calls Handled				82		84		70		68		64				368

				Calls Abandoned				5		10		4		1		0				20

				Abandon % (>5%)(Less Short Aban)				5.68%		10.64%		5.33%		1.45%		0.00%				4.62%

				Avg Time to Abandon				0:02:41		0:07:54		0:01:59		0:04:42		0:00:00				0:03:27

				Average Wait Time (>5 min)				0:01:41		0:01:21		0:00:36		0:00:31		0:00:25				0:00:54

				Max Wait Time				0:08:15		0:30:17		0:07:32		0:04:53		0:06:04				0:30:17

				Service Level (<95% calls under 5 min)				54.02%		73.12%		78.87%		82.61%		89.06%				75.54%

				Talk Time (Avg)				0:05:40		0:06:02		0:06:39		0:06:47		0:06:02				0:06:14

				Call Handle Time (Avg)				0:09:53		0:10:34		0:10:56		0:10:47		0:10:02				0:10:26

				Max Agents				2.28		2.47		2.16		2.04		1.78				2				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week

				Calls Received				137		158		131		157		135				718

				Calls Handled				133		137		129		153		134				686

				Calls Abandoned				3		19		1		4		1				28

				Abandon % (>5%)(Less Short Aban)				2.19%		12.03%		0.76%		2.55%		0.74%				3.65%

				Avg Time to Abandon				0:03:10		0:11:19		0:01:57		0:04:02		0:00:48				0:04:15

		 		Average Wait Time (>5 min)				0:00:43		0:01:58		0:01:12		0:01:08		0:00:31				0:01:06

				Max Wait Time				0:09:43		0:46:48		0:12:27		0:10:53		0:11:29				0:46:48

				Service Level (<95% calls under 5 min)				75.00%		64.74%		76.92%		70.70%		85.93%				74.66%

				Talk Time (Avg)				0:05:06		0:05:35		0:04:14		0:05:00		0:04:35				0:04:54

				Call Handle Time (Avg)				0:06:52		0:07:39		0:06:12		0:06:45		0:06:28				0:06:47

				Max Agents				2.56		2.96		2.24		2.87		2.41				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week

				Calls Received				50		54		69		60		55				288

				Calls Handled				49		50		69		59		54				282

				Calls Abandoned				1		2		0		1		1				5

				Abandon % (>5%)(Less Short Aban)				1.57%		4.85%		0.00%		1.16%		1.18%				1.75%

				Avg Time to Abandon				0:10:03		0:04:03		0:00:00		0:06:03		0:03:18				0:04:41

				Average Wait Time (>5 min)				0:00:39		0:00:07		0:00:16		0:00:30		0:00:24				0:00:23

				Max Wait Time				0:14:08		0:03:09		0:22:46		0:10:55		0:10:52				0:22:46

				Service Level (<95% calls under 5 min)				88.75%		61.07%		74.76%		81.47%		92.05%				79.62%

				Talk Time (Avg)				0:09:37		0:10:35		0:09:53		0:10:31		0:10:27				0:10:12

				Call Handle Time (Avg)				0:17:06		0:17:21		0:17:03		0:18:12		0:17:48				0:17:30

				Percent. calls transferred by CSS				9.51%		11.42%		15.68%		16.13%		14.51%				13.45%

				Max Agents				12.06		10.93		9.42		8.69		8.40				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		4		2		4		0				18

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		6		0		0		0				6

				No Response				1		0		2		0		0				3

				Total Requests				9		10		4		4		0				27

				% Connected				89%		40%		50%		100%		na				69.72%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				3		0		2		2		3				10

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				3		0		0		0		1				4

				Total Requests				6		0		2		2		4				14

				% Connected				50%		na		100%		100%		75%				81.25%

































































































































































7.10.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week

				Calls Received				523		410		429		376		346				2084

				Calls Handled				518		398		419		365		342				2042

				Calls Abandoned				3		8		9		9		3				31

				Abandon % (>5%)(Less Short Aban)				0.51%		1.94%		2.08%		2.39%		0.77%				1.54%

				Avg Time to Abandon				0:04:16		0:08:12		0:04:58		0:06:16		0:05:44				0:05:53

				Average Wait Time (>5 min)				0:00:34		0:01:14		0:00:36		0:01:30		0:01:20				0:01:02

				Max Wait Time				0:08:55		0:17:28		0:12:48		0:15:42		0:27:07				0:27:07

				Service Level (<80% calls under 5 min)				82.31%		72.11%		78.96%		70.98%		80.77%				77.03%

				Talk Time (Avg)				0:08:12		0:08:19		0:08:30		0:08:24		0:07:35				0:08:12

				Call Handle Time (Avg)				0:14:15		0:14:04		0:14:30		0:14:53		0:14:12				0:14:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.46%		81.64%		86.82%		84.05%		82.87%				83.37%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				67		53		52		42		46				260

		 		Short Abandon (under 60 seconds)				0		0		0		1		0				1

				% of calls answered in under 10 minutes				100.00%		98.44%		99.79%		96.31%		94.83%				97.87%

				Occupancy				na		na		na		na		na				na

				Max Agents				23		18		19		17		15				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week

				Calls Received				69		86		73		58		65				351

				Calls Handled				69		83		71		58		64				345

				Calls Abandoned				0		3		2		0		1				6

				Abandon % (>5%)(Less Short Aban)				0.00%		3.49%		2.74%		0.00%		1.54%				1.55%

				Avg Time to Abandon				0:00:00		0:02:38		0:04:19		0:00:00		0:00:47				0:01:32

				Average Wait Time (>5 min)				0:00:17		0:01:15		0:01:10		0:00:57		0:00:21				0:00:48

				Max Wait Time				0:06:38		0:08:42		0:09:29		0:08:30		0:04:56				0:09:29

				Service Level (<95% calls under 5 min)				94.20%		61.63%		75.00%		75.86%		87.50%				78.84%

				Talk Time (Avg)				0:06:24		0:06:24		0:05:56		0:07:00		0:07:28				0:06:38

				Call Handle Time (Avg)				0:09:57		0:11:38		0:10:26		0:10:45		0:12:24				0:11:02

				Max Agents				1.91		2.68		2.06		1.73		2.21				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week

				Calls Received				171		146		154		157		127				755

				Calls Handled				161		140		146		155		125				727

				Calls Abandoned				10		5		8		2		1				26

				Abandon % (>5%)(Less Short Aban)				5.85%		3.42%		5.19%		1.27%		0.79%				3.30%

				Avg Time to Abandon				0:04:31		0:03:52		0:03:58		0:02:00		0:00:37				0:02:59

		 		Average Wait Time (>5 min)				0:01:57		0:01:17		0:01:19		0:01:13		0:00:39				0:01:17

				Max Wait Time				0:15:12		0:08:41		0:11:31		0:07:03		0:07:41				0:15:12

				Service Level (<95% calls under 5 min)				54.39%		56.55%		64.94%		61.15%		82.54%				63.91%

				Talk Time (Avg)				0:05:33		0:04:54		0:05:33		0:05:43		0:04:41				0:05:16

				Call Handle Time (Avg)				0:07:32		0:06:45		0:07:18		0:07:54		0:06:39				0:07:13

				Max Agents				3.37		2.64		2.96		3.40		2.33				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week

				Calls Received				67		53		52		42		46				260

				Calls Handled				66		51		51		41		45				254

				Calls Abandoned				0		0		1		0		1				2

				Abandon % (>5%)(Less Short Aban)				0.00%		0.54%		1.51%		1.09%		1.78%				0.98%

				Avg Time to Abandon				0:00:00		0:17:42		0:04:38		0:06:49		0:05:44				0:06:58

				Average Wait Time (>5 min)				0:00:58		0:00:50		0:00:25		0:01:15		0:02:41				0:01:13

				Max Wait Time				0:08:55		0:17:28		0:09:06		0:14:26		0:27:07				0:27:07

				Service Level (<95% calls under 5 min)				86.01%		63.80%		73.40%		69.79%		87.89%				76.18%

				Talk Time (Avg)				0:09:51		0:09:40		0:10:38		0:10:30		0:09:31				0:10:02

				Call Handle Time (Avg)				0:17:40		0:16:51		0:17:27		0:18:30		0:17:53				0:17:40

				Percent. calls transferred by CSS				12.81%		12.93%		12.12%		11.17%		13.29%				12.46%

				Max Agents				12.11		8.61		9.64		9.40		8.39				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		2		0		0		0				2

				Connected				4		5		2		5		19				35

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		0		0		2				4

				No Response				0		4		0		1		4				9

				Total Requests				4		13		2		6		25				50

				% Connected				100%		38%		100%		83%		76%				79.56%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		7		3		16		0				26

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		1		0				1

				No Response				0		0		0		0		0				0

				Total Requests				0		7		3		17		0				27

				% Connected				na		100%		100%		94%		na				98.04%

































































































































































7.3.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week

				Calls Received						498		447		379		366				1690

				Calls Handled						487		444		373		362				1667

				Calls Abandoned						7		2		0		3				12

				Abandon % (>5%)(Less Short Aban)						1.45%		0.39%		0.95%		0.75%				0.89%

				Avg Time to Abandon						0:06:11		0:04:25		0:00:33		0:08:24				0:04:53

				Average Wait Time (>5 min)						0:00:38		0:00:09		0:00:33		0:00:25				0:00:26

				Max Wait Time						0:12:26		0:05:01		0:09:20		0:20:23				0:20:23

				Service Level (<80% calls under 5 min)						82.33%		94.27%		84.41%		91.50%				88.13%

				Talk Time (Avg)						0:07:26		0:08:10		0:08:01		0:08:00				0:07:54

				Call Handle Time (Avg)						0:13:12		0:13:49		0:13:48		0:13:32				0:13:35

				Transfer Out						na		na		0:13:48		na				na

				First Call Resolution %						77.91%		82.50%		80.93%		80.32%				80.42%

				Complaints Received										40						40						 

				Complaints Resolved										0.00%						0

				Helpline (Transfers)						55		60		40.00%		36				151

		 		Short Abandon (under 60 seconds)						0		0		0.00%		0				0

				% of calls answered in under 10 minutes						99.82%		100.00%		100.00%		98.74%				99.64%

				Occupancy						na		na		na		na				na

				Max Agents						20		19		16		15				20



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week

				Calls Received						47		75		74		52				248

				Calls Handled						47		72		74		52				245

				Calls Abandoned						0		3				0				3

				Abandon % (>5%)(Less Short Aban)						0.00%		4.00%		0.00%		0.00%				1.00%

				Avg Time to Abandon						0:00:00		0:02:38				0:00:00				0:00:52

				Average Wait Time (>5 min)						0:00:56		0:01:16		0:00:09		0:00:34				0:00:43

				Max Wait Time						0:05:56		0:07:46		0:06:42		0:05:38				0:07:46

				Service Level (<95% calls under 5 min)						78.72%		65.33%		95.95%		82.69%				80.67%

				Talk Time (Avg)						0:06:08		0:07:52		0:07:21		0:08:09				0:07:22

				Call Handle Time (Avg)						0:11:02		0:11:59		0:11:43		0:12:02				0:11:41

				Max Agents						1.44		2.40		2.00		1.74				2				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week

				Calls Received						132		155		163		132				582

				Calls Handled						128		154		153		125				560

				Calls Abandoned						3		1				7				11

				Abandon % (>5%)(Less Short Aban)						2.27%		0.65%		6.13%		5.30%				3.59%

				Avg Time to Abandon						0:02:00		0:05:36				0:03:06				0:03:34

		 		Average Wait Time (>5 min)						0:00:48		0:00:36		0:03:15		0:02:23				0:01:45

				Max Wait Time						0:07:27		0:05:28		0:15:52		0:15:15				0:15:52

				Service Level (<95% calls under 5 min)						71.21%		75.48%		31.29%		50.00%				57.00%

				Talk Time (Avg)						0:04:34		0:04:40		0:05:17		0:05:04				0:04:53

				Call Handle Time (Avg)						0:06:23		0:06:35		0:07:03		0:06:59				0:06:45

				Max Agents						2.27		2.82		3.00		2.42				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week

				Calls Received						55		60		40		36				191

				Calls Handled						54		60		0		35				148

				Calls Abandoned						0		0				1				1

				Abandon % (>5%)(Less Short Aban)						0.83%		0.00%		0.00%		1.80%				0.66%

				Avg Time to Abandon						0:08:29		0:00:00		0:00:00		0:08:24				0:04:13

				Average Wait Time (>5 min)						0:00:36		0:00:05		0:00:28		0:00:52				0:00:30

				Max Wait Time						0:08:29		0:02:57		0:09:20		0:20:23				0:20:23

				Service Level (<95% calls under 5 min)						81.09%		91.72%				95.32%				89.38%

				Talk Time (Avg)						0:09:09		0:10:58		0:09:22		0:09:58				0:09:51

				Call Handle Time (Avg)						0:16:24		0:18:00		0:16:21		0:17:10				0:16:58

				Percent. calls transferred by CSS						11.04%		13.42%		na		9.84%				11.43%

				Max Agents						10.97		10.24		8.00		7.96				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						5		0		2		3				10

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		2				2

				No Response						0		0		0		4				4

				Total Requests						5		0		2		9				16

				% Connected						100%		na		100%		33%				77.78%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						0		0		7		0				7

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		3		0				3

				No Response						0		0		4		0				4

				Total Requests						0		0		14		0				14

				% Connected						na		na		50%		na				50.00%

































































































































































6.26.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week

				Calls Received				579		546		489		470		409				2493

				Calls Handled				559		525		486		467		405				2441

				Calls Abandoned				16		19		3		3		4				45

				Abandon % (>5%)(Less Short Aban)				2.81%		3.52%		0.52%		0.55%		1.09%				1.70%

				Avg Time to Abandon				0:08:33		0:08:47		0:05:30		0:03:52		0:14:54				0:08:19

				Average Wait Time (>5 min)				0:02:38		0:02:30		0:00:27		0:00:15		0:01:11				0:01:24

				Max Wait Time				0:26:44		0:33:29		0:09:48		0:17:14		0:24:06				0:33:29

				Service Level (<80% calls under 5 min)				64.03%		64.15%		89.91%		93.37%		86.49%				79.59%

				Talk Time (Avg)				0:08:08		0:07:47		0:08:00		0:08:27		0:07:52				0:08:02

				Call Handle Time (Avg)				0:14:06		0:14:05		0:13:51		0:14:46		0:14:15				0:14:12

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.30%		80.04%		82.04%		86.22%		80.44%				82.21%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				98		79		87		75		51				390

		 		Short Abandon (under 60 seconds)				1		1		0		0		0				2

				% of calls answered in under 10 minutes				88.60%		91.79%		100.00%		99.63%		94.49%				94.90%

				Occupancy				na		na		na		na		na				na

				Max Agents				27		25		22		22		18				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week

				Calls Received				102		142		100		140		63				547

				Calls Handled				102		135		98		136		63				534

				Calls Abandoned				0		6		1		3		0				10

				Abandon % (>5%)(Less Short Aban)				0.00%		4.23%		1.00%		2.14%		0.00%				1.47%

				Avg Time to Abandon				0:00:00		0:02:07		0:02:33		0:01:13		0:00:00				0:01:10

				Average Wait Time (>5 min)				0:00:33		0:02:00		0:00:51		0:01:18		0:00:31				0:01:02

				Max Wait Time				0:07:51		0:08:25		0:10:41		0:09:24		0:04:43				0:10:41

				Service Level (<95% calls under 5 min)				83.33%		43.88%		78.00%		63.50%		82.54%				70.25%

				Talk Time (Avg)				0:06:12		0:06:00		0:06:13		0:06:11		0:07:38				0:06:26

				Call Handle Time (Avg)				0:11:42		0:11:06		0:11:31		0:10:59		0:12:13				0:11:30

				Max Agents				3.31		4.20		3.17		4.18		2.14				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week

				Calls Received				122		158		161		130		113				684

				Calls Handled				122		149		159		128		113				671

				Calls Abandoned				0		8		1		1		0				10

				Abandon % (>5%)(Less Short Aban)				0.00%		5.06%		0.62%		0.77%		0.00%				1.29%

				Avg Time to Abandon				0:00:00		0:03:38		0:02:21		0:02:30		0:00:00				0:01:41

		 		Average Wait Time (>5 min)				0:00:21		0:01:18		0:00:48		0:00:28		0:00:40				0:00:43

				Max Wait Time				0:07:09		0:11:40		0:09:55		0:06:16		0:09:46				0:11:40

				Service Level (<95% calls under 5 min)				89.34%		61.39%		77.02%		85.38%		77.88%				78.20%

				Talk Time (Avg)				0:04:46		0:05:12		0:05:01		0:05:31		0:04:46				0:05:03

				Call Handle Time (Avg)				0:06:32		0:07:28		0:06:57		0:07:28		0:06:27				0:06:58

				Max Agents				2.22		3.09		3.07		2.66		2.02				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week

				Calls Received				98		79		87		75		51				390

				Calls Handled				90		72		86		73		49				371

				Calls Abandoned				5		4		1		1		1				13

				Abandon % (>5%)(Less Short Aban)				5.45%		6.13%		1.14%		1.30%		2.62%				3.33%

				Avg Time to Abandon				0:09:37		0:09:47		0:05:30		0:03:52		0:14:54				0:08:44

				Average Wait Time (>5 min)				0:06:06		0:05:02		0:00:44		0:00:27		0:02:43				0:03:00

				Max Wait Time				0:26:44		0:33:29		0:09:48		0:17:14		0:24:06				0:33:29

				Service Level (<95% calls under 5 min)				80.10%		74.73%		92.95%		94.60%		94.05%				87.29%

				Talk Time (Avg)				0:11:03		0:09:31		0:09:36		0:10:11		0:09:42				0:10:00

				Call Handle Time (Avg)				0:19:23		0:18:17		0:16:59		0:18:44		0:18:19				0:18:20

				Percent. calls transferred by vendor				16.93%		14.47%		17.79%		15.96%		12.47%				15.52%

				Max Agents				14.79		13.24		12.44		11.96		9.71				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		2		0		0		0				3

				Connected				34		37		4		3		23				101

				Error				0		1		0		0		1				2

				Invalid Number				0		0		0		0		0				0

				No Answer				5		0		0		0		1				6

				No Response				12		3		0		0		3				18

				Total Requests				52		43		4		3		28				130

				% Connected				65%		86%		100%		100%		82%				86.71%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		4		1		0		0				6

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				1		4		1		0		0				6

				% Connected				100%		100%		100%		na		na				100.00%

































































































































































6.19.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week

				Calls Received				333		451		449		410		449				2092

				Calls Handled				323		445		438		399		425				2029

				Calls Abandoned				9		6		9		9		24				57

				Abandon % (>5%)(Less Short Aban)				2.73%		1.35%		1.97%		2.15%		5.45%				2.73%

				Avg Time to Abandon				0:05:12		0:06:52		0:06:46		0:06:44		0:10:21				0:07:11

				Average Wait Time (>5 min)				0:00:54		0:00:34		0:00:55		0:02:14		0:04:33				0:01:50

				Max Wait Time				0:15:12		0:12:07		0:28:34		0:19:36		0:40:20				0:40:20

				Service Level (<80% calls under 5 min)				84.97%		88.01%		78.97%		73.22%		50.20%				75.07%

				Talk Time (Avg)				0:08:07		0:08:25		0:07:55		0:07:59		0:08:01				0:08:05

				Call Handle Time (Avg)				0:14:27		0:14:57		0:14:20		0:14:12		0:14:59				0:14:35

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.50%		80.05%		83.53%		82.46%		82.37%				82.58%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				33		66		58		55		65				277

		 		Short Abandon (under 60 seconds)				0		0		1		2		0				3

				% of calls answered in under 10 minutes				96.91%		99.61%		97.98%		89.16%		81.74%				93.08%

				Occupancy				na		na		na		na		na				na

				Max Agents				15		21		20		18		22				22



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week

				Calls Received				64		89		81		78		72				384

				Calls Handled				57		89		79		77		72				374

				Calls Abandoned				3		0		2		0		0				5

				Abandon % (>5%)(Less Short Aban)				4.69%		0.00%		2.47%		0.00%		0.00%				1.43%

				Avg Time to Abandon				0:01:29		0:00:00		0:01:13		0:00:00		0:00:00				0:00:32

				Average Wait Time (>5 min)				0:00:54		0:00:26		0:00:47		0:00:34		0:00:06				0:00:33

				Max Wait Time				0:06:44		0:07:24		0:07:21		0:07:06		0:03:46				0:07:24

				Service Level (<95% calls under 5 min)				67.74%		85.39%		73.75%		84.42%		97.22%				81.70%

				Talk Time (Avg)				0:05:55		0:07:19		0:07:39		0:05:40		0:05:34				0:06:25

				Call Handle Time (Avg)				0:09:14		0:11:58		0:12:09		0:10:38		0:08:44				0:10:32

				Max Agents				1.54		2.96		2.67		2.30		1.75				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week

				Calls Received				112		144		145		169		122				692

				Calls Handled				111		143		142		157		118				671

				Calls Abandoned				1		1		3		12		4				21

				Abandon % (>5%)(Less Short Aban)				0.89%		0.69%		2.07%		7.10%		3.28%				2.81%

				Avg Time to Abandon				0:00:50		0:02:16		0:02:40		0:04:16		0:01:37				0:02:19

		 		Average Wait Time (>5 min)				0:00:25		0:00:47		0:00:57		0:01:29		0:00:29				0:00:49

				Max Wait Time				0:05:14		0:05:54		0:10:06		0:09:33		0:04:12				0:10:06

				Service Level (<95% calls under 5 min)				86.61%		65.97%		75.86%		52.07%		78.69%				71.84%

				Talk Time (Avg)				0:04:20		0:05:01		0:04:42		0:05:25		0:04:03				0:04:42

				Call Handle Time (Avg)				0:06:41		0:07:20		0:06:41		0:07:24		0:05:59				0:06:49

				Max Agents				2.06		2.92		2.64		3.23		1.96				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week

				Calls Received				33		66		58		55		65				277

				Calls Handled				33		65		56		53		57				265

				Calls Abandoned				0		1		1		1		6				9

				Abandon % (>5%)(Less Short Aban)				0.00%		1.29%		2.45%		2.21%		10.18%				3.23%

				Avg Time to Abandon				0:00:00		0:06:45		0:07:12		0:05:38		0:11:21				0:06:11

				Average Wait Time (>5 min)				0:00:13		0:00:24		0:01:36		0:03:40		0:09:07				0:03:00

				Max Wait Time				0:07:51		0:09:32		0:28:34		0:18:55		0:40:20				0:40:20

				Service Level (<95% calls under 5 min)				78.02%		85.56%		83.44%		83.39%		66.32%				79.35%

				Talk Time (Avg)				0:09:08		0:09:29		0:09:38		0:10:00		0:09:32				0:09:33

				Call Handle Time (Avg)				0:17:15		0:17:43		0:17:36		0:18:02		0:18:08				0:17:44

				Percent. calls transferred by vendor				9.91%		14.63%		12.92%		13.41%		14.48%				13.07%

				Max Agents				6.42		11.46		9.97		9.06		11.37				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		2		10		23		59				98

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		6		2		9				17

				No Response				0		0		2		3		8				13

				Total Requests				4		2		18		29		76				129

				% Connected				100%		100%		56%		79%		78%				82.50%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		4		3		12		5				28

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		2		0		0				3

				No Response				0		1		1		6		0				8

				Total Requests				4		6		6		18		5				39

				% Connected				100%		67%		50%		67%		100%				76.67%

































































































































































6.12.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week

				Calls Received				483		397		366		323		353				1922

				Calls Handled				476		394		360		318		336				1885

				Calls Abandoned				4		3		5		3		14				28

				Abandon % (>5%)(Less Short Aban)				0.74%		0.69%		1.44%		0.81%		4.00%				1.54%

				Avg Time to Abandon				0:04:48		0:04:13		0:04:43		0:10:09		0:05:46				0:05:55

				Average Wait Time (>5 min)				0:00:52		0:00:45		0:00:25		0:00:24		0:03:07				0:01:06

				Max Wait Time				0:20:35		0:13:38		0:14:05		0:16:43		0:35:08				0:35:08

				Service Level (<80% calls under 5 min)				79.21%		81.92%		89.88%		92.12%		62.88%				81.20%

				Talk Time (Avg)				0:08:20		0:08:33		0:07:52		0:08:26		0:08:32				0:08:20

				Call Handle Time (Avg)				0:14:07		0:14:44		0:13:22		0:14:52		0:14:21				0:14:17

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.70%		82.46%		82.31%		84.23%		81.93%				82.93%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				54		40		50		47		47				238

		 		Short Abandon (under 60 seconds)				0		0		0		1		3				4

				% of calls answered in under 10 minutes				98.68%		99.54%		99.51%		99.45%		89.74%				97.38%

				Occupancy				na		na		na		na		na				na

				Max Agents				21		18		15		15		16				21



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week

				Calls Received				97		86		92		68		47				390

				Calls Handled				93		86		88		65		47				379

				Calls Abandoned				3		0		3		1		0				7

				Abandon % (>5%)(Less Short Aban)				3.09%		0.00%		3.26%		1.47%		0.00%				1.56%

				Avg Time to Abandon				0:04:33		0:00:00		0:05:55		0:01:41		0:00:00				0:02:25

				Average Wait Time (>5 min)				0:01:24		0:00:07		0:01:12		0:00:38		0:00:04				0:00:41

				Max Wait Time				0:09:16		0:01:32		0:12:06		0:07:54		0:01:11				0:12:06

				Service Level (<95% calls under 5 min)				62.89%		93.02%		72.83%		82.35%		97.87%				81.79%

				Talk Time (Avg)				0:05:03		0:05:37		0:06:24		0:05:56		0:08:18				0:06:15

				Call Handle Time (Avg)				0:09:33		0:10:10		0:12:12		0:10:26		0:12:00				0:10:52

				Max Agents				2.47		2.43		3.02		1.94		1.57				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week

				Calls Received				156		145		130		154		111				696

				Calls Handled				148		140		129		153		110				680

				Calls Abandoned				8		5		1		1		1				16

				Abandon % (>5%)(Less Short Aban)				5.13%		3.45%		0.77%		0.65%		0.90%				2.18%

				Avg Time to Abandon				0:02:38		0:04:16		0:01:22		0:03:36		0:01:19				0:02:38

		 		Average Wait Time (>5 min)				0:01:32		0:01:05		0:00:17		0:00:37		0:00:23				0:00:46

				Max Wait Time				0:11:48		0:08:17		0:04:10		0:07:51		0:04:12				0:11:48

				Service Level (<95% calls under 5 min)				61.54%		62.07%		86.15%		78.57%		86.49%				74.96%

				Talk Time (Avg)				0:05:01		0:06:01		0:04:57		0:05:04		0:05:11				0:05:14

				Call Handle Time (Avg)				0:07:08		0:08:05		0:06:48		0:07:12		0:06:57				0:07:14

				Max Agents				2.93		3.14		2.44		3.06		2.13				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week

				Calls Received				54		40		50		47		47				238

				Calls Handled				54		40		49		46		44				232

				Calls Abandoned				0		0		1		0		2				4

				Abandon % (>5%)(Less Short Aban)				0.00%		0.58%		2.35%		0.63%		5.33%				1.78%

				Avg Time to Abandon				0:00:00		0:02:19		0:04:15		0:07:21		0:07:20				0:04:15

				Average Wait Time (>5 min)				0:00:08		0:00:39		0:00:22		0:00:15		0:06:16				0:01:32

				Max Wait Time				0:04:16		0:08:38		0:14:05		0:16:43		0:35:08				0:35:08

				Service Level (<95% calls under 5 min)				66.67%		79.25%		86.99%		89.10%		75.22%				79.45%

				Talk Time (Avg)				0:10:29		0:09:49		0:09:24		0:09:25		0:10:38				0:09:57

				Call Handle Time (Avg)				0:17:16		0:16:41		0:16:12		0:16:50		0:17:46				0:16:57

				Percent. calls transferred by vendor				11.18%		10.08%		13.66%		14.55%		13.31%				12.56%

				Max Agents				11.36		7.96		7.64		7.38		8.33				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		2		2		1		25				31

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		4				5

				No Response				0		0		0		0		6				6

				Total Requests				1		2		3		1		35				42

				% Connected				100%		100%		67%		100%		71%				87.62%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		0		0		1		0				3

				Connected				17		7		1		4		7				36

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				4		0		0		1		3				8

				No Response				2		2		0		3		1				8

				Total Requests				26		9		1		9		11				56

				% Connected				65%		78%		100%		44%		64%				70.25%

































































































































































6.5.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week

				Calls Received				496		419		426		351		367				2059

				Calls Handled				493		417		420		340		362				2032

				Calls Abandoned				3		2		6		9		4				23

				Abandon % (>5%)(Less Short Aban)				0.54%		0.42%		1.48%		2.54%		0.99%				1.19%

				Avg Time to Abandon				0:06:09		0:03:55		0:04:38		0:08:55		0:05:39				0:05:51

				Average Wait Time (>5 min)				0:00:33		0:00:47		0:00:50		0:01:43		0:00:41				0:00:54

				Max Wait Time				0:13:45		0:23:22		0:18:30		0:20:32		0:21:49				0:23:22

				Service Level (<80% calls under 5 min)				86.13%		79.66%		80.13%		74.62%		84.58%				81.02%

				Talk Time (Avg)				0:07:46		0:08:19		0:07:48		0:08:14		0:07:40				0:07:57

				Call Handle Time (Avg)				0:13:38		0:14:33		0:13:51		0:14:15		0:14:07				0:14:04

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.60%		81.07%		82.70%		80.97%		84.27%				81.72%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				59		53		47		43		37				239

		 		Short Abandon (under 60 seconds)				0		1		0		0		0				1

				% of calls answered in under 10 minutes				99.46%		98.30%		98.50%		92.89%		98.24%				97.48%

				Occupancy				na		na		na		na		na				na

				Max Agents				21		19		18		16		16				21



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week

				Calls Received				88		84		90		58		43				363

				Calls Handled				83		83		89		56		43				354

				Calls Abandoned				5		0		1		1		0				7

				Abandon % (>5%)(Less Short Aban)				5.68%		0.00%		1.11%		1.72%		0.00%				1.70%

				Avg Time to Abandon				0:02:49		0:00:00		0:01:52		0:00:35		0:00:00				0:01:03

				Average Wait Time (>5 min)				0:01:05		0:00:18		0:01:15		0:00:32		0:00:15				0:00:41

				Max Wait Time				0:09:36		0:06:50		0:09:01		0:08:57		0:06:09				0:09:36

				Service Level (<95% calls under 5 min)				67.82%		91.67%		66.67%		85.96%		93.02%				81.03%

				Talk Time (Avg)				0:05:53		0:06:53		0:06:50		0:08:17		0:07:52				0:07:09

				Call Handle Time (Avg)				0:10:26		0:10:50		0:10:43		0:11:58		0:12:11				0:11:13

				Max Agents				2.41		2.53		2.65		1.89		1.46				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week

				Calls Received				146		138		155		125		104				668

				Calls Handled				141		138		154		122		103				658

				Calls Abandoned				3		0		1		3		0				7

				Abandon % (>5%)(Less Short Aban)				2.05%		0.00%		0.65%		2.40%		0.00%				1.02%

				Avg Time to Abandon				0:04:49		0:00:00		0:08:34		0:01:58		0:00:00				0:03:04

		 		Average Wait Time (>5 min)				0:00:26		0:00:23		0:00:39		0:00:23		0:00:10				0:00:24

				Max Wait Time				0:06:19		0:05:26		0:08:01		0:06:14		0:03:49				0:08:01

				Service Level (<95% calls under 5 min)				83.45%		88.41%		76.13%		84.00%		94.23%				85.24%

				Talk Time (Avg)				0:05:09		0:05:23		0:05:10		0:04:36		0:05:06				0:05:04

				Call Handle Time (Avg)				0:07:22		0:07:19		0:07:06		0:06:53		0:06:56				0:07:07

				Max Agents				2.91		2.81		3.04		2.33		1.99				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week

				Calls Received				59		53		47		43		37				239

				Calls Handled				58		53		46		40		36				233

				Calls Abandoned				1		0		1		2		1				5

				Abandon % (>5%)(Less Short Aban)				0.87%		0.52%		2.38%		5.71%		1.66%				2.23%

				Avg Time to Abandon				0:04:45		0:03:25		0:04:11		0:08:55		0:05:28				0:05:20

				Average Wait Time (>5 min)				0:00:53		0:01:24		0:01:21		0:03:51		0:01:19				0:01:45

				Max Wait Time				0:13:45		0:23:22		0:16:47		0:20:32		0:21:49				0:23:22

				Service Level (<95% calls under 5 min)				88.31%		81.29%		87.07%		96.77%		92.83%				89.25%

				Talk Time (Avg)				0:09:48		0:10:55		0:08:13		0:10:01		0:08:53				0:09:34

				Call Handle Time (Avg)				0:16:52		0:18:53		0:15:34		0:17:45		0:17:18				0:17:16

				Percent. calls transferred by vendor				11.90%		12.65%		11.03%		12.25%		10.08%				11.58%

				Max Agents				10.77		10.17		9.07		8.62		8.69				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		2		1				3

				Connected				8		6		11		27		5				57

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		5		3				8

				No Response				0		0		3		6		3				12

				Total Requests				8		6		14		40		12				80

				% Connected				100%		100%		79%		68%		42%				77.55%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		1		3		2		1				8

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		1		0				1

				No Response				0		0		2		2		0				4

				Total Requests				1		1		5		5		1				13

				% Connected				100%		100%		60%		40%		100%				80.00%

































































































































































5.29.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week

				Calls Received						705		462		391		302				1860

				Calls Handled						675		462		382		299				1818

				Calls Abandoned						23		0		9		2				33

				Abandon % (>5%)(Less Short Aban)						3.20%		0.00%		2.26%		0.57%				1.51%

				Avg Time to Abandon						0:06:00		0:00:00		0:10:19		0:07:18				0:05:54

				Average Wait Time (>5 min)						0:03:44		0:00:12		0:01:02		0:00:10				0:01:17

				Max Wait Time						0:30:08		0:07:54		0:23:17		0:10:20				0:30:08

				Service Level (<80% calls under 5 min)						42.86%		93.96%		78.73%		94.87%				77.61%

				Talk Time (Avg)						0:07:50		0:07:36		0:08:06		0:08:26				0:07:59

				Call Handle Time (Avg)						0:14:18		0:13:41		0:14:03		0:14:38				0:14:10

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.67%		81.19%		83.68%		81.41%				81.99%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						108		51		52		50				261

		 		Short Abandon (under 60 seconds)						1		0		0		1				2

				% of calls answered in under 10 minutes						91.14%		100.00%		97.22%		99.71%				97.02%

				Occupancy						na		na		na		na				na

				Max Agents						32		19		17		14				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week

				Calls Received						140		51		53		58				302

				Calls Handled						137		49		52		56				294

				Calls Abandoned						0		1		1		2				4

				Abandon % (>5%)(Less Short Aban)						0.00%		1.96%		1.89%		3.45%				1.83%

				Avg Time to Abandon						0:00:00		0:00:50		0:00:51		0:02:00				0:00:55

				Average Wait Time (>5 min)						0:01:28		0:00:55		0:00:36		0:00:16				0:00:48

				Max Wait Time						0:08:34		0:10:03		0:07:07		0:03:32				0:10:03

				Service Level (<95% calls under 5 min)						60.43%		78.00%		86.54%		87.93%				78.23%

				Talk Time (Avg)						0:05:34		0:09:41		0:07:14		0:08:49				0:07:49

				Call Handle Time (Avg)						0:10:41		0:14:52		0:11:17		0:12:43				0:12:23

				Max Agents						4.13		2.06		1.63		1.98				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week

				Calls Received						149		162		144		122				577

				Calls Handled						136		158		142		122				558

				Calls Abandoned						13		3		2		0				18

				Abandon % (>5%)(Less Short Aban)						8.72%		1.85%		1.39%		0.00%				2.99%

				Avg Time to Abandon						0:04:25		0:03:45		0:01:27		0:00:00				0:02:24

		 		Average Wait Time (>5 min)						0:02:16		0:00:50		0:00:26		0:00:20				0:00:58

				Max Wait Time						0:11:25		0:08:36		0:04:27		0:03:57				0:11:25

				Service Level (<95% calls under 5 min)						44.97%		78.88%		79.17%		86.07%				72.27%

				Talk Time (Avg)						0:05:54		0:05:17		0:04:54		0:05:12				0:05:19

				Call Handle Time (Avg)						0:07:54		0:07:14		0:06:42		0:07:06				0:07:14

				Max Agents						2.99		3.20		2.64		2.41				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week

				Calls Received						108		51		52		50				261

				Calls Handled						104		51		50		49				254

				Calls Abandoned						3		0		2		0				5

				Abandon % (>5%)(Less Short Aban)						3.11%		0.00%		3.91%		0.00%				1.76%

				Avg Time to Abandon						0:06:52		0:00:00		0:12:18		0:00:00				0:04:47

				Average Wait Time (>5 min)						0:05:18		0:00:23		0:01:47		0:00:13				0:01:55

				Max Wait Time						0:30:08		0:07:54		0:23:17		0:10:20				0:30:08

				Service Level (<95% calls under 5 min)						48.02%		96.70%		82.89%		94.39%				80.50%

				Talk Time (Avg)						0:09:56		0:09:37		0:10:15		0:10:10				0:09:59

				Call Handle Time (Avg)						0:19:06		0:17:27		0:18:09		0:18:20				0:18:15

				Percent. calls transferred by vendor						15.32%		11.04%		13.30%		16.56%				14.05%

				Max Agents						18.77		10.17		9.02		7.02				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		1		0				1

				Connected						54		2		5		0				61

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		1		0				1

				No Response						10		0		0		0				10

				Total Requests						64		2		7		0				73

				% Connected						84%		100%		71%		na				85.27%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-May		30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		Week

				Busy		 				0		0		0		na				0

				Caller canceled						0		0		0		0				0

				Connected						19		0		2		0				21

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						17		0		0		0				17

				Total Requests						36		0		2		0				38

				% Connected						53%		na		100%		0%				50.93%

































































































































































5.22.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week

				Calls Received				500		475		456		447		469				2347

				Calls Handled				495		453		447		435		456				2287

				Calls Abandoned				3				6		12						21

				Abandon % (>5%)(Less Short Aban)				0.53%		4.36%		1.37%		2.75%		2.74%				2.35%

				Avg Time to Abandon				0:05:44		0:07:49		0:05:03		0:08:37						0:06:48

				Average Wait Time (>5 min)				0:00:31		0:02:14		0:00:32		0:02:13		0:01:56				0:01:29

				Max Wait Time				0:12:33		0:26:35%		0:08:51		0:25:48		0:21:17				0:25:48

				Service Level (<80% calls under 5 min)				86.80%		69.73%		82.75%		70.87%		69.72%				75.97%

				Talk Time (Avg)				0:08:24		0:08:07		0:08:17		0:08:27		0:08:19				0:08:18

				Call Handle Time (Avg)				0:14:42		0:14:21%		0:14:14		0:15:12		0:14:41				0:14:42

				Transfer Out				na		na		na		na						na

				First Call Resolution %				81.24%		83.02%		79.93%		79.79%		77.45%				80.29%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				70		53		56		63		79				321

		 		Short Abandon (under 60 seconds)				0		2		2		2		1				7

				% of calls answered in under 10 minutes				99.65%		91.38%		100.00%		92.91%		92.83%				95.35%

				Occupancy				na		n		na		na		na				na

				Max Agents				23		21		20		22		22				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week

				Calls Received				71		75		111		97		113				467

				Calls Handled				68		74		103		93		110				448

				Calls Abandoned				3		0		7		0						10

				Abandon % (>5%)(Less Short Aban)				4.23%		0.00%		6.31%		0.00%		2.65%				2.64%

				Avg Time to Abandon				0:03:52		0:00:00		0:04:50		0:00:00						0:02:10

				Average Wait Time (>5 min)				0:00:52		0:00:09		0:03:34		0:01:27		0:00:43				0:01:21

				Max Wait Time				0:09:30		0:04:05		0:10:47		0:07:58		0:09:26				0:10:47

				Service Level (<95% calls under 5 min)				78.87%		95.95%		36.36%		64.95%		78.57%				70.94%

				Talk Time (Avg)				0:10:21		0:05:18		0:07:14		0:06:41		0:07:51				0:07:29

				Call Handle Time (Avg)				0:14:55		0:11:35		0:12:32		0:11:27		0:12:05				0:12:30

				Max Agents				2.82		2.00		3.59		3.08		4.00				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week

				Calls Received				134		150		146		139		110				679

				Calls Handled				131		143		142		130		107				653

				Calls Abandoned				3				3		6						12

				Abandon % (>5%)(Less Short Aban)				2.24%		4.67%		2.05%		4.32%		2.73%				3.20%

				Avg Time to Abandon				0:01:40				0:03:17		0:02:29						0:02:28

		 		Average Wait Time (>5 min)				0:00:46		0:01:02		0:00:57		0:01:29		0:00:46				0:01:00

				Max Wait Time				0:07:20		0:11:11		0:10:53		0:12:46		0:06:26				0:12:46

				Service Level (<95% calls under 5 min)				74.63%		64.67%		74.48%		64.49%		70.00%				69.65%

				Talk Time (Avg)				0:04:21		0:05:52		0:05:57		0:05:20		0:05:17				0:05:21

				Call Handle Time (Avg)				0:06:33		0:07:38		0:07:43		0:07:40		0:07:00				0:07:18

				Max Agents				2.38		11.00		3.07		2.77		2.00				11				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week

				Calls Received				70		53		56		63		79				321

				Calls Handled				70		46		55		59		74				303

				Calls Abandoned				0				1		3						4

				Abandon % (>5%)(Less Short Aban)				0.00%		9.52%		1.47%		5.65%		5.45%				4.42%

				Avg Time to Abandon				0:00:00		0:08:20		0:05:50		0:08:46		0:07:37				0:06:06

				Average Wait Time (>5 min)				0:00:19		0:05:20		0:00:46		0:04:44		0:04:00				0:03:01

				Max Wait Time				0:08:58		0:26:35		0:08:31		0:25:48		0:21:17				0:26:35

				Service Level (<95% calls under 5 min)				81.79%				86.69%		91.43%						86.64%

				Talk Time (Avg)				0:10:25		0:09:33		0:10:02		0:10:33		0:10:44				0:10:15

				Call Handle Time (Avg)				0:18:03		0:17:36		0:17:46		0:19:26		0:19:29				0:18:28

				Percent. calls transferred by vendor				14.00%		na		12.28%		14.09%		16.84%				14.30%

				Max Agents				12.27		11.00		10.06		12.41		11.00				12

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				0		33		6		25		2				66

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		9		3		5		0				17

				No Response				0		12		0		4		0				16

				Total Requests				0		55		9		34		2				100

				% Connected				na		60%		67%		74%		100%				75.05%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-May		23-May		24-May		25-May		26-May		27-May		28-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				6		3		0		3		24				36

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				4		0		0		0		1				5

				Total Requests				11		3		0		3		26				43

				% Connected				55%		100%		0%		100%		92%				69.37%

































































































































































5.15.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week

				Calls Received				479		444		362		373		392				2050

				Calls Handled				479		439		360		371		389				2038

				Calls Abandoned				0		4		1		0		2				7

				Abandon % (>5%)(Less Short Aban)				0.00%		1.01%		0.25%		0.00%		0.44%				0.34%

				Avg Time to Abandon				0:00:00		0:05:44		0:00:59		0:00:00		0:07:02				0:02:45

				Average Wait Time (>5 min)				0:00:03		0:01:32		0:00:23		0:00:04		0:00:24				0:00:29

				Max Wait Time				0:03:10		0:22:17		0:23:52		0:02:29		0:09:07				0:23:52

				Service Level (<80% calls under 5 min)				97.99%		77.03%		93.45%		97.56%		84.00%				90.01%

				Talk Time (Avg)				0:07:49		0:08:07		0:08:22		0:08:09		0:08:56				0:08:16

				Call Handle Time (Avg)				0:13:41		0:14:27		0:13:50		0:14:26		0:15:16				0:14:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.06%		81.07%		85.12%		84.27%		80.83%				82.87%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				68		50		36		38		59				251

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				100.00%		94.25%		99.24%		100.00%		100.00%				98.70%

				Occupancy				na		na		na		na		na				na

				Max Agents				21		20		15		16		19				21



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week

				Calls Received				78		82		76		75		92				403

				Calls Handled				76		79		75		73		90				393

				Calls Abandoned				1		1		1		2		2				7

				Abandon % (>5%)(Less Short Aban)				1.28%		1.22%		1.32%		2.67%		2.17%				1.73%

				Avg Time to Abandon				0:07:12		0:02:50		0:03:06		0:06:06		0:02:46				0:04:24

				Average Wait Time (>5 min)				0:01:12		0:00:34		0:00:45		0:00:29		0:00:21				0:00:40

				Max Wait Time				0:09:17		0:08:12		0:08:27		0:08:04		0:05:42				0:09:17

				Service Level (<95% calls under 5 min)				68.83%		84.15%		81.58%		85.33%		84.78%				80.93%

				Talk Time (Avg)				0:06:37		0:06:19		0:06:32		0:06:08		0:06:52				0:06:29

				Call Handle Time (Avg)				0:12:02		0:10:59		0:11:30		0:11:15		0:10:45				0:11:18

				Max Agents				2.54		2.47		2.40		2.28		2.69				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week

				Calls Received				146		148		140		133		102				669

				Calls Handled				138		144		134		130		100				646

				Calls Abandoned				8		3		3		3		2				19

				Abandon % (>5%)(Less Short Aban)				5.48%		2.03%		2.14%		2.26%		1.96%				2.77%

				Avg Time to Abandon				0:03:15		0:01:48		0:03:48		0:02:48		0:04:11				0:03:10

		 		Average Wait Time (>5 min)				0:01:07		0:01:35		0:00:20		0:00:25		0:00:22				0:00:45

				Max Wait Time				0:10:13		0:08:42		0:06:07		0:10:02		0:04:24				0:10:13

				Service Level (<95% calls under 5 min)				65.07%		52.03%		87.68%		87.22%		82.35%				74.87%

				Talk Time (Avg)				0:05:06		0:05:42		0:03:58		0:04:24		0:04:51				0:04:48

				Call Handle Time (Avg)				0:06:57		0:07:43		0:05:55		0:06:30		0:07:02				0:06:49

				Max Agents				2.66		3.09		2.24		2.35		1.95				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week

				Calls Received				68		50		36		38		59				251

				Calls Handled				68		48		36		38		59				249

				Calls Abandoned				0		1		0		0		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		2.35%		0.61%		0.00%		0.00%				0.59%

				Avg Time to Abandon				0:00:00		0:05:44		0:00:59		0:00:00		0:00:00				0:01:20

				Average Wait Time (>5 min)				0:00:02		0:03:23		0:00:35		0:00:02		0:00:11				0:00:50

				Max Wait Time				0:02:00		0:22:17		0:23:52		0:00:17		0:08:12				0:23:52

				Service Level (<95% calls under 5 min)				97.15%		93.59%		94.02%		95.98%		76.95%				91.54%

				Talk Time (Avg)				0:08:46		0:09:58		0:09:50		0:09:17		0:11:03				0:09:46

				Call Handle Time (Avg)				0:15:56		0:17:54		0:16:50		0:17:10		0:19:01				0:17:22

				Percent. calls transferred by vendor				14.20%		11.26%		9.94%		10.19%		15.05%				12.13%

				Max Agents				10.22		10.58		7.62		7.72		10.29				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		22		3		0		1				26

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		4		0		0		0				4

				No Response				0		6		0		0		0				6

				Total Requests				0		32		3		0		1				36

				% Connected				na		69%		100%		na		100%				89.58%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-May		16-May		17-May		18-May		19-May		20-May		21-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		1		0		1				2

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		1		0		1				2

				% Connected				na		na		100%		na		100%				100.00%

































































































































































5.8.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week

				Calls Received				493		382		379		327		343				1924

				Calls Handled				489		377		375		326		341				1909

				Calls Abandoned				4		4		4		2		0				12

				Abandon % (>5%)(Less Short Aban)				0.72%		0.94%		0.93%		0.53%		0.00%				0.62%

				Avg Time to Abandon				0:05:30		0:07:00		0:05:56		0:07:43		0:00:00				0:05:13

				Average Wait Time (>5 min)				0:00:22		0:00:23		0:00:27		0:00:33		0:00:08				0:00:22

				Max Wait Time				0:09:27		0:14:18		0:15:23		0:38:22		0:07:23				0:38:22

				Service Level (<80% calls under 5 min)				89.37%		90.82%		91.10%		0.00%		95.99%				73.46%

				Talk Time (Avg)				0:08:13		0:08:01		0:08:20		0:07:55		0:08:34				0:08:12

				Call Handle Time (Avg)				0:14:29		0:14:24		0:14:42		0:14:18		0:14:54				0:14:33

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.42%		81.80%		84.50%		86.53%		85.87%				84.42%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				62		44		49		47		57				259

		 		Short Abandon (under 60 seconds)				0		0		0		0		1				1

				% of calls answered in under 10 minutes				100.00%		99.52%		99.29%		98.66%		100.00%				99.49%

				Occupancy				na		na		na		na		na				na

				Max Agents				22		17		17		15		17				22



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week

				Calls Received				73		61		63		62		68				327

				Calls Handled				71		61		63		60		67				322

				Calls Abandoned				1		0		0		1		1				3

				Abandon % (>5%)(Less Short Aban)				1.37%		0.00%		0.00%		1.61%		1.47%				0.89%

				Avg Time to Abandon				0:00:53		0:00:00		0:00:00		0:03:00		0:01:12				0:01:01

				Average Wait Time (>5 min)				0:00:38		0:00:10		0:01:01		0:00:07		0:00:39				0:00:31

				Max Wait Time				0:06:29		0:02:32		0:08:13		0:02:44		0:05:29				0:08:13

				Service Level (<95% calls under 5 min)				81.94%		93.44%		77.78%		93.55%		75.00%				84.34%

				Talk Time (Avg)				0:06:51		0:06:54		0:06:33		0:06:21		0:07:14				0:06:46

				Call Handle Time (Avg)				0:12:24		0:11:31		0:10:49		0:10:43		0:10:51				0:11:15

				Max Agents				2.48		1.95		1.89		1.81		2.02				2				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week

				Calls Received				142		130		134		140		113				659

				Calls Handled				138		123		128		138		112				639

				Calls Abandoned				2		7		6		1		1				17

				Abandon % (>5%)(Less Short Aban)				1.41%		5.38%		4.48%		0.71%		0.88%				2.57%

				Avg Time to Abandon				0:06:04		0:04:05		0:03:18		0:00:49		0:00:55				0:03:02

		 		Average Wait Time (>5 min)				0:00:34		0:01:07		0:00:53		0:00:15		0:00:14				0:00:36

				Max Wait Time				0:08:28		0:14:23		0:06:53		0:05:28		0:05:47				0:14:23

				Service Level (<95% calls under 5 min)				80.99%		73.08%		75.37%		93.53%		92.92%				83.18%

				Talk Time (Avg)				0:04:43		0:04:49		0:05:03		0:05:00		0:03:56				0:04:42

				Call Handle Time (Avg)				0:06:46		0:06:52		0:06:52		0:07:06		0:05:57				0:06:42

				Max Agents				2.60		2.35		2.44		2.74		1.85				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week

				Calls Received				62		44		49		47		57				259

				Calls Handled				62		44		48		46		57				256

				Calls Abandoned				0		0		1		1		0				2

				Abandon % (>5%)(Less Short Aban)				0.43%		0.00%		2.05%		1.26%		0.00%				0.75%

				Avg Time to Abandon				0:03:51		0:00:00		0:05:56		0:07:43		0:00:00				0:03:30

				Average Wait Time (>5 min)				0:00:12		0:00:18		0:00:58		0:01:16		0:00:09				0:00:34

				Max Wait Time				0:04:22		0:14:18		0:15:23		0:38:22		0:07:23				0:38:22

				Service Level (<95% calls under 5 min)				87.69%		86.90%		100.00%		100.00%		95.95%				94.11%

				Talk Time (Avg)				0:10:05		0:09:13		0:09:46		0:09:04		0:10:23				0:09:42

				Call Handle Time (Avg)				0:17:49		0:17:37		0:18:08		0:17:33		0:18:25				0:17:54

				Percent. calls transferred by vendor				12.58%		11.52%		12.93%		14.37%		16.62%				13.60%

				Max Agents				11.37		8.51		9.81		7.75		9.10				11

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		2		7		7		0				16

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		2		0		0				2

				Total Requests				0		2		9		7		0				18

				% Connected				na		100%		78%		100%		na				92.59%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-May		9-May		10-May		11-May		12-May		13-May		14-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		1		0		0		1				6

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				4		1		0		0		1				6

				% Connected				100%		100%		na		na		100%				100.00%

































































































































































5.1.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week

				Calls Received				588		483		431		372		353				2227

				Calls Handled				572		464		429		363		349				2176

				Calls Abandoned				16		15		3		7		3				43

				Abandon % (>5%)(Less Short Aban)				2.72%		3.12%		0.59%		1.87%		0.74%				1.81%

				Avg Time to Abandon				0:05:40		0:07:50		0:04:19		0:08:47		0:05:34				0:06:26

				Average Wait Time (>5 min)				0:01:46		0:01:48		0:01:08		0:01:23		0:00:22				0:01:17

				Max Wait Time				0:19:41		0:14:12		0:16:24		0:29:26		0:10:32				0:29:26

				Service Level (<80% calls under 5 min)				65.71%		59.59%		80.43%		81.56%		90.62%				75.58%

				Talk Time (Avg)				0:08:16		0:08:06		0:08:13		0:08:20		0:08:11				0:08:13

				Call Handle Time (Avg)				0:14:32		0:14:47		0:14:19		0:14:49		0:14:43				0:14:38

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.39%		82.78%		81.05%		83.93%		85.62%				82.55%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				74		61		75		55		54				319

		 		Short Abandon (under 60 seconds)				1		1		0		0		0				2

				% of calls answered in under 10 minutes				95.80%		98.85%		96.02%		94.22%		99.75%				96.93%

				Occupancy				na		na		na		na		na				na

				Max Agents				27		22		20		18		17				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week

				Calls Received				78		84		71		75		51				359

				Calls Handled				76		80		67		73		51				347

				Calls Abandoned				1		3		3		2		0				9

				Abandon % (>5%)(Less Short Aban)				1.28%		3.57%		4.23%		2.67%		0.00%				2.35%

				Avg Time to Abandon				0:01:48		0:02:47		0:03:21		0:02:16		0:00:00				0:02:02

				Average Wait Time (>5 min)				0:00:26		0:01:25		0:00:37		0:00:15		0:02:05				0:00:57

				Max Wait Time				0:05:03		0:14:28		0:08:13		0:07:39		0:10:09				0:14:28

				Service Level (<95% calls under 5 min)				82.89%		65.06%		80.00%		92.00%		62.75%				76.54%

				Talk Time (Avg)				0:06:27		0:07:37		0:07:29		0:07:39		0:06:29				0:07:08

				Call Handle Time (Avg)				0:10:44		0:12:42		0:11:34		0:12:05		0:10:47				0:11:34

				Max Agents				2.26		2.86		2.18		2.45		1.53				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week

				Calls Received				145		138		154		128		115				680

				Calls Handled				145		136		148		128		113				670

				Calls Abandoned				0		2		5		0		2				9

				Abandon % (>5%)(Less Short Aban)				0.00%		1.45%		3.25%		0.00%		1.74%				1.29%

				Avg Time to Abandon				0:00:00		0:04:23		0:02:02		0:00:00		0:03:42				0:02:01

		 		Average Wait Time (>5 min)				0:00:27		0:01:10		0:00:45		0:00:03		0:00:16				0:00:32

				Max Wait Time				0:06:14		0:07:25		0:12:06		0:00:35		0:09:58				0:12:06

				Service Level (<95% calls under 5 min)				80.00%		63.77%		71.43%		98.44%		90.43%				80.81%

				Talk Time (Avg)				0:04:31		0:04:42		0:05:11		0:04:27		0:04:12				0:04:36

				Call Handle Time (Avg)				0:06:19		0:07:04		0:07:16		0:06:20		0:05:46				0:06:33

				Max Agents				2.54		2.67		2.99		2.25		1.81				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week

				Calls Received				74		61		75		55		54				319

				Calls Handled				71		60		74		52		53				311

				Calls Abandoned				3		1		1		2		0				6

				Abandon % (>5%)(Less Short Aban)				3.68%		0.89%		0.89%		3.95%		0.00%				1.88%

				Avg Time to Abandon				0:05:50		0:09:30		0:04:11		0:09:29		0:00:00				0:05:48

				Average Wait Time (>5 min)				0:02:28		0:00:37		0:01:21		0:03:01		0:00:23				0:01:34

				Max Wait Time				0:19:41		0:11:49		0:15:34		0:29:26		0:09:21				0:29:26

				Service Level (<95% calls under 5 min)				68.46%		41.82%		81.85%		91.20%		91.15%				74.90%

				Talk Time (Avg)				0:10:05		0:09:21		0:10:01		0:09:44		0:10:13				0:09:52

				Call Handle Time (Avg)				0:18:12		0:17:59		0:18:07		0:17:39		0:18:36				0:18:06

				Percent. calls transferred by vendor				12.59%		12.63%		17.40%		14.78%		15.30%				14.54%

				Max Agents				13.74		11.18		11.31		8.67		9.34				14

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				33		9		10		20		0				72

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		3		2				6

				No Response				1		0		0		6		1				8

				Total Requests				34		9		11		29		3				86

				% Connected				97%		100%		91%		69%		0%				71.39%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-May		2-May		3-May		4-May		5-May		6-May		7-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				10		30		15		1		5				61

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		1		0		0				3

				No Response				1		6		2		0		0				9

				Total Requests				11		38		18		1		5				73

				% Connected				91%		79%		83%		100%		100%				90.64%

































































































































































4.24.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week

				Calls Received				563		503		436		464		493				2459

				Calls Handled				558		497		431		458		481				2425

				Calls Abandoned				4		5		3		4		12				29

				Abandon % (>5%)(Less Short Aban)				0.79%		1.07%		0.79%		0.93%		2.41%				1.20%

				Avg Time to Abandon				0:06:12		0:05:02		0:05:45		0:05:05		0:06:41				0:05:45

				Average Wait Time (>5 min)				0:01:13		0:00:37		0:00:48		0:00:53		0:01:47				0:01:03

				Max Wait Time				0:22:42		0:10:26		0:15:17		0:19:18		0:21:26				0:22:42

				Service Level (<80% calls under 5 min)				79.50%		81.75%		86.53%		86.70%		68.10%				80.52%

				Talk Time (Avg)				0:08:52		0:08:05		0:08:42		0:08:22		0:08:39				0:08:32

				Call Handle Time (Avg)				0:15:50		0:14:45		0:15:38		0:15:28		0:15:36				0:15:27

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.82%		80.78%		82.80%		82.04%		80.91%				81.07%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				72		57		71		73		89				362

		 		Short Abandon (under 60 seconds)				0		1		1		0		1				3

				% of calls answered in under 10 minutes				95.39%		99.82%		96.41%		96.41%		96.11%				96.83%

				Occupancy				na		na		na		na		na				na

				Max Agents				28		23		22		23		25				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week

				Calls Received				116		107		119		124		120				586

				Calls Handled				113		104		112		120		118				567

				Calls Abandoned				3		1		7		4		1				16

				Abandon % (>5%)(Less Short Aban)				2.59%		0.93%		5.88%		3.23%		0.83%				2.69%

				Avg Time to Abandon				0:01:52		0:05:48		0:03:44		0:02:01		0:00:52				0:02:51

				Average Wait Time (>5 min)				0:01:11		0:02:20		0:02:01		0:01:33		0:00:47				0:01:34

				Max Wait Time				0:09:21		0:10:39		0:11:09		0:08:24		0:07:51				0:11:09

				Service Level (<95% calls under 5 min)				66.96%		44.34%		55.46%		62.60%		75.63%				61.00%

				Talk Time (Avg)				0:06:34		0:07:26		0:07:09		0:06:11		0:06:49				0:06:49

				Call Handle Time (Avg)				0:10:44		0:11:52		0:11:53		0:11:18		0:12:22				0:11:37

				Max Agents				3.37		3.43		3.70		3.76		4.05				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week

				Calls Received				166		126		140		151		110				693

				Calls Handled				163		121		136		148		110				678

				Calls Abandoned				3		4		3		3		0				13

				Abandon % (>5%)(Less Short Aban)				1.81%		3.17%		2.14%		1.99%		0.00%				1.82%

				Avg Time to Abandon				0:03:02		0:02:54		0:02:48		0:03:46		0:00:00				0:02:30

		 		Average Wait Time (>5 min)				0:00:59		0:01:16		0:00:45		0:00:41		0:00:12				0:00:46

				Max Wait Time				0:07:32		0:08:20		0:06:27		0:09:47		0:04:47				0:09:47

				Service Level (<95% calls under 5 min)				72.29%		66.40%		72.14%		76.82%		91.82%				75.89%

				Talk Time (Avg)				0:04:39		0:05:01		0:04:54		0:05:23		0:04:24				0:04:52

				Call Handle Time (Avg)				0:06:32		0:07:07		0:07:02		0:07:32		0:06:15				0:06:53

				Max Agents				2.96		2.41		2.66		3.10		1.91				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week

				Calls Received				72		57		71		73		89				362

				Calls Handled				71		56		70		71		85				353

				Calls Abandoned				1		1		1		1		3				7

				Abandon % (>5%)(Less Short Aban)				1.02%		1.30%		1.40%		2.08%		3.80%				1.92%

				Avg Time to Abandon				0:07:06		0:04:54		0:06:13		0:05:05		0:06:43				0:06:00

				Average Wait Time (>5 min)				0:02:29		0:00:29		0:01:44		0:01:54		0:03:14				0:01:58

				Max Wait Time				0:22:42		0:10:26		0:15:17		0:19:18		0:21:26				0:22:42

				Service Level (<95% calls under 5 min)				92.08%		79.33%		96.22%		95.95%		82.76%				89.27%

				Talk Time (Avg)				0:10:31		0:09:48		0:10:12		0:09:53		0:10:41				0:10:13

				Call Handle Time (Avg)				0:19:22		0:17:53		0:19:42		0:19:44		0:20:29				0:19:26

				Percent. calls transferred by vendor				12.79%		11.33%		16.28%		15.73%		18.05%				14.84%

				Max Agents				15.80		11.42		11.76		13.15		14.95				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				28		2		0		16		25				71

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		0		0		5				7

				No Response				3		0		0		2		1				6

				Total Requests				33		2		0		19		31				85

				% Connected				85%		100%		na		84%		81%				87.43%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Apr		25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		1		0		0		2				3

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		1		0		0		2				3

				% Connected				na		100%		na		na		100%				100.00%

































































































































































4.17.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week

				Calls Received				854		626		481		453		475				2889

				Calls Handled				819		595		474		444		445				2776

				Calls Abandoned				30		28		5		8		29				100

				Abandon % (>5%)(Less Short Aban)				3.51%		4.46%		1.12%		1.75%		6.01%				3.37%

				Avg Time to Abandon				0:05:45		0:07:46		0:04:59		0:06:23		0:10:01				0:06:58

				Average Wait Time (>5 min)				0:02:32		0:03:07		0:00:41		0:01:39		0:05:53				0:02:46

				Max Wait Time				0:20:45		0:32:03		0:12:02		0:18:40		0:39:14				0:39:14

				Service Level (<80% calls under 5 min)				45.73%		52.89%		82.36%		63.87%		49.45%				58.86%

				Talk Time (Avg)				0:08:29		0:08:24		0:08:44		0:08:31		0:08:36				0:08:32

				Call Handle Time (Avg)				0:14:49		0:14:37		0:15:23		0:14:55		0:15:26				0:15:02

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.40%		78.87%		84.06%		81.85%		80.85%				81.01%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				87		69		54		60		74				344

		 		Short Abandon (under 60 seconds)				7		3		0		0		1				11

				% of calls answered in under 10 minutes				95.79%		91.67%		99.05%		97.02%		76.23%				91.95%

				Occupancy				na		na		na		na		na				na

				Max Agents				39		28		23		21		24				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week

				Calls Received				107		102		77		94		101				481

				Calls Handled				106		99		72		90		100				467

				Calls Abandoned				1		2		5		1		1				10

				Abandon % (>5%)(Less Short Aban)				0.93%		1.96%		6.49%		1.06%		0.99%				2.29%

				Avg Time to Abandon				0:00:39		0:01:20		0:03:01		0:10:18		0:04:21				0:03:55

				Average Wait Time (>5 min)				0:01:16		0:02:03		0:01:08		0:00:26		0:01:47				0:01:20

				Max Wait Time				0:09:59		0:09:03		0:08:55		0:06:24		0:11:08				0:11:08

				Service Level (<95% calls under 5 min)				72.64%		51.00%		65.79%		84.04%		56.44%				65.98%

				Talk Time (Avg)				0:06:50		0:06:50		0:07:46		0:07:24		0:07:26				0:07:15

				Call Handle Time (Avg)				0:10:34		0:11:13		0:10:57		0:11:59		0:11:11				0:11:10

				Max Agents				3.11		3.09		2.19		3.06		3.11				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week

				Calls Received				163		160		138		157		136				754

				Calls Handled				158		158		136		154		136				742

				Calls Abandoned				5		2		2		3		0				12

				Abandon % (>5%)(Less Short Aban)				3.07%		1.25%		1.45%		1.91%		0.00%				1.54%

				Avg Time to Abandon				0:04:18		0:02:59		0:01:51		0:01:40		0:00:00				0:02:09

		 		Average Wait Time (>5 min)				0:00:35		0:00:21		0:00:25		0:00:32		0:00:23				0:00:27

				Max Wait Time				0:07:27		0:04:50		0:08:53		0:05:59		0:05:27				0:08:53

				Service Level (<95% calls under 5 min)				80.37%		86.88%		85.51%		79.62%		80.88%				82.65%

				Talk Time (Avg)				0:04:57		0:04:54		0:05:45		0:04:24		0:05:23				0:05:04

				Call Handle Time (Avg)				0:06:42		0:06:41		0:07:35		0:06:18		0:07:27				0:06:56

				Max Agents				2.94		2.94		2.87		2.70		2.81				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week

				Calls Received				87		69		54		60		74				344

				Calls Handled				84		65		53		59		64				326

				Calls Abandoned				2		2		0		1		7				13

				Abandon % (>5%)(Less Short Aban)				2.58%		3.75%		0.92%		0.96%		10.84%				3.81%

				Avg Time to Abandon				0:05:30		0:10:03		0:06:00		0:05:53		0:10:50				0:07:39

				Average Wait Time (>5 min)				0:02:18		0:04:20		0:00:29		0:00:50		0:12:19				0:04:03

				Max Wait Time				0:19:02		0:32:03		0:12:02		0:10:19		0:39:14				0:39:14

				Service Level (<95% calls under 5 min)				41.74%		45.77%		79.11%		55.45%		69.33%				58.28%

				Talk Time (Avg)				0:09:48		0:10:06		0:11:44		0:10:57		0:11:12				0:10:45

				Call Handle Time (Avg)				0:17:19		0:17:17		0:19:32		0:18:32		0:19:56				0:18:31

				Percent. calls transferred by vendor				10.19%		11.02%		11.23%		13.25%		15.58%				12.25%

				Max Agents				18.60		14.06		11.82		10.75		13.78				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				25		40		2		4		70				141

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		0		0		12				14

				No Response				4		8		0		0		15				27

				Total Requests				31		48		2		4		97				182

				% Connected				81%		83%		100%		100%		72%				87.23%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Apr		18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				46		20		8		20		7				101

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		0		3		1		0				7

				No Response				15		1		0		4		0				20

				Total Requests				64		21		11		25		7				128

				% Connected				72%		95%		73%		80%		100%				83.97%

































































































































































4.10.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week

				Calls Received				665		561		518		540		558				2842

				Calls Handled				650		550		512		501		534				2747

				Calls Abandoned				12		10		6		35		26				89

				Abandon % (>5%)(Less Short Aban)				1.74%		1.75%		1.21%		6.57%		4.60%				3.17%

				Avg Time to Abandon				0:06:50		0:05:25		0:08:20		0:09:42		0:08:22				0:07:43

				Average Wait Time (>5 min)				0:00:42		0:01:51		0:00:46		0:05:06		0:03:18				0:02:20

				Max Wait Time				0:14:17		0:34:47		0:20:18		0:36:13		0:37:58				0:37:58

				Service Level (<80% calls under 5 min)				77.85%		68.74%		77.41%		45.89%		60.79%				66.14%

				Talk Time (Avg)				0:08:30		0:08:09		0:08:55		0:08:41		0:08:28				0:08:32

				Call Handle Time (Avg)				0:14:49		0:14:03		0:14:52		0:15:06		0:14:15				0:14:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.90%		84.12%		80.30%		79.67%		80.73%				80.95%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				82		67		62		69		73				353

		 		Short Abandon (under 60 seconds)				2		1		2		3		2				10

				% of calls answered in under 10 minutes				99.73%		93.17%		99.30%		77.99%		90.00%				92.04%

				Occupancy				na		na		na		na		na				na

				Max Agents				31		25		24		25		25				31



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week

				Calls Received				94		68		73		79		62				376

				Calls Handled				92		67		71		78		61				369

				Calls Abandoned				1		0		1		1		1				4

				Abandon % (>5%)(Less Short Aban)				1.06%		0.00%		1.37%		1.27%		1.61%				1.06%

				Avg Time to Abandon				0:03:25		0:00:00		0:00:58		0:01:18		0:00:36				0:01:15

				Average Wait Time (>5 min)				0:01:05		0:00:31		0:00:35		0:00:18		0:00:28				0:00:35

				Max Wait Time				0:13:08		0:04:52		0:04:47		0:04:09		0:06:44				0:13:08

				Service Level (<95% calls under 5 min)				69.89%		83.82%		83.10%		87.34%		88.52%				82.53%

				Talk Time (Avg)				0:07:16		0:05:56		0:07:30		0:05:46		0:07:58				0:06:53

				Call Handle Time (Avg)				0:11:22		0:10:51		0:12:19		0:10:18		0:11:51				0:11:20

				Max Agents				2.90		2.05		2.46		2.23		2.01				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week

				Calls Received				160		171		172		146		145				794

				Calls Handled				159		152		163		143		141				758

				Calls Abandoned				1		13		9		3		4				30

				Abandon % (>5%)(Less Short Aban)				0.62%		7.60%		5.23%		2.05%		2.76%				3.65%

				Avg Time to Abandon				0:00:55		0:05:37		0:03:15		0:01:03		0:02:48				0:02:43

		 		Average Wait Time (>5 min)				0:00:25		0:02:39		0:02:26		0:00:35		0:00:48				0:01:22

				Max Wait Time				0:05:14		0:21:06		0:13:30		0:07:54		0:08:40				0:21:06

				Service Level (<95% calls under 5 min)				84.38%		40.94%		45.35%		76.71%		72.41%				63.96%

				Talk Time (Avg)				0:04:56		0:06:03		0:04:50		0:04:46		0:05:01				0:05:07

				Call Handle Time (Avg)				0:06:57		0:08:05		0:06:59		0:06:40		0:06:50				0:07:06

				Max Agents				3.07		3.42		3.16		2.65		2.68				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week

				Calls Received				82		67		62		69		73				353

				Calls Handled				81		65		61		67		66				340

				Calls Abandoned				0		2		1		2		6				11

				Abandon % (>5%)(Less Short Aban)				0.34%		3.08%		1.32%		3.50%		8.85%				3.42%

				Avg Time to Abandon				0:08:18		0:05:31		0:05:05		0:05:34		0:08:58				0:06:41

				Average Wait Time (>5 min)				0:00:06		0:03:25		0:01:09		0:03:08		0:06:57				0:02:57

				Max Wait Time				0:04:12		0:34:47		0:19:42		0:19:34		0:37:58				0:37:58

				Service Level (<95% calls under 5 min)				67.04%		79.35%		82.10%		34.19%		76.28%				67.79%

				Talk Time (Avg)				0:10:22		0:10:09		0:11:01		0:10:26		0:10:28				0:10:29

				Call Handle Time (Avg)				0:17:52		0:17:15		0:18:06		0:18:08		0:17:29				0:17:46

				Percent. calls transferred by vendor				12.33%		11.94%		11.97%		12.78%		13.08%				12.42%

				Max Agents				14.73		12.45		11.45		12.93		12.62				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				1		25		9		19		37				91

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		4		0		2		1				7

				No Response				0		2		2		1		2				7

				Total Requests				1		31		11		22		40				105

				% Connected				100%		81%		82%		86%		93%				88.27%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Apr		11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		Week

				Busy		 		1		0		0		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				16		0		5		58		6				85

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		4		2				7

				No Response				2		0		2		6		0				10

				Total Requests				20		0		7		68		8				103

				% Connected				80%		na		71%		85%		75%				77.93%

































































































































































4.3.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week

				Calls Received				654		587		528		469		532				2770

				Calls Handled				637		564		525		456		498				2679

				Calls Abandoned				16		23		2		10		31				82

				Abandon % (>5%)(Less Short Aban)				2.47%		3.94%		0.34%		2.06%		5.89%				2.94%

				Avg Time to Abandon				0:07:49		0:08:43		0:06:19		0:06:40		0:09:05				0:07:43

				Average Wait Time (>5 min)				0:01:44		0:03:54		0:00:38		0:01:26		0:03:01				0:02:08

				Max Wait Time				0:14:20		0:21:14		0:17:27		0:20:19		0:31:16				0:31:16

				Service Level (<80% calls under 5 min)				65.70%		47.88%		85.49%		80.19%		61.82%				68.22%

				Talk Time (Avg)				0:08:23		0:08:47		0:08:26		0:09:07		0:09:20				0:08:48

				Call Handle Time (Avg)				0:14:36		0:15:17		0:14:27		0:15:04		0:15:40				0:15:00

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.48%		77.99%		79.85%		83.05%		83.48%				80.77%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				74		73		59		64		62				332

		 		Short Abandon (under 60 seconds)				0		0		0		1		5				6

				% of calls answered in under 10 minutes				94.49%		84.70%		98.29%		93.45%		89.57%				92.10%

				Occupancy				na		na		na		na		na				na

				Max Agents				30		28		24		22		26				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week

				Calls Received				89		85		70		91		64				399

				Calls Handled				87		79		69		88		63				386

				Calls Abandoned				0		5		0		1		1				7

				Abandon % (>5%)(Less Short Aban)				0.00%		5.88%		0.00%		1.10%		1.56%				1.71%

				Avg Time to Abandon				0:00:00		0:01:33		0:00:00		0:01:52		0:00:57				0:00:52

				Average Wait Time (>5 min)				0:00:48		0:01:37		0:00:42		0:00:56		0:00:58				0:01:00

				Max Wait Time				0:07:13		0:07:55		0:12:04		0:10:13		0:11:25				0:12:04

				Service Level (<95% calls under 5 min)				78.65%		56.10%		81.43%		65.93%		82.54%				72.93%

				Talk Time (Avg)				0:07:51		0:06:00		0:07:23		0:07:26		0:06:48				0:07:05

				Call Handle Time (Avg)				0:12:13		0:11:13		0:11:06		0:12:11		0:10:51				0:11:30

				Max Agents				3.02		2.49		2.13		3.05		1.90				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week

				Calls Received				152		158		187		147		127				771

				Calls Handled				151		157		181		145		125				759

				Calls Abandoned				1		1		5		1		2				10

				Abandon % (>5%)(Less Short Aban)				0.66%		0.63%		2.67%		0.68%		1.57%				1.24%

				Avg Time to Abandon				0:00:42		0:02:13		0:01:58		0:01:53		0:01:39				0:01:41

		 		Average Wait Time (>5 min)				0:00:14		0:00:33		0:00:51		0:00:50		0:00:52				0:00:40

				Max Wait Time				0:04:33		0:05:34		0:07:32		0:12:47		0:08:46				0:12:47

				Service Level (<95% calls under 5 min)				90.13%		78.48%		74.87%		80.14%		77.17%				80.16%

				Talk Time (Avg)				0:04:40		0:04:30		0:05:21		0:05:23		0:05:07				0:05:00

				Call Handle Time (Avg)				0:06:37		0:06:19		0:07:28		0:07:29		0:07:01				0:06:58

				Max Agents				2.77		2.75		3.75		3.04		2.44				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week

				Calls Received				74		73		59		64		62				332

				Calls Handled				71		70		59		63		58				322

				Calls Abandoned				3		2		0		1		3				10

				Abandon % (>5%)(Less Short Aban)				4.36%		3.46%		0.43%		0.93%		5.74%				2.98%

				Avg Time to Abandon				0:07:42		0:10:39		0:07:16		0:07:55		0:08:59				0:08:30

				Average Wait Time (>5 min)				0:02:23		0:04:18		0:01:14		0:00:06		0:03:10				0:02:14

				Max Wait Time				0:14:20		0:21:14		0:17:27		0:04:06		0:31:16				0:31:16

				Service Level (<95% calls under 5 min)				72.49%		49.60%		89.55%		70.57%		58.91%				68.22%

				Talk Time (Avg)				0:10:11		0:10:35		0:10:40		0:10:46		0:10:51				0:10:36

				Call Handle Time (Avg)				0:18:25		0:18:22		0:18:10		0:18:03		0:18:22				0:18:16

				Percent. calls transferred by vendor				11.31%		12.44%		11.17%		13.65%		11.65%				12.05%

				Max Agents				15.23		14.73		11.70		10.72		12.44				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				22		41		8		1		25				97

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		1		0		0		1				3

				No Response				2		2		0		0		1				5

				Total Requests				26		44		8		1		27				106

				% Connected				85%		93%		100%		100%		93%				94.08%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Apr		4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				16		17		1		25		24				83

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		0		1		7				9

				No Response				1		1		0		10		4				16

				Total Requests				17		19		1		36		35				108

				% Connected				94%		89%		100%		69%		69%				84.32%

































































































































































3.27.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week

				Calls Received				761		552		667		638		571				3189

				Calls Handled				752		538		596		607		550				3044

				Calls Abandoned				9		11		63		26		18				126

				Abandon % (>5%)(Less Short Aban)				1.16%		1.94%		9.43%		4.00%		3.19%				3.94%

				Avg Time to Abandon				0:05:54		0:07:45		0:09:15		0:06:49		0:10:16				0:07:59

				Average Wait Time (>5 min)				0:00:56		0:00:53		0:07:10		0:01:56		0:03:10				0:02:49

				Max Wait Time				0:15:27		0:10:37		0:38:26		0:15:42		0:33:11				0:38:26

				Service Level (<80% calls under 5 min)				71.86%		72.89%		38.85%		52.84%		54.96%				58.28%

				Talk Time (Avg)				0:08:19		0:08:21		0:08:34		0:08:36		0:08:58				0:08:33

				Call Handle Time (Avg)				0:14:27		0:14:35		0:15:13		0:15:24		0:15:27				0:15:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.50%		80.69%		81.51%		79.79%		78.82%				79.66%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				99		65		107		87		88				446

		 		Short Abandon (under 60 seconds)				0		1		5		0		1				7

				% of calls answered in under 10 minutes				99.41%		99.83%		65.46%		97.54%		88.43%				90.14%

				Occupancy				na		na		na		na		na				na

				Max Agents				35		25		33		31		28				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week

				Calls Received				130		124		103		146		73				576

				Calls Handled				126		112		99		136		72				545

				Calls Abandoned				3		9		3		9		1				25

				Abandon % (>5%)(Less Short Aban)				2.31%		7.26%		2.91%		6.16%		1.37%				4.00%

				Avg Time to Abandon				0:02:19		0:03:58		0:02:45		0:03:16		0:01:55				0:02:50

				Average Wait Time (>5 min)				0:01:28		0:01:07		0:01:11		0:02:33		0:00:19				0:01:19

				Max Wait Time				0:10:11		0:07:53		0:09:46		0:11:02		0:06:04				0:11:02

				Service Level (<95% calls under 5 min)				59.38%		66.39%		65.05%		40.14%		89.04%				64.00%

				Talk Time (Avg)				0:07:13		0:08:32		0:07:26		0:08:00		0:06:19				0:07:30

				Call Handle Time (Avg)				0:11:21		0:12:52		0:11:25		0:12:16		0:11:14				0:11:49

				Max Agents				4.01		4.07		3.14		4.63		2.25				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week

				Calls Received				153		158		136		153		121				721

				Calls Handled				152		155		134		151		120				712

				Calls Abandoned				1		3		2		1		1				8

				Abandon % (>5%)(Less Short Aban)				0.65%		1.90%		1.47%		0.65%		0.83%				1.10%

				Avg Time to Abandon				0:05:29		0:02:01		0:01:42		0:01:35		0:00:33				0:02:16

		 		Average Wait Time (>5 min)				0:00:27		0:00:44		0:00:52		0:01:02		0:00:10				0:00:39

				Max Wait Time				0:15:34		0:06:36		0:06:45		0:11:37		0:03:22				0:15:34

				Service Level (<95% calls under 5 min)				83.66%		72.78%		66.91%		67.32%		90.91%				76.32%

				Talk Time (Avg)				0:04:37		0:05:17		0:05:48		0:04:42		0:04:37				0:05:00

				Call Handle Time (Avg)				0:06:33		0:07:22		0:08:01		0:06:25		0:06:34				0:06:59

				Max Agents				2.77		3.18		2.98		2.69		2.19				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week

				Calls Received				99		65		107		87		88				446

				Calls Handled				98		65		93		85		81				421

				Calls Abandoned				1		0		10		1		5				18

				Abandon % (>5%)(Less Short Aban)				1.12%		0.38%		10.70%		1.68%		5.96%				3.97%

				Avg Time to Abandon				0:07:58		0:04:09		0:10:24		0:04:44		0:11:26				0:07:44

				Average Wait Time (>5 min)				0:01:30		0:00:24		0:10:55		0:01:32		0:06:36				0:04:11

				Max Wait Time				0:12:33		0:05:19		0:38:26		0:15:27		0:33:11				0:38:26

				Service Level (<95% calls under 5 min)				77.98%		67.04%		45.37%		45.20%		78.61%				62.84%

				Talk Time (Avg)				0:09:55		0:10:10		0:10:37		0:09:35		0:11:12				0:10:17

				Call Handle Time (Avg)				0:17:35		0:18:01		0:19:05		0:18:24		0:19:51				0:18:35

				Percent. calls transferred by vendor				13.01%		11.78%		16.04%		13.64%		15.41%				13.97%

				Max Agents				17.37		13.10		17.32		15.17		15.70				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		2		0		0				2

				Connected				10		0		106		19		59				194

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		4		1		7				13

				No Response				0		0		21		11		11				43

				Total Requests				11		0		133		31		77				252

				% Connected				91%		na		80%		61%		77%				77.13%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Mar		28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		Week

				Busy		 		0		0		1		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				1		2		58		25		4				90

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		2		1		0				5

				No Response				0		0		17		6		0				23

				Total Requests				3		2		78		32		4				119

				% Connected				33%		100%		74%		78%		100%				77.16%

































































































































































3.20.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week

				Calls Received				652		633		553		469		549				2856

				Calls Handled				641		608		504		453		522				2728

				Calls Abandoned				7		25		45		13		22				112

				Abandon % (>5%)(Less Short Aban)				1.13%		3.90%		8.15%		2.71%		3.95%				3.97%

				Avg Time to Abandon				0:06:10		0:10:18		0:09:41		0:07:02		0:10:11				0:08:40

				Average Wait Time (>5 min)				0:01:12		0:03:37		0:04:57		0:02:26		0:02:20				0:02:54

				Max Wait Time				0:21:39		0:32:45		0:32:54		0:24:38		0:29:47				0:32:54

				Service Level (<80% calls under 5 min)				71.89%		63.04%		39.84%		67.12%		60.06%				60.39%

				Talk Time (Avg)				0:08:35		0:07:52		0:08:29		0:09:05		0:09:04				0:08:37

				Call Handle Time (Avg)				0:15:06		0:14:30		0:14:36		0:15:23		0:15:03				0:14:55

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.43%		78.95%		78.46%		81.80%		83.33%				80.19%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				59		59		85		47		84				334

		 		Short Abandon (under 60 seconds)				2		0		6		0		1				9

				% of calls answered in under 10 minutes				99.29%		84.31%		82.33%		89.80%		94.71%				90.09%

				Occupancy				na		na		na		na		na				na

				Max Agents				30		28		26		22		26				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week

				Calls Received				122		90		79		88		95				474

				Calls Handled				118		83		74		86		93				454

				Calls Abandoned				4		7		3		0		1				15

				Abandon % (>5%)(Less Short Aban)				3.28%		7.78%		3.80%		0.00%		1.05%				3.18%

				Avg Time to Abandon				0:02:33		0:01:39		0:00:45		0:00:00		0:06:24				0:02:16

				Average Wait Time (>5 min)				0:01:26		0:01:29		0:00:43		0:00:48		0:00:37				0:01:00

				Max Wait Time				0:08:55		0:09:56		0:09:10		0:07:39		0:07:35				0:09:56

				Service Level (<95% calls under 5 min)				60.00%		61.80%		85.53%		70.45%		81.05%				71.77%

				Talk Time (Avg)				0:06:55		0:07:37		0:08:11		0:07:07		0:07:18				0:07:25

				Call Handle Time (Avg)				0:11:12		0:12:43		0:12:11		0:11:25		0:11:32				0:11:48

				Max Agents				3.67		2.93		2.57		2.79		3.01				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week

				Calls Received				157		137		183		151		131				759

				Calls Handled				156		133		177		146		127				739

				Calls Abandoned				1		4		6		5		3				19

				Abandon % (>5%)(Less Short Aban)				0.64%		2.92%		3.28%		3.31%		2.29%				2.49%

				Avg Time to Abandon				0:00:52		0:02:53		0:01:40		0:02:41		0:05:51				0:02:47

		 		Average Wait Time (>5 min)				0:00:44		0:00:48		0:01:43		0:00:47		0:00:49				0:00:58

				Max Wait Time				0:09:53		0:06:01		0:12:11		0:07:48		0:12:48				0:12:48

				Service Level (<95% calls under 5 min)				80.89%		69.34%		60.66%		73.51%		76.34%				72.15%

				Talk Time (Avg)				0:04:41		0:04:51		0:04:30		0:04:27		0:05:03				0:04:42

				Call Handle Time (Avg)				0:06:49		0:07:08		0:06:37		0:06:53		0:07:13				0:06:56

				Max Agents				2.95		2.63		3.25		2.79		2.55				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week

				Calls Received				59		59		85		47		84				334

				Calls Handled				59		55		79		47		83				323

				Calls Abandoned				0		4		5		0		1				10

				Abandon % (>5%)(Less Short Aban)				0.00%		6.97%		6.55%		0.48%		0.76%				2.95%

				Avg Time to Abandon				0:00:00		0:10:51		0:09:51		0:05:35		0:05:06				0:06:16

				Average Wait Time (>5 min)				0:00:25		0:07:22		0:04:53		0:00:14		0:00:56				0:02:46

				Max Wait Time				0:09:17		0:32:45		0:32:54		0:06:08		0:29:47				0:32:54

				Service Level (<95% calls under 5 min)				61.29%		82.87%		35.18%		50.49%		45.53%				55.07%

				Talk Time (Avg)				0:09:43		0:08:31		0:10:33		0:10:58		0:10:27				0:10:02

				Call Handle Time (Avg)				0:17:49		0:16:23		0:18:01		0:18:49		0:17:58				0:17:48

				Percent. calls transferred by vendor				9.05%		9.32%		15.37%		10.02%		15.30%				11.81%

				Max Agents				15.13		15.01		13.75		10.81		13.07				15

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				3		62		34		2		12				113

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		5		2		0		0				7

				No Response				1		7		5		0		1				14

				Total Requests				4		74		41		2		13				134

				% Connected				75%		84%		83%		100%		92%				86.80%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Mar		21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				32		0		51		42		36				161

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		2				3

				No Response				9		0		10		6		6				31

				Total Requests				41		0		62		48		45				196

				% Connected				78%		na		82%		88%		80%				81.95%

































































































































































3.13.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week

				Calls Received				645		608		489		485		502				2729

				Calls Handled				635		597		487		470		478				2667

				Calls Abandoned				8		10		3		14		23				58

				Abandon % (>5%)(Less Short Aban)				1.23%		1.59%		0.53%		0:42:20		4.63%				2.18%

				Avg Time to Abandon				0:06:27		0:05:34		0:09:17		0:13:32		0:10:33				0:09:04

				Average Wait Time (>5 min)				0:00:53		0:00:38		0:01:35		0:03:39		0:03:32				0:02:03

				Max Wait Time				0:14:30		0:07:57		0:20:49		2.71%		0:22:51				0:38:59

				Service Level (<80% calls under 5 min)				77.43%		77.39%		83.45%		13:59:57		47.58%				68.84%

				Talk Time (Avg)				0:08:10		0:07:51		0:08:44		0:07:51		0:09:10				0:08:21

				Call Handle Time (Avg)				0:14:36		0:14:01		0:15:03		0.98%		0:15:12				0:14:35

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.25%		na		81.49%		82.38%		81.49%				81.15%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				88		82		73		59		59				361

		 		Short Abandon (under 60 seconds)				0		0		0		0		1				1

				% of calls answered in under 10 minutes				99.58%		100.00%		92.13%		86.45%		86.12%				92.86%

				Occupancy				na		na		na		na		na				na

				Max Agents				30		27		24		21		24				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week

				Calls Received				100		94		69		75		74				412

				Calls Handled				95		90		67		74		73				399

				Calls Abandoned				4		1		1		0		0				6

				Abandon % (>5%)(Less Short Aban)				4.00%		1.06%		1.45%		0.00%		0.00%				1.30%

				Avg Time to Abandon				0:02:46		0:02:02		0:03:43		0:00:00		0:00:00				0:01:42

				Average Wait Time (>5 min)				0:01:38		0:01:05		0:00:15		0:00:54		0:00:23				0:00:51

				Max Wait Time				0:08:54		0:09:02		0:04:49		0:06:19		0:08:20				0:09:02

				Service Level (<95% calls under 5 min)				60.20%		76.60%		89.86%		78.67%		89.04%				78.87%

				Talk Time (Avg)				0:07:41		0:06:40		0:06:47		0:06:09		0:05:31				0:06:33

				Call Handle Time (Avg)				0:11:27		0:11:49		0:11:30		0:10:27		0:08:59				0:10:50

				Max Agents				3.02		3.05		2.17		2.18		1.82				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week

				Calls Received				172		147		160		184		157				820

				Calls Handled				165		146		151		182		156				800

				Calls Abandoned				7		1		8		2		1				19

				Abandon % (>5%)(Less Short Aban)				4.07%		0.68%		5.00%		1.09%		0.64%				2.30%

				Avg Time to Abandon				0:03:23		0:00:57		0:05:32		0:04:31		0:00:43				0:03:01

		 		Average Wait Time (>5 min)				0:01:04		0:01:19		0:01:18		0:00:52		0:01:24				0:01:11

				Max Wait Time				0:08:04		0:10:10		0:13:50		0:07:42		0:10:05				0:13:50

				Service Level (<95% calls under 5 min)				65.70%		68.71%		68.75%		73.37%		61.78%				67.66%

				Talk Time (Avg)				0:05:02		0:05:12		0:05:28		0:04:43		0:04:32				0:04:59

				Call Handle Time (Avg)				0:07:13		0:07:35		0:07:54		0:06:51		0:06:44				0:07:15

				Max Agents				3.31		3.07		3.32		3.46		2.92				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week

				Calls Received				88		82		73		59		59				361

				Calls Handled				87		82		72		54		55				350

				Calls Abandoned				1		0		1		3		4				9

				Abandon % (>5%)(Less Short Aban)				0.62%		0.38%		1.21%		5.96%		6.53%				2.94%

				Avg Time to Abandon				0:10:02		0:05:32		0:09:17		0:15:30		0:12:04				0:10:29

				Average Wait Time (>5 min)				0:00:18		0:00:23		0:03:28		0:07:49		0:05:50				0:03:33

				Max Wait Time				0:09:27		0:07:57		0:20:49		0:38:59		0:22:51				0:38:59

				Service Level (<95% calls under 5 min)				66.42%		71.10%		95.24%		70.86%		60.13%				72.75%

				Talk Time (Avg)				0:09:52		0:09:24		0:10:29		0:08:20		0:10:43				0:09:45

				Call Handle Time (Avg)				0:17:35		0:16:47		0:18:25		0:16:20		0:18:17				0:17:28

				Percent. calls transferred by vendor				13.64%		13.49%		14.93%		12.16%		11.75%				13.20%

				Max Agents				15.76		12.16		12.63		9.88		12.43				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				0		2		28		43		41				114

				Error				0		0		0		0		2				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		2		8		2				12

				No Response				0		0		0		12		6				18

				Total Requests				0		2		30		64		51				147

				% Connected				na		100%		93%		67%		80%				85.23%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Mar		14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				4		1		1		8		9				23

				Error				0		0		0		0		1				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		1		0				1

				No Response				0		0		0		0		1				1

				Total Requests				4		1		1		9		12				27

				% Connected				0%		100%		100%		89%		75%				72.78%

































































































































































3.6.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week

				Calls Received				764		645		526		557		545				3037

				Calls Handled				735		615		522		540		536				2947

				Calls Abandoned				26		25		4		19		8				82

				Abandon % (>5%)(Less Short Aban)				3.40%		3.90%		0.69%		3.49%		1.48%				2.59%

				Avg Time to Abandon				0:06:28		0:07:26		0:06:26		0:08:57		0:06:30				0:07:09

				Average Wait Time (>5 min)				0:03:27		0:03:40		0:00:28		0:02:45		0:01:13				0:02:18

				Max Wait Time				0:22:09		0:25:36		0:09:52		0:37:51		0:23:26				0:37:51

				Service Level (<80% calls under 5 min)				38.07%		45.94%		86.33%		62.44%		81.05%				62.77%

				Talk Time (Avg)				0:08:35		0:08:27		0:08:31		0:08:43		0:08:29				0:08:33

				Call Handle Time (Avg)				0:15:11		0:15:15		0:14:35		0:14:56		0:14:53				0:14:58

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.09%		78.96%		82.48%		79.75%		80.51%				80.76%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				90		73		52		74		64				353

		 		Short Abandon (under 60 seconds)				0		1		0		1		1				3

				% of calls answered in under 10 minutes				91.00%		88.61%		100.00%		92.45%		94.47%				93.31%

				Occupancy				na		na		na		na		na				na

				Max Agents				36		30		23		26		25				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week

				Calls Received				114		103		92		79		98				486

				Calls Handled				104		99		90		77		93				463

				Calls Abandoned				10		4		2		2		4				22

				Abandon % (>5%)(Less Short Aban)				8.77%		3.88%		2.17%		2.53%		4.08%				4.29%

				Avg Time to Abandon				0:02:51		0:03:31		0:00:44		0:02:19		0:02:12				0:02:19

				Average Wait Time (>5 min)				0:03:26		0:02:14		0:00:31		0:00:36		0:02:46				0:01:54

				Max Wait Time				0:13:15		0:09:47		0:05:49		0:06:01		0:13:20				0:13:20

				Service Level (<95% calls under 5 min)				34.51%		47.57%		79.12%		77.22%		45.36%				56.76%

				Talk Time (Avg)				0:08:24		0:08:20		0:06:30		0:07:15		0:08:25				0:07:46

				Call Handle Time (Avg)				0:13:20		0:13:04		0:10:44		0:12:27		0:13:19				0:12:34

				Max Agents				3.85		3.59		2.68		2.66		3.48				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week

				Calls Received				190		173		172		155		152				842

				Calls Handled				183		168		168		148		143				810

				Calls Abandoned				6		5		4		6		8				29

				Abandon % (>5%)(Less Short Aban)				3.16%		2.89%		2.33%		3.87%		5.26%				3.50%

				Avg Time to Abandon				0:03:45		0:02:24		0:03:02		0:01:32		0:04:02				0:02:57

		 		Average Wait Time (>5 min)				0:01:05		0:01:16		0:00:42		0:00:52		0:01:45				0:01:08

				Max Wait Time				0:09:51		0:08:15		0:07:33		0:06:17		0:16:00				0:16:00

				Service Level (<95% calls under 5 min)				66.32%		55.49%		73.84%		67.10%		51.97%				62.94%

				Talk Time (Avg)				0:05:40		0:04:24		0:05:04		0:04:55		0:05:38				0:05:08

				Call Handle Time (Avg)				0:08:07		0:07:02		0:07:07		0:06:56		0:07:30				0:07:20

				Max Agents				4.12		3.28		3.32		2.85		2.98				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week

				Calls Received				90		73		52		74		64				353

				Calls Handled				87		70		52		69		61				340

				Calls Abandoned				3		3		0		4		2				12

				Abandon % (>5%)(Less Short Aban)				3.22%		3.80%		0.00%		6.12%		3.57%				3.34%

				Avg Time to Abandon				0:05:59		0:06:53		0:00:00		0:09:20		0:06:30				0:05:44

				Average Wait Time (>5 min)				0:04:01		0:03:05		0:00:05		0:04:33		0:02:43				0:02:53

				Max Wait Time				0:22:09		0:25:36		0:04:43		0:37:51		0:23:26				0:37:51

				Service Level (<95% calls under 5 min)				33.33%		36.84%		79.44%		68.56%		89.36%				61.51%

				Talk Time (Avg)				0:10:07		0:09:41		0:09:38		0:10:23		0:09:46				0:09:55

				Call Handle Time (Avg)				0:18:18		0:17:24		0:16:36		0:17:50		0:18:05				0:17:38

				Percent. calls transferred by vendor				11.78%		11.32%		9.89%		13.29%		11.74%				11.60%

				Max Agents				17.37		15.26		10.04		13.76		12.65				17

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				44		39		0		32		22				137

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				6		4		0		2		3				15

				No Response				0		2		0		3		6				11

				Total Requests				50		45		0		37		31				163

				% Connected				88%		87%		na		86%		71%				83.03%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Mar		7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		1		0		0		0				3

				Connected				22		55		5		19		0				101

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		6		0		0		0				6

				No Response				1		6		0		0		0				7

				Total Requests				25		69		5		19		0				118

				% Connected				88%		80%		100%		100%		na				91.93%

































































































































































2.27.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week

				Calls Received				1044		709		575		503		498				3329

				Calls Handled				927		675		552		495		485				3134

				Calls Abandoned				98		30		17		5		11				161

				Abandon % (>5%)(Less Short Aban)				9.36%		4.17%		2.94%		1.05%		2.30%				3.96%

				Avg Time to Abandon				0:10:14		0:08:14		0:07:10		0:04:44		0:08:34				0:07:47

				Average Wait Time (>5 min)				0:12:24		0:04:48		0:01:57		0:00:57		0:01:51				0:04:23

				Max Wait Time				0:55:27		0:34:04		0:21:01		0:12:52		0:18:22				0:55:27

				Service Level (<80% calls under 5 min)				12.83%		39.92%		66.61%		78.81%		66.73%				52.98%

				Talk Time (Avg)				0:08:26		0:08:10		0:09:07		0:09:02		0:08:28				0:08:38

				Call Handle Time (Avg)				0:15:21		0:14:46		0:15:43		0:15:39		0:15:20				0:15:21

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.34%		78.53%		80.40%		80.49%		82.88%				80.73%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				153		82		71		70		66				442

		 		Short Abandon (under 60 seconds)				7		4		1		1		0				13

				% of calls answered in under 10 minutes				58.00%		85.30%		92.44%		99.11%		94.90%				85.95%

				Occupancy				na		na		na		na		na				na

				Max Agents				51		32		28		25		24				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week

				Calls Received				185		112		76		78		86				537

				Calls Handled				177		111		74		74		81				517

				Calls Abandoned				8		1		0		4		5				18

				Abandon % (>5%)(Less Short Aban)				4.32%		0.89%		0.00%		5.13%		5.81%				3.23%

				Avg Time to Abandon				0:02:36		0:03:35		0:00:00		0:02:34		0:01:38				0:02:04

				Average Wait Time (>5 min)				0:02:58		0:01:12		0:00:28		0:00:39		0:01:26				0:01:20

				Max Wait Time				0:13:47		0:07:50		0:08:46		0:07:42		0:08:19				0:13:47

				Service Level (<95% calls under 5 min)				34.24%		66.07%		88.16%		76.62%		53.57%				63.73%

				Talk Time (Avg)				0:07:51		0:08:10		0:07:23		0:06:26		0:06:21				0:07:14

				Call Handle Time (Avg)				0:12:34		0:12:47		0:11:24		0:09:44		0:10:37				0:11:25

				Max Agents				6.17		3.94		2.41		2.00		2.39				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week

				Calls Received				170		146		176		175		162				829

				Calls Handled				170		144		170		170		155				809

				Calls Abandoned				0		1		6		4		6				17

				Abandon % (>5%)(Less Short Aban)				0.00%		0.68%		3.41%		2.29%		3.70%				2.02%

				Avg Time to Abandon				0:00:00		0:06:44		0:03:26		0:04:09		0:03:13				0:03:30

		 		Average Wait Time (>5 min)				0:00:13		0:00:22		0:01:18		0:00:58		0:01:11				0:00:48

				Max Wait Time				0:04:04		0:07:30		0:12:52		0:11:20		0:10:39				0:12:52

				Service Level (<95% calls under 5 min)				87.65%		83.45%		71.02%		73.71%		73.91%				77.95%

				Talk Time (Avg)				0:04:06		0:05:56		0:05:51		0:05:18		0:04:48				0:05:11

				Call Handle Time (Avg)				0:06:34		0:08:24		0:08:14		0:07:41		0:07:05				0:07:35

				Max Agents				3.10		3.39		3.89		3.63		3.07				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week

				Calls Received				153		82		71		70		66				442

				Calls Handled				135		79		70		69		64				417

				Calls Abandoned				13		2		1		0		2				18

				Abandon % (>5%)(Less Short Aban)				9.53%		3.12%		1.12%		0.41%		3.29%				3.49%

				Avg Time to Abandon				0:10:35		0:07:03		0:07:14		0:05:54		0:08:57				0:07:56

				Average Wait Time (>5 min)				0:15:52		0:02:23		0:02:17		0:00:13		0:02:12				0:04:35

				Max Wait Time				0:55:27		0:20:48		0:18:17		0:05:57		0:18:22				0:55:27

				Service Level (<95% calls under 5 min)				13.38%		33.26%		64.89%		68.90%		65.31%				49.15%

				Talk Time (Avg)				0:10:30		0:10:12		0:10:11		0:10:05		0:10:03				0:10:12

				Call Handle Time (Avg)				0:19:55		0:18:29		0:18:14		0:17:51		0:18:00				0:18:29

				Percent. calls transferred by vendor				14.66%		11.57%		12.35%		13.92%		13.25%				13.15%

				Max Agents				27.25		16.42		13.51		12.04		12.14				27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		2		0		0		0				4

				Connected				170		194		16		0		13				393

				Error				2		2		0		0		0				4

				Invalid Number				0		0		0		0		0				0

				No Answer				13		13		0		0		3				29

				No Response				37		39		3		0		0				79

				Total Requests				224		250		19		0		16				509

				% Connected				76%		78%		84%		na		81%				79.74%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Feb		28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		2		0		0		0				3

				Connected				180		263		18		18		16				495

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				13		15		2		4		0				34

				No Response				25		33		9		2		3				72

				Total Requests				219		313		29		24		19				604

				% Connected				82%		84%		62%		75%		84%				77.46%

































































































































































2.20.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week

				Calls Received						928		726		638		643				2935

				Calls Handled						870		688		567		593				2719

				Calls Abandoned						47		36		54		47				183

				Abandon % (>5%)(Less Short Aban)						5.03%		4.90%		8.47%		7.31%				6.43%

				Avg Time to Abandon						0:09:11		0:08:48		0:10:11		0:10:22				0:09:38

				Average Wait Time (>5 min)						0:06:23		0:04:22		0:08:03		0:09:03				0:06:57

				Max Wait Time						0:34:02		0:29:17		0:31:24		0:30:41				0:34:02

				Service Level (<80% calls under 5 min)						42.84%		44.28%		34.81%		26.80%				37.18%

				Talk Time (Avg)						0:07:37		0:08:42		0:09:09		0:08:16				0:08:26

				Call Handle Time (Avg)						0:13:54		0:14:54		0:15:57		0:15:02				0:14:56

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.05%		81.75%		78.83%		79.68%				80.33%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						85		91		94		96				366

		 		Short Abandon (under 60 seconds)						5		2		1		4				12

				% of calls answered in under 10 minutes						72.57%		80.47%		61.95%		55.65%				67.66%

				Occupancy						na		na		na		na				na

				Max Agents						39		34		32		31				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week

				Calls Received						163		157		143		141				604

				Calls Handled						161		146		133		137				577

				Calls Abandoned						2		10		7		3				22

				Abandon % (>5%)(Less Short Aban)						1.23%		6.37%		4.90%		2.13%				3.66%

				Avg Time to Abandon						0:02:59		0:02:39		0:01:42		0:02:42				0:02:30

				Average Wait Time (>5 min)						0:01:27		0:03:55		0:02:27		0:01:46				0:02:23

				Max Wait Time						0:11:27		0:17:51		0:14:00		0:00:00				0:17:51

				Service Level (<95% calls under 5 min)						65.43%		25.49%		53.57%		59.29%				50.95%

				Talk Time (Avg)						0:05:41		0:08:07		0:07:36		na				0:07:08

				Call Handle Time (Avg)						0:10:21		0:12:25		0:10:44		na				0:11:10

				Max Agents						4.63		5.03		4.06		65.61				66				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week

				Calls Received						152		182		161		164				659

				Calls Handled						150		181		157		162				650

				Calls Abandoned						2		1		4		1				8

				Abandon % (>5%)(Less Short Aban)						1.32%		0.55%		2.48%		0.61%				1.24%

				Avg Time to Abandon						0:01:47		0:05:41		0:01:22		0:01:25				0:02:33

		 		Average Wait Time (>5 min)						0:00:37		0:00:59		0:00:37		0:00:23				0:00:39

				Max Wait Time						0:08:03		0:10:10		0:07:43		0:00:00				0:10:10

				Service Level (<95% calls under 5 min)						80.92%		75.82%		78.88%		85.98%				80.40%

				Talk Time (Avg)						0:03:32		0:05:25		0:05:23		na				0:04:46

				Call Handle Time (Avg)						0:05:32		0:07:46		0:07:34		na				0:06:57

				Max Agents						2.31		3.90		3.30		na				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week

				Calls Received						85		91		94		96				366

				Calls Handled						78		85		90		88				340

				Calls Abandoned						5		5		3		7				20

				Abandon % (>5%)(Less Short Aban)						5.92%		6.02%		3.36%		8.06%				5.84%

				Avg Time to Abandon						0:07:04		0:09:31		0:08:49		0:08:22				0:08:26

				Average Wait Time (>5 min)						0:08:49		0:06:51		0:03:50		0:08:12				0:06:55

				Max Wait Time						0:34:02		0:29:17		0:20:21		0:30:41				0:34:02

				Service Level (<95% calls under 5 min)						47.10%		47.41%		20.47%		29.27%				36.06%

				Talk Time (Avg)						0:09:04		0:10:25		0:10:47		0:09:08				0:09:51

				Call Handle Time (Avg)						0:17:03		0:18:54		0:19:12		0:18:21				0:18:22

				Percent. calls transferred by vendor						9.16%		12.53%		14.73%		14.93%				12.84%

				Max Agents						19.97		17.42		15.88		15.79				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week

				Busy		 				1		3		0		0				4

				Caller canceled						0		0		0		0				0

				Connected						108		52		44		83				287

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						11		1		4		8				24

				No Response						36		6		8		11				61

				Total Requests						156		62		56		102				376

				% Connected						69%		84%		79%		81%				78.26%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Feb		21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		1		0				1

				Connected						70		24		112		103				309

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						8		2		14		3				27

				No Response						14		6		27		8				55

				Total Requests						92		32		154		114				392

				% Connected						76%		75%		73%		90%				78.54%

































































































































































2.13.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week

				Calls Received				685		706		604		521		538				3054

				Calls Handled				667		686		577		511		515				2957

				Calls Abandoned				15		18		28		10		23				94

				Abandon % (>5%)(Less Short Aban)				2.25%		2.53%		4.64%		1.89%		4.20%				3.10%

				Avg Time to Abandon				0:07:15		0:07:48		0:09:28		0:05:20		0:08:26				0:07:39

				Average Wait Time (>5 min)				0:02:09		0:02:20		0:03:13		0:01:06		0:04:24				0:02:38

				Max Wait Time				0:32:02		0:25:58		0:25:28		0:21:06		0:41:46				0:41:46

				Service Level (<80% calls under 5 min)				62.08%		72.83%		51.80%		78.49%		64.76%				65.99%

				Talk Time (Avg)				0:08:52		0:08:34		0:08:40		0:08:57		0:08:30				0:08:42

				Call Handle Time (Avg)				0:15:22		0:14:50		0:15:16		0:15:17		0:15:21				0:15:13

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.02%		81.08%		82.14%		80.02%		80.76%				81.00%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				69		83		64		61		81				358

		 		Short Abandon (under 60 seconds)				2		2		0		1		0				5

				% of calls answered in under 10 minutes				92.90%		90.31%		86.50%		96.67%		80.75%				89.43%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		33		28		25		27				33



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week

				Calls Received				122		119		115		129		108				593

				Calls Handled				115		112		109		125		100				561

				Calls Abandoned				5		5		6		3		5				24

				Abandon % (>5%)(Less Short Aban)				4.10%		4.20%		5.22%		2.33%		4.63%				4.10%

				Avg Time to Abandon				0:04:16		0:05:42		0:04:08		0:05:49		0:03:46				0:04:44

				Average Wait Time (>5 min)				0:02:31		0:02:36		0:02:02		0:01:43		0:01:37				0:02:05

				Max Wait Time				0:09:08		0:12:25		0:22:33		0:10:07		0:10:53				0:22:33

				Service Level (<95% calls under 5 min)				31.15%		42.02%		53.91%		60.94%		59.81%				49.57%

				Talk Time (Avg)				0:08:10		0:08:43		0:09:09		0:07:24		0:07:26				0:08:10

				Call Handle Time (Avg)				0:12:02		0:13:33		0:13:45		0:11:39		0:12:36				0:12:43

				Max Agents				3.91		4.29		4.16		4.04		3.57				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week

				Calls Received				150		161		184		148		133				776

				Calls Handled				148		158		184		146		130				766

				Calls Abandoned				2		3		0		0		2				7

				Abandon % (>5%)(Less Short Aban)				1.33%		1.86%		0.00%		0.00%		1.50%				0.94%

				Avg Time to Abandon				0:01:47		0:01:00		0:00:00		0:00:00		0:01:37				0:00:52

		 		Average Wait Time (>5 min)				0:00:34		0:00:20		0:00:17		0:00:19		0:00:16				0:00:21

				Max Wait Time				0:10:31		0:03:28		0:06:32		0:09:27		0:04:14				0:10:31

				Service Level (<95% calls under 5 min)				83.33%		85.09%		90.22%		88.51%		87.22%				86.87%

				Talk Time (Avg)				0:04:52		0:04:44		0:05:18		0:04:25		0:05:41				0:05:00

				Call Handle Time (Avg)				0:07:14		0:06:59		0:07:38		0:06:26		0:08:06				0:07:16

				Max Agents				2.97		3.07		3.91		2.61		2.92				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week

				Calls Received				69		83		64		61		81				358

				Calls Handled				65		78		60		59		72				333

				Calls Abandoned				3		4		4		2		7				20

				Abandon % (>5%)(Less Short Aban)				4.76%		5.31%		6.99%		3.02%		9.03%				5.82%

				Avg Time to Abandon				0:07:27		0:08:04		0:10:31		0:04:52		0:08:26				0:07:52

				Average Wait Time (>5 min)				0:04:52		0:05:12		0:04:42		0:02:04		0:09:46				0:05:19

				Max Wait Time				0:32:02		0:25:58		0:25:28		0:21:06		0:41:46				0:41:46

				Service Level (<95% calls under 5 min)				84.97%		89.31%		58.84%		86.00%		92.15%				82.25%

				Talk Time (Avg)				0:10:17		0:09:43		0:10:44		0:10:43		0:09:41				0:10:13

				Call Handle Time (Avg)				0:18:15		0:17:32		0:19:03		0:18:55		0:18:25				0:18:26

				Percent. calls transferred by vendor				10.07%		11.76%		10.60%		11.71%		15.06%				11.84%

				Max Agents				15.96		16.50		14.38		12.18		14.72				16

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		1		0		0		2				4

				Connected				42		53		34		13		58				200

				Error				0		0		0		0		0				0

				Invalid Number				1		0		0		0		0				1

				No Answer				6		2		0		0		6				14

				No Response				12		15		1		1		16				45

				Total Requests				62		71		35		14		82				264

				% Connected				68%		75%		97%		93%		71%				80.62%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Feb		14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				3		1		27		2		0				33

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		0				1

				No Response				0		0		0		0		0				0

				Total Requests				3		1		28		2		0				34

				% Connected				100%		100%		96%		100%		0%				79.29%

































































































































































2.6.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week

				Calls Received				734		549		581		542		533				2939

				Calls Handled				726		547		559		532		522				2885

				Calls Abandoned				4		3		24		10		12				52

				Abandon % (>5%)(Less Short Aban)				0.59%		0.48%		4.12%		1.77%		2.16%				1.82%

				Avg Time to Abandon				0:08:55		0:05:00		0:12:17		0:06:12		0:10:27				0:08:34

				Average Wait Time (>5 min)				0:01:08		0:00:25		0:03:03		0:02:01		0:02:19				0:01:47

				Max Wait Time				0:16:57		0:17:00		0:34:59		0:35:15		0:21:09				0:35:15

				Service Level (<80% calls under 5 min)				73.90%		89.21%		67.02%		80.10%		63.94%				74.83%

				Talk Time (Avg)				0:08:24		0:08:06		0:08:17		0:08:54		0:09:01				0:08:32

				Call Handle Time (Avg)				0:15:10		0:14:16		0:14:42		0:15:23		0:15:36				0:15:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.74%		81.73%		83.60%		81.56%		80.39%				81.61%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				108		72		74		79		68				401

		 		Short Abandon (under 60 seconds)				0		0		1		0		0				1

				% of calls answered in under 10 minutes				97.60%		99.35%		89.44%		93.25%		92.32%				94.39%

				Occupancy				na		na		na		na		na				na

				Max Agents				35		25		27		27		26				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week

				Calls Received				121		114		108		81		89				513

				Calls Handled				115		109		105		78		85				492

				Calls Abandoned				3		2		1		3		3				12

				Abandon % (>5%)(Less Short Aban)				2.48%		1.75%		0.93%		3.70%		3.37%				2.45%

				Avg Time to Abandon				0:04:40		0:04:25		0:01:41		0:02:08		0:06:07				0:03:48

				Average Wait Time (>5 min)				0:00:48		0:01:06		0:00:35		0:01:01		0:01:23				0:00:58

				Max Wait Time				0:09:59		0:12:03		0:06:48		0:05:47		0:15:01				0:15:01

				Service Level (<95% calls under 5 min)				72.27%		73.68%		76.85%		68.75%		70.79%				72.47%

				Talk Time (Avg)				0:08:35		0:08:12		0:07:58		0:07:43		0:07:09				0:07:55

				Call Handle Time (Avg)				0:13:22		0:12:52		0:12:56		0:12:54		0:11:34				0:12:43

				Max Agents				4.38		4.04		3.84		2.80		2.76				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week

				Calls Received				152		155		173		155		143				778

				Calls Handled				150		155		173		154		140				772

				Calls Abandoned				2		0		0		1		2				5

				Abandon % (>5%)(Less Short Aban)				1.32%		0.00%		0.00%		0.65%		1.40%				0.67%

				Avg Time to Abandon				0:00:55		0:00:00		0:00:00		0:04:06		0:02:16				0:01:27

		 		Average Wait Time (>5 min)				0:00:16		0:00:16		0:00:30		0:00:15		0:00:22				0:00:19

				Max Wait Time				0:04:40		0:04:50		0:05:46		0:05:01		0:06:36				0:06:36

				Service Level (<95% calls under 5 min)				88.16%		88.39%		78.03%		87.10%		86.71%				85.68%

				Talk Time (Avg)				0:05:43		0:04:55		0:05:33		0:05:03		0:04:56				0:05:14

				Call Handle Time (Avg)				0:08:03		0:07:12		0:07:57		0:07:21		0:07:19				0:07:34

				Max Agents				3.36		3.10		3.82		3.15		2.84				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week

				Calls Received				108		72		74		79		68				401

				Calls Handled				106		71		66		75		64				383

				Calls Abandoned				1		1		6		3		3				14

				Abandon % (>5%)(Less Short Aban)				0.86%		1.15%		9.81%		3.50%		4.60%				3.98%

				Avg Time to Abandon				0:10:38		0:05:00		0:12:33		0:06:40		0:10:57				0:09:09

				Average Wait Time (>5 min)				0:02:11		0:00:58		0:06:11		0:04:47		0:05:08				0:03:51

				Max Wait Time				0:16:57		0:17:00		0:34:59		0:35:15		0:21:09				0:35:15

				Service Level (<95% calls under 5 min)				82.56%		99.72%		80.72%		95.33%		88.53%				89.37%

				Talk Time (Avg)				0:10:06		0:09:18		0:09:53		0:09:46		0:11:11				0:10:02

				Call Handle Time (Avg)				0:18:08		0:17:01		0:17:46		0:17:43		0:19:02				0:17:56

				Percent. calls transferred by vendor				14.71%		13.11%		12.74%		14.58%		12.76%				13.58%

				Max Agents				17.51		12.33		13.07		12.64		13.79				18

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				23		4		48		25		38				138

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		5		2		5				14

				No Response				4		2		9		7		7				29

				Total Requests				29		6		62		35		50				182

				% Connected				79%		67%		77%		71%		76%				74.16%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Feb		7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				2		0		19		0		0				21

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		1		0		0				1

				No Response				0		0		3		0		0				3

				Total Requests				2		0		23		0		0				25

				% Connected				100%		na		83%		na		na				91.30%

































































































































































1.30.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week

				Calls Received				1058		909		661		605		568				3801

				Calls Handled				834		749		654		597		555				3390

				Calls Abandoned				85		143		4		8		9				249

				Abandon % (>5%)(Less Short Aban)				8.03%		15.69%		0.66%		1.31%		1.57%				5.45%

				Avg Time to Abandon				0:16:27		0:11:18		0:06:38		0:04:40		0:09:17				0:09:40

				Average Wait Time (>5 min)				0:08:12		0:16:35		0:00:40		0:00:41		0:02:03				0:05:38

				Max Wait Time				0:59:45		0:45:14		0:11:15		0:17:23		0:29:51				0:59:45

				Service Level (<80% calls under 5 min)				37.62%		9.50%		77.33%		84.55%		66.93%				55.19%

				Talk Time (Avg)				0:07:42		0:08:38		0:08:10		0:08:17		0:08:30				0:08:15

				Call Handle Time (Avg)				0:13:54		0:15:43		0:14:40		0:14:38		0:15:08				0:14:48

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.40%		78.90%		79.11%		82.19%		81.95%				81.51%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				187		117		92		81		70				547

		 		Short Abandon (under 60 seconds)				3		11		0		1		1				16

				% of calls answered in under 10 minutes				78.25%		28.96%		99.87%		98.52%		94.86%				80.09%

				Occupancy				na		na		na		na		na				na

				Max Agents				49		45		31		28		27				49



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week

				Calls Received				245		125		139		130		103				742

				Calls Handled				178		118		136		125		101				658

				Calls Abandoned				26		5		3		5		2				41

				Abandon % (>5%)(Less Short Aban)				10.61%		4.00%		2.16%		3.85%		1.94%				4.51%

				Avg Time to Abandon				0:03:49		0:02:37		0:03:32		0:03:47		0:04:51				0:03:43

				Average Wait Time (>5 min)				0:03:12		0:02:29		0:02:05		0:01:20		0:01:02				0:02:01

				Max Wait Time				0:15:31		0:15:46		0:12:33		0:13:19		0:11:14				0:15:46

				Service Level (<95% calls under 5 min)				38.33%		50.40%		55.47%		67.97%		70.87%				56.61%

				Talk Time (Avg)				0:07:35		0:07:58		0:06:57		0:07:33		0:07:32				0:07:31

				Call Handle Time (Avg)				0:11:40		0:13:48		0:11:15		0:12:00		0:11:55				0:12:07

				Max Agents				5.74		4.60		4.25		4.17		3.34				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week

				Calls Received				199		162		153		147		153				814

				Calls Handled				153		155		152		143		153				756

				Calls Abandoned				2		6		1		3		0				12

				Abandon % (>5%)(Less Short Aban)				1.01%		3.70%		0.65%		2.04%		0.00%				1.48%

				Avg Time to Abandon				0:00:48		0:02:32		0:00:36		0:05:06		0:00:00				0:01:48

		 		Average Wait Time (>5 min)				0:00:04		0:01:06		0:00:27		0:00:39		0:00:15				0:00:30

				Max Wait Time				0:01:19		0:07:07		0:06:19		0:06:42		0:04:13				0:07:07

				Service Level (<95% calls under 5 min)				76.38%		67.70%		85.62%		77.55%		86.93%				78.84%

				Talk Time (Avg)				0:04:09		0:05:45		0:05:31		0:06:24		0:04:18				0:05:13

				Call Handle Time (Avg)				0:06:25		0:08:30		0:07:38		0:09:22		0:06:18				0:07:38

				Max Agents				2.73		3.69		3.22		3.72		2.68				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week

				Calls Received				187		117		92		81		70				547

				Calls Handled				129		90		90		79		67				454

				Calls Abandoned				20		18		1		2		2				43

				Abandon % (>5%)(Less Short Aban)				15.82%		19.82%		1.16%		2.49%		2.68%				8.39%

				Avg Time to Abandon				0:18:22		0:13:13		0:04:18		0:04:27		0:11:29				0:10:21

				Average Wait Time (>5 min)				0:19:10		0:24:19		0:00:48		0:01:13		0:04:24				0:09:58

				Max Wait Time				0:59:45		0:45:14		0:09:44		0:17:23		0:29:51				0:59:45

				Service Level (<95% calls under 5 min)				47.69%		12.76%		78.97%		87.90%		83.29%				62.12%

				Talk Time (Avg)				0:09:28		0:10:06		0:09:45		0:09:48		0:10:01				0:09:49

				Call Handle Time (Avg)				0:18:15		0:19:17		0:17:25		0:17:32		0:18:19				0:18:09

				Percent. calls transferred by vendor				17.67%		12.87%		13.92%		13.39%		12.32%				14.04%

				Max Agents				26.90		23.23		16.63		13.67		13.27				27

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		4		0		0		0				4

				Connected				132		203		8		11		32				386

				Error				4		3		0		0		0				7

				Invalid Number				0		0		0		0		0				0

				No Answer				9		16		0		1		18				44

				No Response				17		42		6		0		3				68

				Total Requests				162		268		14		12		53				509

				% Connected				81%		76%		57%		92%		60%				73.28%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jan		31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		2		0		0		0				2

				Connected				16		141		4		0		3				164

				Error				2		0		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				0		23		0		0		0				23

				No Response				4		33		0		0		0				37

				Total Requests				22		199		4		0		3				228

				% Connected				73%		71%		100%		na		100%				85.90%

































































































































































1.23.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week

				Calls Received				925		773		657		675		706				3736

				Calls Handled				908		754		653		659		677				3651

				Calls Abandoned				19		22						27				69

				Abandon % (>5%)(Less Short Aban)				2.10%		2.91%		53.00%		1.68%		3.83%				12.70%

				Avg Time to Abandon				0:08:40		0:09:43						0:09:03				0:09:08

				Average Wait Time (>5 min)				0:02:40		0:02:36		0:00:57		0:01:31		0:03:06				0:02:10

				Max Wait Time				0:29:19		0:25:42		0:17:23		0:23:11		0:30:44				0:30:44

				Service Level (<80% calls under 5 min)				77.15%		74.66%		85.00%		81.61%		51.98%				74.08%

				Talk Time (Avg)				0:08:39		0:08:48		0:08:24		0:08:02		0:08:36				0:08:29

				Call Handle Time (Avg)				0:16:18		0:16:01		0:15:36		0:15:13		0:15:30				0:15:43

				Transfer Out				na		na						na				na

				First Call Resolution %				81.56%		80.38%		80.66%		82.04%		79.56%				80.84%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				122		120		104		97		77				520

		 		Short Abandon (under 60 seconds)				2		1		1		0		0				4

				% of calls answered in under 10 minutes				88.87%		88.79%		96.29%		93.54%		88.95%				91.29%

				Occupancy				na		na		na		na		na				na

				Max Agents				48		40		33		33		34				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week

				Calls Received				174		156		120		140		149				739

				Calls Handled				171		143		115		138		135				702

				Calls Abandoned				0		9						5				14

				Abandon % (>5%)(Less Short Aban)				0.00%		5.77%		2.50%		1.43%		3.36%				2.61%

				Avg Time to Abandon				0:00:00		0:04:08						0:01:56				0:02:01

				Average Wait Time (>5 min)				0:00:15		0:02:44		0:02:39		0:01:39		0:02:45				0:02:00

				Max Wait Time				0:07:55		0:14:41		0:22:53		0:14:06		0:16:54				0:22:53

				Service Level (<95% calls under 5 min)				91.91%		46.05%		60.50%		70.29%		50.00%				63.75%

				Talk Time (Avg)				0:07:22		0:08:46		0:08:08		0:08:01		0:07:56				0:08:02

				Call Handle Time (Avg)				0:11:45		0:13:26		0:05:55		0:11:52		0:12:10				0:11:01

				Max Agents				5.65		5.41		4.00		5.00		4.73				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week

				Calls Received				163		192		190		153		146				844

				Calls Handled				161		182		181		148		143				815

				Calls Abandoned				2		9						3				14

				Abandon % (>5%)(Less Short Aban)				1.23%		4.69%		4.74%		3.27%		2.05%				3.20%

				Avg Time to Abandon				0:02:51		0:03:54						0:02:37				0:03:07

		 		Average Wait Time (>5 min)				0:00:33		0:02:23		0:01:16		0:01:09		0:00:57				0:01:15

				Max Wait Time				0:04:31		0:15:31		0:08:40		0:21:57		0:07:13				0:21:57

				Service Level (<95% calls under 5 min)				77.30%		53.12%		63.68%		77.78%		71.23%				68.62%

				Talk Time (Avg)				0:05:37		0:05:52		0:05:55		0:04:52		0:05:35				0:05:34

				Call Handle Time (Avg)				0:07:45		0:08:31		0:08:16		0:07:36		0:08:23				0:08:06

				Max Agents				3.47		4.31		4.00		3.00		3.33				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week

				Calls Received				122		120		104		97		77				520

				Calls Handled				116		111		102		94		74				497

				Calls Abandoned				5		8						3				16

				Abandon % (>5%)(Less Short Aban)				4.54%		7.26%		1.33%		3.59%		3.73%				4.09%

				Avg Time to Abandon				0:08:40		0:09:43		0:02:24		0:03:22		0:08:39				0:06:33

				Average Wait Time (>5 min)				0:05:51		0:06:44		0.0178587963		0:23:11		0:04:00				0:13:05

				Max Wait Time				0:29:19		0:25:42		0:00:00		na		0:30:44				0:30:44

				Service Level (<95% calls under 5 min)				98.75%		99.25%						50.00%				82.67%

				Talk Time (Avg)				0:10:02		0:10:41		0:10:13		0:09:37		0:09:51				0:10:04

				Call Handle Time (Avg)				0:18:51		0:18:21		0:00:18		0:17:40		0:18:17				0:14:41

				Percent. calls transferred by vendor				13.19%		15.52%		na		na		10.91%				13.21%

				Max Agents				25.37		18.23		18.00		28.00		14.97				28

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				58		48		19		30		42				197

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		4				5

				No Response				13		1		0		1		7				22

				Total Requests				72		50		19		31		53				225

				% Connected				81%		96%		100%		97%		79%				90.52%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jan		24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		0		16				16

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		2				2

				Total Requests				0		0		0		0		18				18

				% Connected				na		na		na		na		89%				88.89%

































































































































































1.16.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week

				Calls Received						761		629		675		751				2816

				Calls Handled						756		622		669		731				2778

				Calls Abandoned						4		4		3		16				28

				Abandon % (>5%)(Less Short Aban)						0.58%		0.71%		0.51%		2.12%				0.98%

				Avg Time to Abandon						0:05:07		0:04:32		0:05:17		0:06:29				0:05:21

				Average Wait Time (>5 min)						0:00:26		0:00:31		0:00:24		0:01:43				0:00:46

				Max Wait Time						0:14:57		0:11:38		0:10:46		0:18:24				0:18:24

				Service Level (<80% calls under 5 min)						92.49%		87.54%		90.59%		73.43%				86.01%

				Talk Time (Avg)						0:08:48		0:08:41		0:08:23		0:09:06				0:08:44

				Call Handle Time (Avg)						0:16:19		0:16:30		0:15:52		0:16:39				0:16:20

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.19%		79.01%		82.92%		80.19%				80.83%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						106		79		104		98				387

		 		Short Abandon (under 60 seconds)						1		0		0		0				1

				% of calls answered in under 10 minutes						98.72%		99.14%		99.87%		95.26%				98.25%

				Occupancy						na		na		na		na				na

				Max Agents						39		32		34		39				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week

				Calls Received						146		124		139		132				541

				Calls Handled						143		118		139		127				527

				Calls Abandoned						3		5		0		3				11

				Abandon % (>5%)(Less Short Aban)						2.05%		4.03%		0.00%		2.27%				2.09%

				Avg Time to Abandon						0:03:14		0:02:23		0:00:00		0:03:06				0:02:10

				Average Wait Time (>5 min)						0:01:31		0:01:19		0:01:20		0:00:17				0:01:06

				Max Wait Time						0:10:16		0:08:52		0:10:45		0:05:06				0:10:45

				Service Level (<95% calls under 5 min)						62.07%		60.98%		72.66%		89.39%				71.28%

				Talk Time (Avg)						0:06:09		0:06:36		0:08:10		0:08:09				0:07:16

				Call Handle Time (Avg)						0:10:01		0:11:00		0:11:45		0:11:47				0:11:08

				Max Agents						3.98		3.64		4.54		4.22				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week

				Calls Received						164		173		168		165				670

				Calls Handled						160		172		166		162				660

				Calls Abandoned						4		1		1		3				9

				Abandon % (>5%)(Less Short Aban)						2.44%		0.58%		0.60%		1.82%				1.36%

				Avg Time to Abandon						0:02:59		0:03:01		0:01:13		0:01:34				0:02:11

		 		Average Wait Time (>5 min)						0:00:30		0:00:16		0:00:32		0:00:28				0:00:26

				Max Wait Time						0:08:56		0:04:04		0:06:44		0:07:04				0:08:56

				Service Level (<95% calls under 5 min)						81.71%		85.55%		79.64%		82.42%				82.33%

				Talk Time (Avg)						0:05:23		0:04:54		0:05:37		0:04:14				0:05:02

				Call Handle Time (Avg)						0:07:34		0:07:03		0:07:56		0:06:26				0:07:14

				Max Agents						3.36		3.37		3.68		2.90				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week

				Calls Received						106		79		104		98				387

				Calls Handled						104		78		103		92				377

				Calls Abandoned						1		1		1		4				8

				Abandon % (>5%)(Less Short Aban)						1.32%		1.72%		1.19%		4.75%				2.25%

				Avg Time to Abandon						0:05:07		0:04:32		0:05:17		0:06:29				0:05:21

				Average Wait Time (>5 min)						0:00:58		0:01:13		0:00:54		0:03:56				0:01:45

				Max Wait Time						0:14:57		0:11:38		0:10:46		0:18:24				0:18:24

				Service Level (<95% calls under 5 min)						99.79%		99.76%		99.09%		98.93%				99.39%

				Talk Time (Avg)						0:10:17		0:09:37		0:09:27		0:10:38				0:09:59

				Call Handle Time (Avg)						0:18:33		0:17:55		0:17:16		0:18:44				0:18:07

				Percent. calls transferred by vendor						13.93%		12.56%		15.41%		13.05%				13.74%

				Max Agents						19.51		14.47		16.10		19.71				20

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						8		8		0		25				41

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						2		1		0		11				14

				No Response						4		0		0		9				13

				Total Requests						14		9		0		45				68

				% Connected						57%		89%		na		56%				67.20%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jan		17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						0		0		0		0				0

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						0		0		0		0				0

				Total Requests						0		0		0		0				0

				% Connected						na		na		na		na				na

































































































































































1.9.2022

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week

				Calls Received				1203		1101		1119		1178		1667		1093		7361

				Calls Handled				1192		1087		1110		1168		1484		977		7018

				Calls Abandoned				12		11		8		12		157		72.138		271

				Abandon % (>5%)(Less Short Aban)				0.96%		0.96%		0.71%		0.98%		9.43%		6.60%		3.27%

				Avg Time to Abandon				0:04:52		0:08:26		0:06:16		0:07:40		0:10:45		0:09:12		0:07:51

				Average Wait Time (>5 min)				0:00:27		0:00:51		0:00:32		0:00:49		0:11:29		0:07:30		0:03:36

				Max Wait Time				0:18:08		0:15:58		0:12:07		0:26:10		0:42:01		0:32:25		0:42:01

				Service Level (<% calls under 5 min)				55.71%		78.68%		81.39%		81.16%		22.48%		39.68%		59.85%

				Talk Time (Avg)				0:08:49		0:09:04		0:08:54		0:09:20		0:09:32		0:09:44		0:09:13

				Call Handle Time (Avg)				0:16:26		0:16:48		0:16:16		0:16:45		0:16:56		0:16:52		0:16:40

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				83.76%		83.60%		84.73%		84.94%		85.48%		89.20%		85.29%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				158		143		151		150		220		74		896

		 		Short Abandon (under 60 seconds)				1		1		0		1		8		4		15

				% of calls answered in under 10 minutes				99.93%		98.78%		99.68%		98.33%		49.13%		64.56%		85.07%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				62		58		57		62		89		55		89



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week

				Calls Received				215		242		249		245		251		86		1288

				Calls Handled				204		232		236		235		237		85		1229

				Calls Abandoned				10		10		12		10		14		0		56

				Abandon % (>5%)(Less Short Aban)				4.65%		4.13%		4.82%		4.08%		5.58%		0.00%		3.88%

				Avg Time to Abandon				0:02:22		0:02:01		0:03:35		0:03:04		0:05:37		0:00:00		0:02:46

				Average Wait Time (>5 min)				0:02:25		0:02:13		0:02:52		0:02:11		0:02:57		0:00:46		0:02:14

				Max Wait Time				0:15:02		0:15:24		0:19:06		0:14:46		0:29:47		0:09:02		0:29:47

				Service Level (<95% calls under 5 min)				48.58%		54.81%		45.31%		53.28%		37.35%		84.88%		54.04%

				Talk Time (Avg)				0:07:42		0:08:13		0:07:26		0:08:25		0:07:32		0:08:26		0:07:57

				Call Handle Time (Avg)				0:11:43		0:12:46		0:11:29		0:12:18		0:11:34		0:12:22		0:12:02

				Max Agents				6.64		8.22		7.52		8.03		7.84		3.04		8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week

				Calls Received				214		228		219		246		200		46		1153

				Calls Handled				214		217		218		233		193		46		1121

				Calls Abandoned				0		11		1		11		6		0		29

				Abandon % (>5%)(Less Short Aban)				0.00%		4.82%		0.46%		4.47%		3.00%		0.00%		2.13%

				Avg Time to Abandon				0:00:00		0:03:30		0:01:07		0:03:19		0:03:01		0:00:00		0:01:49

		 		Average Wait Time (>5 min)				0:00:47		0:02:18		0:00:46		0:01:42		0:00:29		0:00:13		0:01:02

				Max Wait Time				0:07:42		0:11:16		0:11:41		0:11:36		0:07:09		0:03:48		0:11:41

				Service Level (<95% calls under 5 min)				74.77%		39.47%		79.91%		57.72%		80.00%		93.48%		70.89%

				Talk Time (Avg)				0:04:47		0:05:50		0:04:50		0:05:48		0:05:21		0:06:37		0:05:32

				Call Handle Time (Avg)				0:07:03		0:08:07		0:07:35		0:08:25		0:07:42		0:08:44		0:07:56

				Max Agents				4.20		4.89		4.60		5.45		4.13		1.12		5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week

				Calls Received				158		143		151		150		220		74		896

				Calls Handled				156		140		149		146		191		68		849

				Calls Abandoned				2		2		2		4		22		3		34

				Abandon % (>5%)(Less Short Aban)				1.33%		1.74%		1.32%		2.41%		11.38%		3.88%		3.68%

				Avg Time to Abandon				0:05:11		0:09:47		0:06:49		0:07:33		0:11:18		0:09:03		0:08:16

				Average Wait Time (>5 min)				0:00:47		0:01:47		0:01:09		0:01:58		0:18:40		0:04:07		0:04:44

				Max Wait Time				0:18:08		0:15:58		0:12:07		0:26:10		0:42:01		0:27:32		0:42:01

				Service Level (<95% calls under 5 min)				88.37%		87.61%		88.21%		93.49%		28.29%		33.71%		69.95%

				Talk Time (Avg)				0:10:47		0:10:37		0:10:46		0:11:35		0:12:24		0:13:35		0:11:37

				Call Handle Time (Avg)				0:18:59		0:18:49		0:18:18		0:19:44		0:20:27		0:21:15		0:19:35

				Percent. calls transferred by vendor				13.13%		12.99%		13.49%		12.73%		13.20%		6.77%		12.05%

				Max Agents				27.77		24.08		23.11		27.28		36.89		15.22		37

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		2		0		2

				Connected				9		10		5		14		192		18		248

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				2		0		0		4		9		1		16

				No Response				0		5		0		3		33		5		46

				Total Requests				11		15		5		21		236		24		312

				% Connected				82%		67%		100%		67%		81%		75%		78.58%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jan		10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		5		3		8

				Connected				0		1		0		0		220		217		438

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		1		1

				No Answer				0		0		0		0		22		22		44

				No Response				0		0		0		0		62		44		106

				Total Requests				0		1		0		0		309		287		597

				% Connected				na		100%		na		na		71%		76%		82.27%

































































































































































1.2.2022 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week

				Calls Received				1475		1208		1122		1009		878		103		5795

				Calls Handled				1403		1172		1047		962		867		101		5552

				Calls Abandoned				74		35		80		44		11		1.7716		246

				Abandon % (>5%)(Less Short Aban)				5.02%		2.93%		7.12%		4.39%		1.22%		1.72%		3.73%

				Avg Time to Abandon				0:11:05		0:09:30		0:15:10		0:11:17		0:06:26		0:07:06		0:10:05

				Average Wait Time (>5 min)				0:06:08		0:04:05		0:08:04		0:04:53		0:01:44		0:00:57		0:04:18

				Max Wait Time				0:41:21		0:38:35		0:46:59		0:32:39		0:17:42		0:08:07		0:46:59

				Service Level (<95% calls under 5 min)				55.11%		56.34%		61.01%		60.19%		58.34%		78.05%		61.51%

				Talk Time (Avg)				0:08:32		0:08:43		0:08:47		0:09:31		0:08:54		0:09:35		0:09:00

				Call Handle Time (Avg)				0:16:15		0:16:18		0:16:24		0:17:18		0:16:13		0:14:54		0:16:13

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				79.56%		79.95%		83.96%		82.05%		83.31%		86.13%		82.49%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				198		193		142		129		104		13		779

		 		Short Abandon (under 60 seconds)				3		0		4		3		1		0		11

				% of calls answered in under 10 minutes				75.03%		83.22%		70.71%		76.88%		93.80%		100.00%		83.28%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				76		64		58		55		44		5		76



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week

				Calls Received				194		217		195		173		207		2		988

				Calls Handled				191		208		190		169		203		2		963

				Calls Abandoned				3		9		5		2		3		0		22

				Abandon % (>5%)(Less Short Aban)				1.55%		4.15%		2.56%		1.16%		1.45%		0.00%		1.81%

				Avg Time to Abandon				0:04:26		0:02:17		0:04:58		0:02:24		0:04:29		0:00:00		0:03:05

				Average Wait Time (>5 min)				0:01:18		0:01:50		0:01:45		0:00:50		0:01:19		0:00:39		0:01:16

				Max Wait Time				0:12:26		0:10:50		0:15:18		0:07:32		0:18:28		0:01:18		0:18:28

				Service Level (<95% calls under 5 min)				66.84%		53.74%		52.06%		76.02%		68.93%		50.00%		61.27%

				Talk Time (Avg)				0:06:45		0:06:40		0:07:59		0:07:22		0:07:15		0:04:55		0:06:49

				Call Handle Time (Avg)				0:11:28		0:11:24		0:12:27		0:11:47		0:11:26		0:08:40		0:11:12

				Max Agents				6.09		6.58		6.57		5.53		6.45		0.05		7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week

				Calls Received				199		231		218		212		152		11		1023

				Calls Handled				194		227		216		205		151		11		1004

				Calls Abandoned				5		4		2		7		1		0		19

				Abandon % (>5%)(Less Short Aban)				2.51%		1.73%		0.92%		3.30%		0.66%		0.00%		1.52%

				Avg Time to Abandon				0:02:32		0:03:16		0:02:57		0:03:32		0:02:52		0:00:00		0:02:31

		 		Average Wait Time (>5 min)				0:01:14		0:00:48		0:00:12		0:00:58		0:00:18		0:00:03		0:00:35

				Max Wait Time				0:06:43		0:09:13		0:07:28		0:07:01		0:07:00		0:00:10		0:09:13

				Service Level (<95% calls under 5 min)				62.31%		70.13%		90.37%		67.45%		88.16%		100.00%		79.74%

				Talk Time (Avg)				0:05:20		0:05:19		0:05:05		0:05:22		0:05:24		0:08:17		0:05:47

				Call Handle Time (Avg)				0:07:18		0:07:50		0:07:49		0:07:56		0:07:40		0:09:11		0:07:57

				Max Agents				3.93		4.94		4.69		4.52		3.22		0.28		5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week

				Calls Received				198		193		142		129		104		13		779

				Calls Handled				175		175		114		115		101		13		693

				Calls Abandoned				17		12		19		11		3		0		64

				Abandon % (>5%)(Less Short Aban)				9.87%		7.07%		17.03%		9.94%		3.11%		0.00%		7.84%

				Avg Time to Abandon				0:12:17		0:09:36		0:15:31		0:11:53		0:06:26		0:00:00		0:09:17

				Average Wait Time (>5 min)				0:14:15		0:10:32		0:21:53		0:12:34		0:04:25		0:00:22		0:10:40

				Max Wait Time				0:41:21		0:38:35		0:46:59		0:32:39		0:17:42		0:05:51		0:46:59

				Service Level (<95% calls under 5 min)				59.45%		94.36%		79.12%		93.75%		98.65%		65.38%		81.79%

				Talk Time (Avg)				0:10:14		0:10:25		0:11:05		0:11:01		0:10:33		0:10:56		0:10:42

				Call Handle Time (Avg)				0:18:40		0:18:59		0:19:39		0:19:47		0:18:56		0:18:52		0:19:08

				Percent. calls transferred by vendor				13.42%		15.98%		12.66%		12.78%		11.85%		12.62%		13.22%

				Max Agents				35.70		29.82		27.87		25.42		20.28		1.99		36

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				4		1		3		2		0		0		10

				Connected				216		134		166		122		39		0		677

				Error				0		0		2		2		0		0		4

				Invalid Number				0		0		0		0		0		0		0

				No Answer				19		17		18		10		1		0		65

				No Response				27		30		40		17		3		0		117

				Total Requests				266		182		229		153		43		0		873

				% Connected				81%		74%		72%		80%		91%		na		79.55%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jan		3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				1		1		0		2		0		0		4

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				0		0		0		0		0		0		0

				No Response				0		0		0		1		0		0		1

				Total Requests				1		1		0		3		0		0		5

				% Connected				100%		100%		na		67%		na		na		88.89%

































































































































































12.26.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week

				Calls Received				1077		1020		1017		1035						4149

				Calls Handled				1035		978		1000		996						4008

				Calls Abandoned				42		43		19		37						141

				Abandon % (>5%)(Less Short Aban)				3.92%		4.26%		1.84%		3.54%						3.39%

				Avg Time to Abandon				0:13:31		0:15:11		0:09:52		0:11:39						0:12:33

				Average Wait Time (>5 min)				0:04:46		0:05:48		0:01:40		0:04:26						0:04:10

				Max Wait Time				0:41:13		0:57:55		0:28:40		0:38:05						0:57:55

				Service Level (<95% calls under 5 min)				58.63%		57.95%		58.12%		59.54%						58.56%

				Talk Time (Avg)				0:08:34		0:09:12		0:08:52		0:08:57						0:08:53

				Call Handle Time (Avg)				0:16:31		0:16:58		0:16:35		0:17:12						0:16:49

				Transfer Out				na		na		na		na						na

				First Call Resolution %				79.66%		80.46%		80.59%		80.59%						80.33%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				147		155		124		124						550

		 		Short Abandon (under 60 seconds)				0		3		0		2						5

				% of calls answered in under 10 minutes				82.35%		82.78%		95.35%		81.23%						85.43%

				Occupancy				na		na		na		na						na

				Max Agents				56		56		53		56						56



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week

				Calls Received				154		201		204		228						787

				Calls Handled				131		192		192		209						724

				Calls Abandoned				23		9		12		19						63

				Abandon % (>5%)(Less Short Aban)				14.94%		4.48%		5.88%		8.33%						8.41%

				Avg Time to Abandon				0:07:01		0:04:08		0:03:30		0:07:19						0:05:29

				Average Wait Time (>5 min)				0:05:54		0:02:04		0:03:32		0:05:31						0:04:15

				Max Wait Time				0:37:32		0:12:53		0:24:31		0:29:55						0:37:32

				Service Level (<95% calls under 5 min)				34.46%		51.50%		42.86%		37.33%						41.54%

				Talk Time (Avg)				0:07:06		0:07:46		0:07:43		0:07:15						0:07:27

				Call Handle Time (Avg)				0:11:36		0:12:26		0:12:06		0:11:27						0:11:53

				Max Agents				4.22		6.63		6.45		6.64						7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week

				Calls Received				148		185		184		180						697

				Calls Handled				145		170		175		165						655

				Calls Abandoned				3		15		8		15						41

				Abandon % (>5%)(Less Short Aban)				2.03%		8.11%		4.35%		8.33%						5.71%

				Avg Time to Abandon				0:06:15		0:04:25		0:02:32		0:05:08						0:04:35

		 		Average Wait Time (>5 min)				0:00:51		0:01:59		0:01:23		0:02:32						0:01:41

				Max Wait Time				0:16:36		0:13:47		0:09:47		0:16:51						0:16:51

				Service Level (<95% calls under 5 min)				75.68%		56.22%		57.92%		48.89%						59.68%

				Talk Time (Avg)				0:06:03		0:05:53		0:06:24		0:06:13						0:06:08

				Call Handle Time (Avg)				0:08:40		0:08:23		0:08:32		0:08:22						0:08:29

				Max Agents				3.49		3.96		4.17		3.84						4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week

				Calls Received				147		155		124		124						550

				Calls Handled				132		137		118		111						499

				Calls Abandoned				12		14		5		9						40

				Abandon % (>5%)(Less Short Aban)				8.94%		10.00%		4.51%		8.39%						7.96%

				Avg Time to Abandon				0:14:05		0:15:19		0:09:52		0:12:02						0:12:49

				Average Wait Time (>5 min)				0:11:04		0:14:44		0:04:10		0:11:29						0:10:21

				Max Wait Time				0:41:13		0:57:55		0:28:40		0:38:05						0:57:55

				Service Level (<95% calls under 5 min)				83.68%		95.47%		100.00%		97.11%						94.07%

				Talk Time (Avg)				0:10:09		0:10:49		0:10:24		0:10:26						0:10:27

				Call Handle Time (Avg)				0:18:47		0:19:23		0:18:55		0:19:08						0:19:03

				Percent. calls transferred by vendor				13.65%		15.20%		12.19%		11.98%						13.25%

				Max Agents				25.65		26.36		24.47		24.69						26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week

				Busy		 		0		0		0		0						0

				Caller canceled				0		2		0		0						2

				Connected				98		110		98		98						404

				Error				0		0		0		0						0

				Invalid Number				0		0		0		0						0

				No Answer				2		15		6		6						29

				No Response				21		21		21		21						84

				Total Requests				121		148		125		125						519

				% Connected				81%		74%		78%		78%						78.03%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Dec		27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		Week

				Busy		 		0		0		0		0						0

				Caller canceled				0		0		0		0						0

				Connected				23		0		0		0						23

				Error				0		0		0		0						0

				Invalid Number				0		0		0		0						0

				No Answer				0		0		0		0						0

				No Response				5		0		0		0						5

				Total Requests				28		0		0		0						28

				% Connected				82%		na		na		na						82.14%

































































































































































12.19.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week

				Calls Received				1043		814		172		738						2767

				Calls Handled				1034		728		172		733						2668

				Calls Abandoned				6		69		0		4						79

				Abandon % (>5%)(Less Short Aban)				0.61%		8.49%		0.00%		0.48%						2.40%

				Avg Time to Abandon				0:04:55		0:12:33		0:00:00		0:05:52						0:05:50

				Average Wait Time (>5 min)				0:00:15		0:08:44		0:00:02		0:00:43						0:02:26

				Max Wait Time				0:06:27		0:42:57		0:00:11		0:14:51						0:42:57

				Service Level (<95% calls under 5 min)				57.60%		72.02%		61.65%		53.97%						61.31%

				Talk Time (Avg)				0:08:48		0:08:58		0:09:00		0:09:16						0:09:00

				Call Handle Time (Avg)				0:16:36		0:16:16		0:16:39		0:17:20						0:16:42

				Transfer Out				na		na		na		na						na

				First Call Resolution %				82.46%		77.74%		82.70%		82.82%						81.43%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				114		22		62		90						288

		 		Short Abandon (under 60 seconds)				2		3		0		0						5

				% of calls answered in under 10 minutes				100.00%		66.44%		100.00%		97.57%						91.00%

				Occupancy				na		na		na		na						na

				Max Agents				53		38		11		40						53



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week

				Calls Received				194		173		81		191						639

				Calls Handled				184		141		70		171						566

				Calls Abandoned				10		30		11		18						69

				Abandon % (>5%)(Less Short Aban)				5.15%		17.34%		13.58%		9.42%						11.37%

				Avg Time to Abandon				0:05:48		0:09:35		0:05:04		0:06:29						0:06:44

				Average Wait Time (>5 min)				0:02:24		0:05:43		0:04:46		0:05:52						0:04:41

				Max Wait Time				0:13:35		0:46:33		0:17:23		0:24:00						0:46:33

				Service Level (<95% calls under 5 min)				50.78%		29.94%		19.48%		28.19%						32.10%

				Talk Time (Avg)				0:08:03		0:06:23		0:09:18		0:07:32						0:07:49

				Call Handle Time (Avg)				0:12:58		0:10:09		0:13:43		0:12:30						0:12:20

				Max Agents				6.63		3.96		2.66		5.97						7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week

				Calls Received				229		209		50		153						641

				Calls Handled				217		195		50		148						610

				Calls Abandoned				12		13		0		5						30

				Abandon % (>5%)(Less Short Aban)				5.24%		6.22%		0.00%		3.27%						3.68%

				Avg Time to Abandon				0:03:56		0:02:16		0:00:00		0:05:37						0:02:57

		 		Average Wait Time (>5 min)				0:02:10		0:01:42		0:00:08		0:01:13						0:01:18

				Max Wait Time				0:12:52		0:10:43		0:00:00		0:13:27						0:13:27

				Service Level (<95% calls under 5 min)				49.78%		55.29%		90.00%		79.08%						68.54%

				Talk Time (Avg)				0:05:50		0:04:21		0:00:00		0:06:20						0:04:07

				Call Handle Time (Avg)				0:08:38		0:05:58		0:05:28		0:08:42						0:07:11

				Max Agents				5.21		3.25		1.14		3.57						5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week

				Calls Received				114		22		62		90						288

				Calls Handled				113		20		62		89						283

				Calls Abandoned				1		2		0		1						4

				Abandon % (>5%)(Less Short Aban)				0.88%		9.97%		0.00%		0.90%						2.94%

				Avg Time to Abandon				0:03:34		0:13:01		0:00:00		0:04:23						0:05:14

				Average Wait Time (>5 min)				0:00:16		0:08:34		0:00:02		0:00:37						0:02:22

				Max Wait Time				0:05:48		0:42:57		0:00:10		0:08:38						0:42:57

				Service Level (<95% calls under 5 min)				91.75%		57.47%		100.00%		90.87%						85.02%

				Talk Time (Avg)				0:10:11		0:09:52		0:11:31		0:10:52						0:10:36

				Call Handle Time (Avg)				0:17:58		0:18:23		0:19:41		0:19:24						0:18:51

				Percent. calls transferred by vendor				10.93%		2.70%		36.05%		12.20%						15.47%

				Max Agents				22.64		15.36		4.37		18.04						23

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week

				Busy		 		0		0		0		0						0

				Caller canceled				0		1		0		0						1

				Connected				0		52		0		4						56

				Error				0		0		0		0						0

				Invalid Number				0		0		0		0						0

				No Answer				0		8		0		0						8

				No Response				0		6		0		0						6

				Total Requests				0		67		0		4						71

				% Connected				na		78%		na		100%						88.81%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Dec		20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		Week

				Busy		 		0		0		0		0						0

				Caller canceled				0		3		0		0						3

				Connected				1		128		0		12						141

				Error				0		0		0		0						0

				Invalid Number				0		0		0		0						0

				No Answer				0		31		0		0						31

				No Response				0		24		0		0						24

				Total Requests				1		186		0		12						199

				% Connected				100%		69%		na		100%						89.61%

































































































































































12.12.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Through 12/15

						12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week						Week

				Calls Received				2503		2796		2817		965		764		68		9913						8116

				Calls Handled				1880		2124		2234		953		759		66		8016						6238

				Calls Abandoned				547		534		450		13		3		0.9044		1548						2016

				Abandon % (>5%)(Less Short Aban)				21.84%		19.11%		15.99%		1.38%		0.35%		1.33%		10.00%						18.98%

				Avg Time to Abandon				0:19:01		0:16:54		0:15:41		0:05:46		0:05:54		0:00:35		0:10:38						0:07:42

				Average Wait Time (>5 min)				0:32:40		0:36:11		0:28:21		0:01:35		0:00:33		0:00:02		0:16:33						0:32:24

				Max Wait Time				1:32:57		1:21:13		1:05:10		0:19:58		0:12:59		0:00:29		1:32:57						1:32:57

				Service Level (<95% calls under 5 min)				53.45%		52.04%		55.31%		59.38%		61.14%		74.98%		59.38%						53.60%

				Talk Time (Avg)				0:09:50		0:09:59		0:10:08		0:09:04		0:09:03		0:10:11		0:09:42						0:09:59

				Call Handle Time (Avg)				0:17:11		0:17:11		0:17:39		0:16:38		0:17:09		0:16:07		0:16:59						0:17:20

				Transfer Out				na		na		na		na		na		na		na						na

				First Call Resolution %				85.91%		84.85%		85.90%		81.14%		81.01%		75.70%		82.42%						85.55%

				Complaints Received																0						0

				Complaints Resolved																0						0

				Helpline (Transfers)				217		244		285		119		94		7		966						746

		 		Short Abandon (under 60 seconds)				30		23		31		4		0		0		88						84

				% of calls answered in under 10 minutes				7.01%		5.37%		22.95%		97.28%		99.53%		100.00%		55.36%						11.78%

				Occupancy				na		na		na		na		na		na		na						na

				Max Agents				131		146		120		50		41		3		146						146



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls						Count of Calls















								 

								 



																		Top 10 Total		0						0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week						Week

				Calls Received				503		548		498		157		160		3		1869						1549

				Calls Handled				372		380		424		153		148		3		1480						1176

				Calls Abandoned				131		167		74		3		12		0		387						476

				Abandon % (>5%)(Less Short Aban)				26.04%		30.47%		14.86%		1.91%		7.50%		0.00%		13.46%						23.79%

				Avg Time to Abandon				0:13:03		0:19:22		0:10:12		0:03:07		0:04:52		0:00:00		0:08:26						0:05:19

				Average Wait Time (>5 min)				0:18:53		0:32:28		0:15:03		0:01:12		0:02:51		0:00:01		0:11:44						0:22:08

				Max Wait Time				0:55:25		1:22:06		0:43:07		0:10:16		0:16:24		0:00:02		1:22:06						1:22:06

				Service Level (<95% calls under 5 min)				6.63%		5.04%		15.24%		70.32%		51.90%		100.00%		41.52%						8.97%

				Talk Time (Avg)				0:08:44		0:10:23		0:08:58		0:08:42		0:06:54		0:11:11		0:09:08						0:09:21

				Call Handle Time (Avg)				0:12:51		0:14:25		0:12:49		0:13:11		0:11:50		0:16:33		0:13:36						0:13:21

				Max Agents				13.28		15.21		15.16		5.64		4.87		0.14		15				 		15







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week						Week

				Calls Received				255		252		256		200		166		21		1150						763

				Calls Handled				250		249		250		200		164		21		1134						749

				Calls Abandoned				5		3		6		0		2		0		16						24

				Abandon % (>5%)(Less Short Aban)				1.96%		1.19%		2.34%		0.00%		1.20%		0.00%		1.12%						1.83%

				Avg Time to Abandon				0:01:54		0:02:33		0:01:26		0:00:00		0:01:52		0:00:00		0:01:17						0:00:55

		 		Average Wait Time (>5 min)				0:00:45		0:00:52		0:00:51		0:00:56		0:00:53		0:00:03		0:00:43						0:00:49

				Max Wait Time				0:07:09		0:07:57		0:06:52		0:08:28		0:10:23		0:00:08		0:10:23						0:07:57

				Service Level (<95% calls under 5 min)				72.16%		70.63%		64.84%		73.00%		75.30%		100.00%		75.99%						69.21%

				Talk Time (Avg)				0:05:39		0:05:06		0:05:00		0:05:32		0:05:26		0:03:25		0:05:01						0:05:15

				Call Handle Time (Avg)				0:08:36		0:07:41		0:07:32		0:07:48		0:07:56		0:05:01		0:07:25						0:07:56

				Max Agents				6.23		6.33		6.28		4.39		3.62		0.29		6				 		6

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week						Week

				Calls Received				217		244		285		119		94		7		966						763

				Calls Handled				145		172		232		115		93		7		764						749

				Calls Abandoned				43		39		36		4		1		0		123						164

				Abandon % (>5%)(Less Short Aban)				29.74%		22.91%		15.41%		3.33%		0.82%		3.70%		12.65%						22.69%

				Avg Time to Abandon				0:25:23		0:20:36		0:18:57		0:05:46		0:05:54		0:00:35		0:12:51						0:21:38

				Average Wait Time (>5 min)				0:48:15		0:46:16		0:27:58		0:03:41		0:01:16		0:00:02		0:21:14						0:40:49

				Max Wait Time				1:32:57		1:21:13		1:04:12		0:19:58		0:12:59		0:00:10		1:32:57						1:32:57

				Service Level (<95% calls under 5 min)				7.09%		8.71%		16.27%		97.00%		100.00%		97.92%		54.50%						73.14%

				Talk Time (Avg)				0:12:08		0:12:46		0:12:41		0:11:03		0:10:34		0:14:47		0:12:19						0:12:31

				Call Handle Time (Avg)				0:20:03		0:20:24		0:20:21		0:18:45		0:18:51		0:22:02		0:20:04						0:20:16

				Percent. calls transferred by vendor				8.67%		8.73%		10.12%		12.33%		12.30%		10.29%		10.41%						9.17%

				Max Agents				52.59		59.57		44.86		23.42		19.15		1.65		60						60

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						12-Dec		13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		Week						Week

				Busy		 		0		0		3		0		0		0		3						3

				Caller canceled				7		10		4		0		0		0		21						21

				Connected				321		451		356		36		2		0		1166						1128

				Error				0		4		1		0		0		0		5						5

				Invalid Number				0		0		0		0		0		0		0						0

				No Answer				38		34		49		4		0		0		125						121

				No Response				57		48		83		1		0		0		189						188

				Total Requests				423		547		496		41		2		0		1509						1466

				% Connected				76%		82%		72%		88%		100%		na		83.58%						76.70%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week						Week

				Busy		 		0		1		0		0		0		0		1						1

				Caller canceled				19		17		18		0		0		0		54						54

				Connected				875		1050		933		1		0		0		2859						2858

				Error				5		0		3		0		0		0		8						8

				Invalid Number				1		0		0		0		0		0		1						1

				No Answer				82		81		185		2		0		0		350						348

				No Response				212		102		200		0		0		0		514						514

				Total Requests				1194		1251		1339		3		0		0		3787						3784

				% Connected				73%		84%		70%		33%		na		na		65.06%						75.63%

































































































































































12.5.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week

				Calls Received				1549		1297		1178		1053		1097		135		6309

				Calls Handled				1381		1249		1164		1040		1053		132		6019

				Calls Abandoned				163		45		11		16		41		2.835		279

				Abandon % (>5%)(Less Short Aban)				10.54%		3.48%		0.91%		1.52%		3.74%		2.10%		3.72%

				Avg Time to Abandon				0:17:41		0:06:53		0:06:21		0:05:53		0:09:44		0:04:25		0:08:29

				Average Wait Time (>5 min)				0:10:54		0:02:51		0:01:03		0:01:32		0:04:01		0:01:30		0:03:38

				Max Wait Time				1:11:06		0:35:26		0:19:09		0:22:39		0:30:47		0:15:13		1:11:06

				Service Level (<95% calls under 5 min)				59.24%		58.60%		58.03%		58.56%		57.95%		73.31%		60.95%

				Talk Time (Avg)				0:09:32		0:09:26		0:09:14		0:09:34		0:09:43		0:08:32		0:09:20

				Call Handle Time (Avg)				0:17:10		0:17:14		0:16:23		0:17:20		0:17:14		0:14:53		0:16:42

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				83.08%		82.68%		83.90%		85.59%		84.52%		85.92%		84.28%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				150		139		140		135		132		8		704

		 		Short Abandon (under 60 seconds)				7		1		0		1		3		1		13

				% of calls answered in under 10 minutes				70.62%		90.88%		98.69%		93.76%		77.61%		97.14%		88.12%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				82		69		60		57		59		6		82



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week

				Calls Received				287		264		343		366		333		29		1622

				Calls Handled				269		246		306		332		245		28		1426

				Calls Abandoned				17		18		36		34		88		1		194

				Abandon % (>5%)(Less Short Aban)				5.92%		6.82%		10.50%		9.29%		26.43%		3.45%		10.40%

				Avg Time to Abandon				0:06:14		0:05:31		0:04:32		0:07:23		0:13:51		0:00:43		0:06:22

				Average Wait Time (>5 min)				0:03:35		0:03:43		0:06:03		0:05:55		0:20:31		0:00:49		0:06:46

				Max Wait Time				0:17:34		0:16:19		0:21:12		0:30:00		1:06:37		0:06:12		1:06:37

				Service Level (<95% calls under 5 min)				29.97%		31.80%		20.72%		32.23%		7.08%		75.00%		32.80%

				Talk Time (Avg)				0:08:08		0:08:36		0:08:22		0:07:59		0:09:35		0:06:42		0:08:13

				Call Handle Time (Avg)				0:12:16		0:12:55		0:12:24		0:12:02		0:13:45		0:08:53		0:12:02

				Max Agents				9.17		8.82		10.54		11.10		9.35		0.69		11				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week

				Calls Received				204		206		208		209		155		29		1011

				Calls Handled				204		203		205		207		153		29		1001

				Calls Abandoned				0		2		3		2		2		0		9

				Abandon % (>5%)(Less Short Aban)				0.00%		0.97%		1.44%		0.96%		1.29%		0.00%		0.78%

				Avg Time to Abandon				0:00:00		0:05:00		0:00:55		0:03:04		0:05:29		0:00:00		0:02:24

		 		Average Wait Time (>5 min)				0:00:20		0:00:23		0:00:37		0:00:37		0:00:56		0:00:03		0:00:29

				Max Wait Time				0:07:06		0:07:19		0:08:48		0:06:06		0:08:19		0:00:20		0:08:48

				Service Level (<95% calls under 5 min)				89.71%		82.52%		81.73%		80.38%		72.90%		100.00%		84.54%

				Talk Time (Avg)				0:05:42		0:05:40		0:05:43		0:05:51		0:05:35		0:03:11		0:05:17

				Call Handle Time (Avg)				0:08:25		0:08:12		0:08:18		0:08:53		0:08:22		0:05:00		0:07:51

				Max Agents				4.77		4.63		4.72		5.10		3.55		0.40		5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week

				Calls Received				150		139		140		135		132		8		704

				Calls Handled				113		132		136		130		117		8		636

				Calls Abandoned				24		6		3		5		11		0		48

				Abandon % (>5%)(Less Short Aban)				21.08%		4.86%		2.15%		3.59%		9.00%		0.00%		6.78%

				Avg Time to Abandon				0:20:55		0:08:05		0:06:29		0:06:00		0:09:49		0:00:00		0:08:33

				Average Wait Time (>5 min)				0:27:11		0:05:06		0:02:14		0:03:27		0:10:29		0:00:01		0:08:04

				Max Wait Time				1:11:06		0:35:26		0:19:09		0:22:39		0:30:47		0:00:05		1:11:06

				Service Level (<95% calls under 5 min)				30.48%		61.19%		91.69%		91.78%		98.49%		60.58%		72.37%

				Talk Time (Avg)				0:11:52		0:10:59		0:11:10		0:11:41		0:11:37		0:08:21		0:10:56

				Call Handle Time (Avg)				0:20:04		0:18:50		0:18:47		0:19:37		0:19:47		0:14:35		0:18:36

				Percent. calls transferred by vendor				9.68%		10.72%		11.88%		12.82%		12.03%		5.93%		10.51%

				Max Agents				37.26		30.11		26.64		24.28		27.45		1.58		37

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				4		0		0		0		2		0		6

				Connected				224		69		30		40		138		0		501

				Error				17		0		10		0		0		0		27

				Invalid Number				0		0		0		0		1		0		1

				No Answer				39		5		5		2		15		0		66

				No Response				41		9		5		1		21		0		77

				Total Requests				325		83		50		43		177		0		678

				% Connected				69%		83%		60%		93%		78%		na		76.61%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Dec		6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		Week

				Busy		 		1		0		0		0		0		0		1

				Caller canceled				0		0		0		0		0		0		0

				Connected				55		33		6		7		0		10		111

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				5		3		0		1		0		0		9

				No Response				7		6		0		0		0		0		13

				Total Requests				68		42		6		8		0		10		134

				% Connected				81%		79%		100%		88%		0%		100%		74.49%

































































































































































11.28.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week

				Calls Received				1762		1484		1287		1159		1085		103		6880

				Calls Handled				1581		1403		1216		1130		1076		101		6507

				Calls Abandoned				170		75		68		29		7		1.8849		351

				Abandon % (>5%)(Less Short Aban)				9.67%		5.07%		5.29%		2.47%		0.67%		1.83%		4.17%

				Avg Time to Abandon				0:13:08		0:10:13		0:09:39		0:08:08		0:04:31		0:00:31		0:07:41

				Average Wait Time (>5 min)				0:11:13		0:04:56		0:05:19		0:02:05		0:00:32		0:00:04		0:04:01								4,321		38.52		166444.92

				Max Wait Time				0:57:54		0:34:21		0:35:16		0:30:08		0:20:03		0:02:39		0:57:54								6,712		85.53		574077.36

				Service Level (<95% calls under 5 min)				53.15%		57.25%		58.99%		55.25%		57.66%		73.00%		59.22%								11,033				740522.28

				Talk Time (Avg)				0:10:16		0:09:13		0:09:57		0:09:26		0:09:28		0:09:31		0:09:38										62.025		67.1188507206

				Call Handle Time (Avg)				0:18:13		0:17:04		0:18:14		0:17:39		0:17:22		0:16:28		0:17:30

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				81.67%		84.47%		79.11%		84.54%		83.91%		76.50%		81.70%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				203		172		151		134		113		6		779

		 		Short Abandon (under 60 seconds)				11		8		4		2		0		2		27

				% of calls answered in under 10 minutes				68.45%		78.85%		73.72%		92.83%		99.92%		100.00%		85.63%

				Occupancy				na		na		na		na		na		na		na

				Max Agents				100		79		73		63		58		5		100



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week

				Calls Received				328		338		273		270		244		21		1474

				Calls Handled				294		317		258		253		220		21		1363

				Calls Abandoned				33		21		15		17		24		0		110

				Abandon % (>5%)(Less Short Aban)				10.06%		6.21%		5.49%		6.30%		9.84%		0.00%		6.32%

				Avg Time to Abandon				0:06:16		0:03:59		0:03:52		0:03:51		0:04:43		0:00:00		0:03:46

				Average Wait Time (>5 min)				0:03:59		0:02:54		0:02:40		0:02:31		0:04:35		0:00:33		0:02:52

				Max Wait Time				0:35:13		0:13:14		0:20:42		0:13:58		0:22:52		0:04:40		0:35:13

				Service Level (<95% calls under 5 min)				33.84%		33.73%		52.38%		44.81%		29.10%		80.95%		45.80%

				Talk Time (Avg)				0:07:59		0:07:47		0:07:43		0:07:27		0:07:17		0:12:06		0:08:23

				Call Handle Time (Avg)				0:12:16		0:12:07		0:12:01		0:12:06		0:11:37		0:16:08		0:12:42

				Max Agents				10.01		10.66		8.62		8.50		7.09		0.94		11				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week

				Calls Received				221		188		210		237		183		27		1066

				Calls Handled				216		185		208		232		178		27		1046

				Calls Abandoned				5		2		1		4		5		0		17

				Abandon % (>5%)(Less Short Aban)				2.26%		1.06%		0.48%		1.69%		2.73%		0.00%		1.37%

				Avg Time to Abandon				0:04:30		0:01:02		0:03:53		0:02:09		0:02:48		0:00:00		0:02:23

		 		Average Wait Time (>5 min)				0:01:54		0:00:31		0:00:30		0:00:45		0:01:10		0:00:03		0:00:48

				Max Wait Time				0:13:01		0:08:27		0:05:30		0:08:15		0:12:46		0:00:09		0:13:01

				Service Level (<95% calls under 5 min)				65.61%		81.28%		79.52%		74.26%		72.13%		100.00%		78.80%

				Talk Time (Avg)				0:06:00		0:05:43		0:05:34		0:05:27		0:06:34		0:04:58		0:05:42

				Call Handle Time (Avg)				0:08:58		0:08:19		0:08:18		0:08:22		0:09:22		0:06:42		0:08:20

				Max Agents				5.38		4.30		4.79		5.39		4.64		0.50		5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week

				Calls Received				203		172		151		134		113		6		779

				Calls Handled				162		148		131		126		112		6		685

				Calls Abandoned				28		17		15		6		1		0		67

				Abandon % (>5%)(Less Short Aban)				17.14%		11.27%		11.33%		5.12%		1.09%		2.44%		8.07%

				Avg Time to Abandon				0:15:24		0:10:41		0:09:52		0:08:36		0:04:42		0:00:32		0:08:17

				Average Wait Time (>5 min)				0:24:44		0:12:16		0:12:40		0:05:04		0:01:09		0:00:01		0:09:19

				Max Wait Time				0:57:54		0:34:21		0:35:16		0:30:08		0:20:03		0:00:07		0:57:54

				Service Level (<95% calls under 5 min)				33.06%		82.76%		90.35%		88.15%		92.93%		97.06%		80.72%

				Talk Time (Avg)				0:12:50		0:11:10		0:11:49		0:11:31		0:11:22		0:11:44		0:11:44

				Call Handle Time (Avg)				0:21:13		0:19:48		0:20:30		0:20:17		0:19:34		0:19:54		0:20:12

				Percent. calls transferred by vendor				11.52%		11.59%		11.73%		11.56%		10.41%		5.83%		10.44%

				Max Agents				49.82		38.03		35.16		28.60		24.98		2.26		50

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week

				Busy		 		0		1		0		0		0		0		1

				Caller canceled				1		2		2		0		0		0		5

				Connected				249		153		153		50		11		0		616

				Error				20		9		15		3		0		0		47

				Invalid Number				0		0		0		0		0		0		0

				No Answer				40		21		26		7		2		0		96

				No Response				53		30		27		2		0		0		112

				Total Requests				363		216		223		62		13		0		877

				% Connected				69%		71%		69%		81%		85%		na		74.66%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Nov		29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				68		2		12		2		0		0		84

				Error				8		3		0		0		0		0		11

				Invalid Number				0		0		0		0		0		0		0

				No Answer				9		0		1		0		0		0		10

				No Response				17		0		2		1		0		0		20

				Total Requests				102		5		15		3		0		0		125

				% Connected				67%		40%		80%		67%		na		na		63.33%

































































































































































11.21.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week

				Calls Received				1108		1013		734								2855

				Calls Handled				1080		991		726								2797

				Calls Abandoned				27		25		6								58

				Abandon % (>5%)(Less Short Aban)				2.42%		2.46%		0.86%								1.91%

				Avg Time to Abandon				0:07:27		0:09:33		0:06:22								0:07:47

				Average Wait Time (>5 min)				0:01:53		0:01:31		0:00:48								0:01:24

				Max Wait Time				0:27:49		0:32:05		0:15:20								0:32:05

				Service Level (<95% calls under 5 min)				58.56%		57.62%		58.35%								58.18%

				Talk Time (Avg)				0:10:02		0:09:37		0:09:54								0:09:51

				Call Handle Time (Avg)				0:18:20		0:18:18		0:18:10								0:18:16

				Transfer Out				na		na		na								na

				First Call Resolution %				80.31%		82.70%		82.73%								81.91%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				133		126		82								341

		 		Short Abandon (under 60 seconds)				2		0		2								4

				% of calls answered in under 10 minutes				93.45%		93.06%		97.89%								94.80%

				Occupancy				na		na		na								na

				Max Agents				63		58		41								63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week

				Calls Received				280		235		246								761

				Calls Handled				255		211		212								678

				Calls Abandoned				23		24		34								81

				Abandon % (>5%)(Less Short Aban)				8.21%		10.21%		13.82%								10.75%

				Avg Time to Abandon				0:04:01		0:04:55		0:06:00								0:04:58

				Average Wait Time (>5 min)				0:02:15		0:03:11		0:04:59								0:03:28

				Max Wait Time				0:20:17		0:18:14		0:27:40								0:27:40

				Service Level (<95% calls under 5 min)				54.64%		41.70%		33.74%								43.36%

				Talk Time (Avg)				0:06:54		0:07:46		0:07:33								0:07:24

				Call Handle Time (Avg)				0:10:44		0:12:05		0:11:39								0:11:29

				Max Agents				7.61		7.08		6.86								8				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week

				Calls Received				219		191		179								589

				Calls Handled				209		187		168								564

				Calls Abandoned				10		4		11								25

				Abandon % (>5%)(Less Short Aban)				4.57%		2.09%		6.15%								4.27%

				Avg Time to Abandon				0:02:59		0:03:58		0:04:41								0:03:52

		 		Average Wait Time (>5 min)				0:01:43		0:00:31		0:02:05								0:01:26

				Max Wait Time				0:10:16		0:10:59		0:14:36								0:14:36

				Service Level (<95% calls under 5 min)				55.25%		76.44%		53.07%								61.59%

				Talk Time (Avg)				0:06:25		0:05:37		0:06:01								0:06:01

				Call Handle Time (Avg)				0:09:15		0:08:17		0:08:50								0:08:47

				Max Agents				5.37		4.31		4.12								5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week

				Calls Received				133		126		82								341

				Calls Handled				126		118		80								324

				Calls Abandoned				6		7		2								15

				Abandon % (>5%)(Less Short Aban)				5.00%		5.73%		2.06%								4.26%

				Avg Time to Abandon				0:07:35		0:09:33		0:06:19								0:07:49

				Average Wait Time (>5 min)				0:03:53		0:03:37		0:01:55								0:03:08

				Max Wait Time				0:27:49		0:32:05		0:15:20								0:32:05

				Service Level (<95% calls under 5 min)				87.97%		99.38%		99.79%								95.71%

				Talk Time (Avg)				0:11:41		0:11:27		0:12:35								0:11:54

				Call Handle Time (Avg)				0:19:43		0:20:09		0:20:49								0:20:13

				Percent. calls transferred by vendor				12.00%		12.44%		11.17%								11.87%

				Max Agents				29.55		27.35		19.59								30

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week

				Busy		 		0		0		0								0

				Caller canceled				0		1		0								1

				Connected				43		34		18								95

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				2		2		2								6

				No Response				8		5		2								15

				Total Requests				53		42		22								117

				% Connected				81%		81%		82%								81.30%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Nov		22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		Week

				Busy		 		0		0		0								0

				Caller canceled				0		0		0								0

				Connected				15		0		0								15

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				1		0		0								1

				No Response				7		0		0								7

				Total Requests				23		0		0								23

				% Connected				65%		na		na								65.22%

































































































































































11.14.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week

				Calls Received				1252		997		970		1004		874				5097

				Calls Handled				1186		981		944		991		866				4969

				Calls Abandoned				67		13		27		10		8				125

				Abandon % (>5%)(Less Short Aban)				5.38%		1.26%		2.78%		0.99%		0.93%				2.27%

				Avg Time to Abandon				0:12:30		0:07:51		0:06:37		0:07:19		0:05:23				0:07:56

				Average Wait Time (>5 min)				0:05:37		0:01:04		0:02:38		0:01:09		0:00:33				0:02:12

				Max Wait Time				0:42:09		0:16:14		0:27:49		0:22:10		0:13:10				0:42:09

				Service Level (<95% calls under 5 min)				57.84%		57.84%		58.13%		55.69%		61.09%				58.12%

				Talk Time (Avg)				0:10:20		0:10:15		0:10:08		0:09:45		0:09:42				0:10:02

				Call Handle Time (Avg)				0:18:53		0:18:42		0:18:50		0:17:32		0:17:54				0:18:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.93%		81.48%		80.96%		81.15%		81.14%				81.33%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				142		111		109		104		90				556

		 		Short Abandon (under 60 seconds)				3		0		1		1		0				5

				% of calls answered in under 10 minutes				77.94%		97.15%		87.09%		95.42%		98.64%				91.25%

				Occupancy				na		na		na		na		na				na

				Max Agents				74		58		57		54		48				74



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week

				Calls Received				207		201		247		218		224				1097

				Calls Handled				198		196		233		209		213				1049

				Calls Abandoned				8		5		14		9		11				47

				Abandon % (>5%)(Less Short Aban)				3.86%		2.49%		5.67%		4.13%		4.91%				4.21%

				Avg Time to Abandon				0:04:10		0:02:09		0:04:09		0:04:17		0:06:38				0:04:16

				Average Wait Time (>5 min)				0:01:30		0:01:19		0:01:25		0:01:29		0:02:58				0:01:44

				Max Wait Time				0:13:06		0:14:30		0:13:31		0:12:45		0:17:41				0:17:41

				Service Level (<95% calls under 5 min)				61.65%		67.66%		61.13%		64.68%		45.09%				60.04%

				Talk Time (Avg)				0:08:22		0:07:30		0:07:10		0:07:49		0:07:27				0:07:39

				Call Handle Time (Avg)				0:11:53		0:11:03		0:11:19		0:11:20		0:11:32				0:11:25

				Max Agents				6.57		6.02		7.33		6.58		6.82				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week

				Calls Received				219		198		218		205		175				1015

				Calls Handled				213		193		198		199		173				976

				Calls Abandoned				4		5		19		5		2				35

				Abandon % (>5%)(Less Short Aban)				1.83%		2.53%		8.72%		2.44%		1.14%				3.33%

				Avg Time to Abandon				0:01:10		0:02:43		0:04:53		0:01:19		0:03:34				0:02:43

		 		Average Wait Time (>5 min)				0:01:35		0:01:08		0:02:26		0:00:40		0:00:20				0:01:13

				Max Wait Time				0:08:31		0:10:58		0:19:24		0:07:22		0:07:14				0:19:24

				Service Level (<95% calls under 5 min)				55.30%		68.69%		50.92%		72.20%		86.29%				66.68%

				Talk Time (Avg)				0:05:01		0:05:46		0:05:12		0:05:45		0:04:40				0:05:16

				Call Handle Time (Avg)				0:07:37		0:08:20		0:07:34		0:08:09		0:07:15				0:07:47

				Max Agents				4.55		4.47		4.16		4.51		3.49				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week

				Calls Received				142		111		109		104		90				556

				Calls Handled				124		107		102		101		88				521

				Calls Abandoned				14		3		6		2		2				28

				Abandon % (>5%)(Less Short Aban)				11.65%		2.90%		6.24%		2.25%		2.09%				5.03%

				Avg Time to Abandon				0:13:07		0:07:51		0:06:37		0:06:57		0:05:23				0:07:59

				Average Wait Time (>5 min)				0:13:29		0:02:18		0:06:06		0:02:36		0:01:13				0:05:08

				Max Wait Time				0:42:09		0:16:14		0:27:49		0:22:10		0:13:10				0:42:09

				Service Level (<95% calls under 5 min)				88.13%		93.11%		99.00%		99.84%		99.44%				95.90%

				Talk Time (Avg)				0:12:55		0:12:25		0:12:00		0:11:37		0:10:51				0:11:57

				Call Handle Time (Avg)				0:21:21		0:20:35		0:20:05		0:19:05		0:18:49				0:19:59

				Percent. calls transferred by vendor				11.34%		11.13%		11.24%		10.36%		10.30%				10.87%

				Max Agents				35.61		27.59		26.81		25.90		22.51				36

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		1		0		0				2

				Connected				149		38		84		30		8				309

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				20		3		4		7		1				35

				No Response				24		4		12		1		2				43

				Total Requests				194		45		101		38		11				389

				% Connected				77%		84%		83%		79%		73%				79.22%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Nov		15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		0		0		0		0				4

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				0		0		0		0		0				0

				Total Requests				5		0		0		0		0				5

				% Connected				80%		na		na		na		na				80.00%

































































































































































11.7.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week

				Calls Received				1269		1066		947		670		1017				4969

				Calls Handled				1174		986		877		662		966				4666

				Calls Abandoned				93		81		72		7		53				305

				Abandon % (>5%)(Less Short Aban)				7.36%		7.56%		7.56%		1.07%		5.18%				5.75%

				Avg Time to Abandon				0:13:31		0:14:52		0:11:22		0:05:12		0:09:00				0:10:47

				Average Wait Time (>5 min)				0:07:25		0:09:39		0:06:26		0:01:10		0:04:09				0:05:45

				Max Wait Time				1:04:06		1:21:29		0:40:38		0:20:46		0:28:32				1:21:29

				Service Level (<95% calls under 5 min)				63.67%		62.50%		61.26%		64.04%		59.45%				62.18%

				Talk Time (Avg)				0:10:03		0:10:00		0:10:02		0:09:34		0:09:52				0:09:54

				Call Handle Time (Avg)				0:17:38		0:17:44		0:17:52		0:17:37		0:18:20				0:17:50

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.65%		83.27%		84.56%		80.94%		84.01%				82.88%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				144		151		111		76		121				603

		 		Short Abandon (under 60 seconds)				7		2		2		0		4				15

				% of calls answered in under 10 minutes				75.75%		72.72%		69.33%		97.15%		78.45%				78.68%

				Occupancy				na		na		na		na		na				na

				Max Agents				70		61		53		36		58				70



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week

				Calls Received				206		222		244		179		199				1050

				Calls Handled				199		212		235		165		183				994

				Calls Abandoned				7		8		5		14		16				50

				Abandon % (>5%)(Less Short Aban)				3.40%		3.60%		2.05%		7.82%		8.04%				4.98%

				Avg Time to Abandon				0:01:39		0:04:08		0:02:27		0:03:09		0:04:25				0:03:09

				Average Wait Time (>5 min)				0:01:55		0:01:38		0:01:32		0:02:10		0:02:43				0:01:59

				Max Wait Time				0:15:35		0:11:56		0:13:53		0:10:16		0:14:04				0:15:35

				Service Level (<95% calls under 5 min)				58.25%		58.82%		61.89%		46.37%		47.24%				54.51%

				Talk Time (Avg)				0:07:44		0:07:44		0:07:26		0:08:18		0:07:49				0:07:48

				Call Handle Time (Avg)				0:12:10		0:11:49		0:11:15		0:12:10		0:12:01				0:11:53

				Max Agents				6.72		6.99		7.34		5.58		6.10				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week

				Calls Received				232		204		193		170		190				989

				Calls Handled				223		197		192		161		180				953

				Calls Abandoned				7		7		1		9		10				34

				Abandon % (>5%)(Less Short Aban)				3.02%		3.43%		0.52%		5.29%		5.26%				3.50%

				Avg Time to Abandon				0:04:33		0:02:02		0:04:13		0:03:32		0:03:57				0:03:39

		 		Average Wait Time (>5 min)				0:00:55		0:01:02		0:00:25		0:01:52		0:01:30				0:01:08

				Max Wait Time				0:14:10		0:07:56		0:08:35		0:11:06		0:07:49				0:14:10

				Service Level (<95% calls under 5 min)				70.69%		62.75%		86.01%		58.82%		53.16%				66.29%

				Talk Time (Avg)				0:06:27		0:05:33		0:04:59		0:06:30		0:05:55				0:05:52

				Call Handle Time (Avg)				0:09:17		0:08:25		0:07:12		0:09:30		0:08:30				0:08:34

				Max Agents				5.75		4.61		3.84		4.25		4.25				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week

				Calls Received				144		151		111		76		121				603

				Calls Handled				121		121		88		74		106				509

				Calls Abandoned				17		20		16		2		12				67

				Abandon % (>5%)(Less Short Aban)				14.42%		16.96%		17.78%		2.40%		11.49%				12.61%

				Avg Time to Abandon				0:14:35		0:15:23		0:11:22		0:05:12		0:09:02				0:11:06

				Average Wait Time (>5 min)				0:17:03		0:25:14		0:17:20		0:02:36		0:10:02				0:14:27

				Max Wait Time				1:04:06		1:21:29		0:40:38		0:20:46		0:28:32				1:21:29

				Service Level (<95% calls under 5 min)				73.00%		86.47%		99.67%		99.76%		99.05%				91.59%

				Talk Time (Avg)				0:12:03		0:12:03		0:11:45		0:11:12		0:11:46				0:11:45

				Call Handle Time (Avg)				0:19:42		0:20:13		0:19:21		0:18:35		0:19:29				0:19:28

				Percent. calls transferred by vendor				11.35%		14.17%		11.72%		11.34%		11.90%				12.09%

				Max Agents				34.88		28.79		24.17		17.18		27.31				35

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				5		2		0		0		0				7

				Connected				186		162		154		25		113				640

				Error				0		0		0		0		2				2

				Invalid Number				0		0		0		0		0				0

				No Answer				19		18		10		0		10				57

				No Response				37		40		14		0		21				112

				Total Requests				247		222		178		25		146				818

				% Connected				75%		73%		87%		100%		77%				82.44%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Nov		8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				6		0		1		0		0				7

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		1		0		0				1

				Total Requests				6		0		2		0		0				8

				% Connected				100%		na		50%		na		na				75.00%

































































































































































10.31.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week

				Calls Received				1659		1282		1118		1029		925				6013

				Calls Handled				1412		1222		1060		1011		911				5615

				Calls Abandoned				215		56		41		17		13				341

				Abandon % (>5%)(Less Short Aban)				12.93%		4.37%		3.66%		1.63%		1.36%				4.79%

				Avg Time to Abandon				0:09:16		0:07:46		0:06:31		0:08:45		0:06:48				0:07:49

				Average Wait Time (>5 min)				0:16:34		0:04:02		0:04:35		0:01:19		0:01:19				0:05:33

				Max Wait Time				0:51:05		0:23:47		0:30:42		0:30:10		0:17:27				0:51:05

				Service Level (<95% calls under 5 min)				61.13%		64.49%		66.41%		60.69%		61.09%				62.76%

				Talk Time (Avg)				0:10:26		0:10:32		0:10:09		0:09:49		0:09:59				0:10:11

				Call Handle Time (Avg)				0:18:41		0:18:40		0:18:08		0:17:43		0:18:10				0:18:16

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.78%		78.90%		81.37%		80.58%		81.68%				80.46%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				135		137		84		134		107				597

		 		Short Abandon (under 60 seconds)				25		1		0		2		0				28

				% of calls answered in under 10 minutes				39.69%		83.70%		78.33%		96.67%		94.87%				78.65%

				Occupancy				na		na		na		na		na				na

				Max Agents				93		74		61		57		52				93



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week

				Calls Received				220		203		197		231		198				1049

				Calls Handled				204		188		181		219		184				976

				Calls Abandoned				16		14		16		12		14				72

				Abandon % (>5%)(Less Short Aban)				7.27%		6.90%		8.12%		5.19%		7.07%				6.91%

				Avg Time to Abandon				0:03:20		0:02:47		0:02:58		0:05:19		0:04:48				0:03:50

				Average Wait Time (>5 min)				0:02:32		0:02:18		0:02:08		0:02:48		0:02:12				0:02:23

				Max Wait Time				0:13:10		0:13:34		0:16:42		0:11:55		0:17:57				0:17:57

				Service Level (<95% calls under 5 min)				40.45%		52.22%		49.75%		42.86%		52.02%				47.46%

				Talk Time (Avg)				0:07:30		0:07:08		0:07:51		0:07:24		0:07:13				0:07:25

				Call Handle Time (Avg)				0:11:45		0:11:16		0:12:07		0:11:39		0:10:35				0:11:28

				Max Agents				6.66		5.88		6.10		7.08		5.41				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week

				Calls Received				245		214		197		180		196				1032

				Calls Handled				241		209		192		173		189				1004

				Calls Abandoned				4		5		5		6		7				27

				Abandon % (>5%)(Less Short Aban)				1.63%		2.34%		2.54%		3.33%		3.57%				2.68%

				Avg Time to Abandon				0:01:40		0:04:05		0:02:19		0:01:17		0:02:24				0:02:21

		 		Average Wait Time (>5 min)				0:01:02		0:01:07		0:00:49		0:01:00		0:01:20				0:01:03

				Max Wait Time				0:06:26		0:10:48		0:06:16		0:10:27		0:09:13				0:10:48

				Service Level (<95% calls under 5 min)				64.08%		70.09%		73.10%		71.11%		66.33%				68.94%

				Talk Time (Avg)				0:05:26		0:05:29		0:05:45		0:06:09		0:05:39				0:05:41

				Call Handle Time (Avg)				0:08:18		0:08:07		0:08:52		0:09:08		0:08:35				0:08:36

				Max Agents				5.56		4.71		4.73		4.39		4.50				6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week

				Calls Received				135		137		84		134		107				597

				Calls Handled				115		128		80		130		103				557

				Calls Abandoned				15		8		3		3		3				31

				Abandon % (>5%)(Less Short Aban)				12.94%		5.89%		3.80%		2.33%		2.79%				5.55%

				Avg Time to Abandon				0:09:29		0:08:47		0:06:42		0:10:54		0:07:00				0:08:34

				Average Wait Time (>5 min)				0:20:04		0:05:58		0:05:58		0:01:56		0:02:56				0:07:22

				Max Wait Time				0:50:55		0:23:47		0:30:42		0:30:10		0:17:27				0:50:55

				Service Level (<95% calls under 5 min)				19.49%		52.53%		56.74%		75.58%		99.65%				60.80%

				Talk Time (Avg)				0:11:35		0:12:14		0:11:07		0:11:12		0:11:32				0:11:32

				Call Handle Time (Avg)				0:19:54		0:20:13		0:19:39		0:19:12		0:20:11				0:19:49

				Percent. calls transferred by vendor				8.14%		10.69%		7.51%		13.02%		11.57%				10.19%

				Max Agents				43.97		36.19		28.69		27.44		26.11				44

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week

				Busy		 		0		0		0		4		0				4

				Caller canceled				0		0		1		0		0				1

				Connected				267		106		85		14		29				501

				Error				0		0		2		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				17		6		14		0		0				37

				No Response				16		14		13		2		4				49

				Total Requests				300		126		115		20		33				594

				% Connected				89%		84%		74%		70%		88%				80.98%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Oct		1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				3		0		0		0		0				3

				Connected				308		50		73		15		0				446

				Error				0		0		2		0		0				2

				Invalid Number				0		1		0		0		0				1

				No Answer				13		1		9		0		0				23

				No Response				20		5		9		3		0				37

				Total Requests				344		57		93		18		0				512

				% Connected				90%		88%		78%		83%		0%				67.82%

































































































































































10.24.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week

				Calls Received				958		871		752		740		763				4084

				Calls Handled				892		830		719		710		724				3875

				Calls Abandoned				58		29		22		31		38				178

				Abandon % (>5%)(Less Short Aban)				6.08%		3.31%		2.94%		4.20%		4.98%				4.30%

				Avg Time to Abandon				0:10:50		0:08:48		0:06:27		0:09:48		0:10:13				0:09:13

				Average Wait Time (>5 min)				0:08:28		0:03:25		0:02:04		0:07:06		0:04:58				0:05:12

				Max Wait Time				0:37:50		0:22:12		0:25:22		0:36:57		0:33:41				0:37:50

				Service Level (<95% calls under 5 min)				64.46%		62.41%		64.39%		66.00%		66.55%				64.76%

				Talk Time (Avg)				0:08:58		0:09:02		0:09:37		0:10:24		0:10:14				0:09:39

				Call Handle Time (Avg)				0:17:50		0:17:26		0:18:09		0:18:57		0:19:25				0:18:21

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.97%		82.52%		81.15%		82.08%		80.53%				81.65%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				292		277		201		118		120				1008

		 		Short Abandon (under 60 seconds)				5		1		3		2		2				13

				% of calls answered in under 10 minutes				70.95%		83.67%		92.71%		66.34%		77.86%				78.30%

				Occupancy				na		na		na		na		na				na

				Max Agents				62		56		48		45		48				62



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week

				Calls Received				115		131		155		152		143				696

				Calls Handled				114		128		144		143		139				668

				Calls Abandoned				1		3		10		9		4				27

				Abandon % (>5%)(Less Short Aban)				0.87%		2.29%		6.45%		5.92%		2.80%				3.67%

				Avg Time to Abandon				0:03:30		0:02:15		0:04:24		0:03:13		0:02:37				0:03:11

				Average Wait Time (>5 min)				0:01:33		0:01:23		0:02:02		0:03:26		0:01:04				0:01:53

				Max Wait Time				0:13:18		0:09:54		0:20:21		0:15:36		0:09:00				0:20:21

				Service Level (<95% calls under 5 min)				61.74%		64.12%		65.58%		42.11%		67.13%				60.14%

				Talk Time (Avg)				0:08:50		0:08:58		0:08:26		0:07:46		0:08:29				0:08:29

				Call Handle Time (Avg)				0:13:04		0:13:52		0:12:33		0:12:22		0:13:09				0:13:00

				Max Agents				4.14		4.93		5.05		4.91		5.08				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week

				Calls Received				185		174		187		173		162				881

				Calls Handled				179		172		185		162		153				851

				Calls Abandoned				6		2		1		11		9				29

				Abandon % (>5%)(Less Short Aban)				3.24%		1.15%		0.53%		6.36%		5.56%				3.37%

				Avg Time to Abandon				0:01:01		0:00:53		0:02:59		0:03:54		0:05:58				0:02:57

		 		Average Wait Time (>5 min)				0:01:10		0:01:21		0:01:03		0:03:56		0:02:43				0:02:02

				Max Wait Time				0:11:06		0:15:53		0:08:14		0:18:01		0:19:16				0:19:16

				Service Level (<95% calls under 5 min)				63.24%		71.84%		77.01%		43.35%		59.26%				62.94%

				Talk Time (Avg)				0:06:20		0:05:58		0:06:35		0:04:49		0:05:32				0:05:50

				Call Handle Time (Avg)				0:09:35		0:09:01		0:09:47		0:07:31		0:08:21				0:08:51

				Max Agents				4.76		4.31		5.02		3.38		3.55				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week

				Calls Received				292		277		201		118		120				1008

				Calls Handled				268		266		200		107		107				948

				Calls Abandoned				21		10		1		9		10				52

				Abandon % (>5%)(Less Short Aban)				7.99%		3.73%		0.44%		8.51%		9.57%				6.05%

				Avg Time to Abandon				0:14:09		0:10:16		0:07:04		0:09:48		0:10:32				0:10:21

				Average Wait Time (>5 min)				0:11:09		0:03:57		0:00:48		0:15:09		0:10:03				0:08:13

				Max Wait Time				0:37:50		0:22:12		0:10:16		0:36:57		0:33:41				0:37:50

				Service Level (<95% calls under 5 min)				26.03%		64.33%		59.31%		100.00%		85.90%				67.11%

				Talk Time (Avg)				0:11:37		0:11:31		0:11:47		0:12:34		0:11:01				0:11:42

				Call Handle Time (Avg)				0:20:34		0:20:31		0:20:36		0:21:54		0:20:18				0:20:46

				Percent. calls transferred by vendor				30.48%		31.80%		26.73%		15.95%		15.73%				24.14%

				Max Agents				19.29		16.80		12.86		25.71		23.55				26

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				24		4		1		94		80				203

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		2				2

				No Answer				3		0		0		10		4				17

				No Response				3		1		0		12		14				30

				Total Requests				30		5		1		118		100				254

				% Connected				80%		80%		100%		80%		80%				83.93%

																						 





				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Oct		25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				223		108		63		0		18				412

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				20		11		8		0		1				40

				No Response				37		13		5		0		5				60

				Total Requests				280		132		76		0		24				512

				% Connected				80%		82%		83%		na		75%				79.84%

































































































































































10.17.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week

				Calls Received				1134		962		864		830		643				4433

				Calls Handled				921		846		830		763		627				3988

				Calls Abandoned				205		105		91		70		31				502

				Abandon % (>5%)(Less Short Aban)				18.07%		10.93%		10.52%		8.42%		4.89%				10.57%

				Avg Time to Abandon				0:18:58		0:11:46		0:20:59		0:12:50		0:11:10				0:15:08

				Average Wait Time (>5 min)				0:20:54		0:11:17		0:10:37		0:09:47		0:05:18				0:11:34

				Max Wait Time				0:00:00		0:41:14		1:14:37		0:58:29		0:39:15				1:14:37

				Service Level (<95% calls under 5 min)				0.00%		69.89%		64.93%		66.66%		63.91%				53.08%

				Talk Time (Avg)				0:08:44		0:08:30		0:08:18		0:08:56		0:08:54				0:08:40

				Call Handle Time (Avg)				0:16:12		0:15:51		0:16:12		0:17:22		0:17:45				0:16:40

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.00%		82.50%		82.20%		81.72%		na 				81.61%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				225		292		343		263		256				1379

		 		Short Abandon (under 60 seconds)				20		4		3		4		0				31

				% of calls answered in under 10 minutes				36.35%		51.92%		74.84%		54.64%		78.54%				59.26%

				Occupancy				na		na		na		na		na				na

				Max Agents				50		55				53		44				55



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week

				Calls Received				108		104		127		109		112				560

				Calls Handled				98		96		114		103		110				521

				Calls Abandoned				10		8		13		6		2				39

				Abandon % (>5%)(Less Short Aban)				9.26%		7.69%		10.24%		5.50%		1.79%				6.90%

				Avg Time to Abandon				0:03:55		0:03:38		0:02:05		0:04:41		0:01:54				0:03:14

				Average Wait Time (>5 min)				0:03:15		0:01:17		0:01:47		0:01:30		0:00:59				0:01:45

				Max Wait Time				0:21:10		0:07:29		0:10:12		0:14:48		0:08:41				0:21:10

				Service Level (<95% calls under 5 min)				40.74%		64.42%		55.91%		70.64%		72.32%				60.81%

				Talk Time (Avg)				0:06:25		0:07:34		0:08:13		0:06:24		0:08:02				0:07:19

				Call Handle Time (Avg)				0:11:20		0:12:05		0:12:32		0:10:18		0:11:24				0:11:31

				Max Agents				4.22		3.22		3.97		3.45		3.49				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week

				Calls Received				162		165		160		159		144				790

				Calls Handled				159		161		154		154		132				760

				Calls Abandoned				3		3		5		4		12				27

				Abandon % (>5%)(Less Short Aban)				1.85%		1.82%		3.12%		2.52%		8.33%				3.53%

				Avg Time to Abandon				0:03:01		0:04:22		0:01:16		0:07:10		0:01:58				0:03:33

		 		Average Wait Time (>5 min)				0:00:44		0:01:01		0:00:19		0:01:16		0:01:41				0:01:00

				Max Wait Time				0:11:02		0:07:12		0:08:48		0:15:14		0:10:26				0:15:14

				Service Level (<95% calls under 5 min)				74.07%		65.85%		85.62%		67.92%		52.08%				69.11%

				Talk Time (Avg)				0:05:39		0:06:11		0:05:26		0:06:50		0:06:59				0:06:13

				Call Handle Time (Avg)				0:08:03		0:09:18		0:09:04		0:09:47		0:10:17				0:09:17

				Max Agents				3.55		4.19		3.88		4.19		3.77				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week

				Calls Received				225		292		343		263		256				1379

				Calls Handled				152		250		243		217		220				1081

				Calls Abandoned				45		35		71		32		28				211

				Abandon % (>5%)(Less Short Aban)				29.95%		13.83%		29.26%		14.59%		12.88%				20.10%

				Avg Time to Abandon				0:23:56		0:17:26		0:24:31		0:17:18		0:12:57				0:19:13

				Average Wait Time (>5 min)				0:40:13		0:18:27		0:36:46		0:19:04		0:16:46				0:26:15

				Max Wait Time				1:29:49		0:41:14		1:14:37		0:58:29		0:39:15				1:29:49

				Service Level (<95% calls under 5 min)				32.73%		21.95%		46.35%		34.71%		70.09%				41.17%

				Talk Time (Avg)				0:10:33		0:11:28		0:11:26		0:12:22		0:10:52				0:11:20

				Call Handle Time (Avg)				0:18:27		0:19:17		0:19:55		0:19:43		0:18:41				0:19:12

				Percent. calls transferred by vendor				19.84%		30.35%		39.70%		31.69%		39.81%				32.28%

				Max Agents				17.72		16.65		19.46		15.38		13.69				19

																						 







				CCB Helpline		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		1		0		0		0				3

				Connected				181		25		12		17		10				245

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				12		3		0		2		4				21

				No Response				46		1		0		0		0				47

				Total Requests				241		30		12		19		14				316

				% Connected				75%		83%		100%		89%		71%				83.87%

																						 







				CCB General		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Oct		18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				3		2		0		2		0				7

				Connected				227		237		60		200		17				741

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				22		31		9		17		1				80

				No Response				35		46		7		36		3				127

				Total Requests				287		317		76		255		21				956

				% Connected				79%		75%		79%		78%		81%				78.44%

																						 































































































































































10.10.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week

				Calls Received				726		588		677		585		636				3212

				Calls Handled				608		565		616		563		499				2851

				Calls Abandoned				51		15		40		19		133				258

				Abandon % (>5%)(Less Short Aban)				7.03%		2.57%		5.85%		3.26%		20.94%				7.93%

				Avg Time to Abandon				0:15:27		0:08:08		0:09:47		0:07:39		0:17:31				0:11:42

				Average Wait Time (>5 min)				0:09:37		0:02:18		0:11:18		0:03:34		0:17:27				0:08:50

				Max Wait Time				1:10:24		0:21:15		0:43:44		0:25:12		0:57:41				1:10:24

				Service Level (<95% calls under 5 min)				66.48%		68.09%		67.26%		69.86%		66.99%				67.74%

				Talk Time (Avg)				0:09:06		0:09:20		0:09:24		0:09:46		0:09:30				0:09:25

				Call Handle Time (Avg)				0:17:16		0:18:08		0:17:59		0:18:58		0:17:45				0:18:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.70%		81.36%		81.77%		83.00%		81.23%				82.01%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				80		76		87		60		47				350

		 		Short Abandon (under 60 seconds)				5		1		3		0		7				16

				% of calls answered in under 10 minutes				40.12%		80.65%		47.38%		71.79%		51.23%				58.24%

				Occupancy				na		na		na		na		na				na

				Max Agents				35		30		34		31		31				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week

				Calls Received				83		116		100		104		81				484

				Calls Handled				81		111		99		103		80				474

				Calls Abandoned				2		5		1		1		1				10

				Abandon % (>5%)(Less Short Aban)				2.41%		4.31%		1.00%		0.96%		0.00%				1.74%

				Avg Time to Abandon				0:04:31		0:02:31		0:02:20		0:01:19		0:00:00				0:02:08

				Average Wait Time (>5 min)				0:00:48		0:01:16		0:00:18		0:00:16		0:00:00				0:00:31

				Max Wait Time				0:10:35		0:12:07		0:04:31		0:04:46		0:05:18				0:12:07

				Service Level (<95% calls under 5 min)				80.72%		68.10%		89.00%		85.58%		39.48%				72.58%

				Talk Time (Avg)				0:07:03		0:07:46		0:08:35		0:07:18		0:07:06				0:07:33

				Call Handle Time (Avg)				0:11:08		0:11:54		0:13:39		0:10:53		0:10:54				0:11:41

				Max Agents				2.51		3.67		3.75		3.12		0.00				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week

				Calls Received				147		152		174		178		136				787

				Calls Handled				145		151		171		170		136				773

				Calls Abandoned				2		0		3		6		0				11

				Abandon % (>5%)(Less Short Aban)				1.36%		0.00%		1.72%		3.37%		0.00%				1.29%

				Avg Time to Abandon				0:03:11		0:00:00		0:01:41		0:03:50		0:00:00				0:01:44

		 		Average Wait Time (>5 min)				0:00:27		0:00:35		0:01:01		0:01:42		0:00:02				0:00:45

				Max Wait Time				0:11:16		0:09:20		0:08:34		0:11:57		0:00:44				0:11:57

				Service Level (<95% calls under 5 min)				87.76%		80.26%		72.41%		57.06%		99.26%				79.35%

				Talk Time (Avg)				0:04:58		0:06:07		0:06:01		0:05:31		0:05:08				0:05:33

				Call Handle Time (Avg)				0:08:08		0:08:55		0:08:58		0:09:01		0:07:57				0:08:35

				Max Agents				3.28		3.74		4.26		4.28		3.01				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week

				Calls Received				80		76		87		60		47				350

				Calls Handled				57		70		72		56		30				285

				Calls Abandoned				10		5		11		3		10				39

				Abandon % (>5%)(Less Short Aban)				17.53%		6.58%		15.31%		6.14%		34.71%				16.05%

				Avg Time to Abandon				0:15:22		0:08:08		0:09:42		0:07:39		0:17:30				0:11:40

				Average Wait Time (>5 min)				0:19:24		0:04:19		0:13:10		0:06:54		0:35:12				0:15:47

				Max Wait Time				1:10:24		0:21:15		0:43:44		0:25:12		0:57:41				1:10:24

				Service Level (<95% calls under 5 min)				99.70%		100.00%		94.89%		100.00%		100.00%				98.92%

				Talk Time (Avg)				0:09:25		0:09:54		0:09:44		0:09:58		0:09:46				0:09:45

				Call Handle Time (Avg)				0:18:02		0:18:26		0:18:46		0:19:02		0:17:40				0:18:23

				Percent. calls transferred by vendor				11.02%		12.93%		12.85%		10.26%		7.39%				10.89%

				Max Agents				19.12		14.79		15.89		14.90		17.90				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Oct		11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		0		1		0		2				5

				Connected				130		55		100		60		156				501

				Error				41		1		0		0		0				42

				Invalid Number				0		0		0		0		0				0

				No Answer				24		2		11		5		17				59

				No Response				34		12		21		6		19				92

				Total Requests				231		70		133		71		194				699

				% Connected				56%		79%		75%		85%		80%				74.99%

																						 



























































































































































































10.3.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week

				Calls Received				624		528		544		543		517				2756

				Calls Handled				560		468		536		513		503				2580

				Calls Abandoned				46		40		3		8		5				102

				Abandon % (>5%)(Less Short Aban)				7.44%		7.59%		0.60%		1.40%		0.97%				3.60%

				Avg Time to Abandon				0:13:59		0:14:31		0:06:41		0:09:47		0:07:14				0:10:26

				Average Wait Time (>5 min)				0:08:46		0:11:08		0:00:45		0:03:38		0:02:10				0:05:17

				Max Wait Time				0:44:38		0:47:36		0:22:00		0:20:55		0:17:26				0:47:36

				Service Level (<95% calls under 5 min)				69.48%		64.96%		68.55%		66.89%		69.41%				67.86%

				Talk Time (Avg)				0:09:20		0:09:02		0:08:39		0:09:42		0:09:36				0:09:15

				Call Handle Time (Avg)				0:17:45		0:17:36		0:16:57		0:18:10		0:18:07				0:17:43

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.48%		81.80%		85.47%		81.31%		79.68%				81.55%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				83		63		81		71		64				362

		 		Short Abandon (under 60 seconds)				4		4		0		0		0				8

				% of calls answered in under 10 minutes				73.23%		58.30%		99.03%		93.43%		95.19%				83.84%

				Occupancy				na		na		na		na		na				na

				Max Agents				31		26		26		27		26				31



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week

				Calls Received				80		79		85		100		82				426

				Calls Handled				78		77		83		96		81				415

				Calls Abandoned				2		2		1		4		1				10

				Abandon % (>5%)(Less Short Aban)				2.50%		2.53%		1.18%		4.00%		1.22%				2.29%

				Avg Time to Abandon				0:03:24		0:01:56		0:01:30		0:04:17		0:02:25				0:02:42

				Average Wait Time (>5 min)				0:00:36		0:00:43		0:00:39		0:01:14		0:00:45				0:00:47

				Max Wait Time				0:10:44		0:08:08		0:05:36		0:14:03		0:08:16				0:14:03

				Service Level (<95% calls under 5 min)				86.25%		74.68%		78.82%		60.00%		79.27%				75.80%

				Talk Time (Avg)				0:08:36		0:06:34		0:07:55		0:08:16		0:07:05				0:07:41

				Call Handle Time (Avg)				0:12:22		0:10:41		0:12:29		0:12:09		0:12:05				0:11:57

				Max Agents				2.68		2.28		2.88		3.24		2.72				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week

				Calls Received				176		161		157		180		173				847

				Calls Handled				165		155		146		163		168				797

				Calls Abandoned				10		6		11		17		5				49

				Abandon % (>5%)(Less Short Aban)				5.68%		3.73%		7.01%		9.44%		2.89%				5.75%

				Avg Time to Abandon				0:05:19		0:03:16		0:06:28		0:05:13		0:04:08				0:04:52

		 		Average Wait Time (>5 min)				0:02:53		0:02:37		0:03:53		0:03:55		0:01:40				0:02:59

				Max Wait Time				0:15:16		0:20:05		0:22:38		0:15:25		0:12:57				0:22:38

				Service Level (<95% calls under 5 min)				49.14%		65.22%		49.68%		37.78%		68.21%				54.01%

				Talk Time (Avg)				0:05:55		0:05:54		0:06:09		0:06:58		0:05:31				0:06:05

				Call Handle Time (Avg)				0:09:41		0:09:22		0:09:37		0:10:44		0:08:31				0:09:35

				Max Agents				4.47		4.03		3.90		4.86		3.97				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week

				Calls Received				83		63		81		71		64				362

				Calls Handled				67		50		80		65		62				324

				Calls Abandoned				12		10		1		2		2				27

				Abandon % (>5%)(Less Short Aban)				18.51%		19.43%		1.59%		3.64%		2.49%				9.13%

				Avg Time to Abandon				0:14:24		0:14:38		0:06:41		0:09:47		0:07:14				0:10:32

				Average Wait Time (>5 min)				0:16:58		0:14:25		0:00:47		0:03:55		0:02:17				0:07:40

				Max Wait Time				0:44:38		0:47:36		0:22:00		0:20:55		0:17:26				0:47:36

				Service Level (<95% calls under 5 min)				67.55%		97.33%		97.11%		91.81%		100.00%				90.76%

				Talk Time (Avg)				0:09:54		0:08:48		0:08:34		0:09:49		0:09:55				0:09:24

				Call Handle Time (Avg)				0:17:53		0:17:07		0:16:24		0:17:33		0:17:58				0:17:23

				Percent. calls transferred by vendor				13.30%		11.93%		14.89%		13.08%		12.38%				13.12%

				Max Agents				13.85		11.92		10.65		12.62		12.82				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Oct		4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				94		54		5		0		14				167

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		19		5				24

				No Answer				10		9		2		0		3				24

				No Response				12		14		0		0		2				28

				Total Requests				116		77		7		19		24				243

				% Connected				81%		70%		71%		0%		58%				56.19%

																						 



























































































































































































9.26.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week

				Calls Received				746		574		620		703		466				3109

				Calls Handled				632		469		533		564		355				2553

				Calls Abandoned				74		70		63		110		52				369

				Abandon % (>5%)(Less Short Aban)				9.86%		12.25%		10.22%		15.60%		11.14%				11.81%

				Avg Time to Abandon				0:16:31		0:19:51		0:18:33		0:21:03		0:21:01				0:19:23

				Average Wait Time (>5 min)				0:11:13		0:12:30		0:11:36		0:14:35		0:15:57				0:13:10

				Max Wait Time				1:08:50		1:01:37		1:14:30		0:00:00		1:06:09				1:14:30

				Service Level (<95% calls under 5 min)				57.20%		72.69%		63.83%		0.00%		66.67%				52.08%

				Talk Time (Avg)				0:10:03		0:09:36		0:09:59		na		0:09:24				0:09:45

				Call Handle Time (Avg)				0:18:04		0:17:39		0:17:47		na		0:18:27				0:17:59

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.90%		81.34%		82.59%		82.30%		80.05%				81.83%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				96		96		88		103		103				486

		 		Short Abandon (under 60 seconds)				5		1		3		2		1				12

				% of calls answered in under 10 minutes				60.66%		64.76%		61.43%		59.26%		51.43%				59.51%

				Occupancy				na		na		na		na		na				na

				Max Agents				37		28		31		36		24				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week

				Calls Received				137		129		134		167		80				647

				Calls Handled				119		120		133		154		80				606

				Calls Abandoned				18		9		1		10		0				38

				Abandon % (>5%)(Less Short Aban)				13.14%		6.98%		0.75%		5.99%		0.00%				5.37%

				Avg Time to Abandon				0:03:16		0:02:42		0:00:39		0:03:22		0:00:00				0:01:59

				Average Wait Time (>5 min)				0:04:08		0:01:37		0:00:12		0:02:24		0:00:14				0:01:43

				Max Wait Time				0:12:15		0:15:48		0:03:58		0:13:24		0:06:17				0:15:48

				Service Level (<95% calls under 5 min)				27.74%		62.02%		91.79%		48.80%		93.75%				64.82%

				Talk Time (Avg)				0:09:03		0:06:47		0:07:51		0:08:30		0:08:06				0:08:03

				Call Handle Time (Avg)				0:12:25		0:11:33		0:11:22		0:12:09		0:12:06				0:11:55

				Max Agents				4.10		3.85		4.20		5.19		2.69				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week

				Calls Received				167		174		168		190		142				841

				Calls Handled				145		138		143		164		132				722

				Calls Abandoned				22		36		25		26		10				119

				Abandon % (>5%)(Less Short Aban)				13.17%		20.69%		14.88%		13.68%		7.04%				13.89%

				Avg Time to Abandon				0:03:51		0:06:21		0:06:10		0:05:06		0:02:34				0:04:48

		 		Average Wait Time (>5 min)				0:05:00		0:08:34		0:05:30		0:04:52		0:02:25				0:05:16

				Max Wait Time				0:18:42		0:25:03		0:20:33		0:22:15		0:15:57				0:25:03

				Service Level (<95% calls under 5 min)				36.53%		13.22%		16.67%		29.47%		42.25%				27.63%

				Talk Time (Avg)				0:05:11		0:04:56		0:04:48		0:05:43		0:05:45				0:05:16

				Call Handle Time (Avg)				0:08:26		0:08:43		0:08:47		0:09:56		0:09:48				0:09:08

				Max Agents				3.40		3.34		3.49		4.52		3.60				5				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week

				Calls Received				96		96		88		103		103				486

				Calls Handled				69		65		61		61		68				324

				Calls Abandoned				17		19		16		24		20				97

				Abandon % (>5%)(Less Short Aban)				24.85%		29.44%		26.83%		39.72%		30.03%				30.17%

				Avg Time to Abandon				0:16:29		0:20:40		0:18:31		0:21:09		0:21:10				0:19:35

				Average Wait Time (>5 min)				0:22:24		0:24:32		0:26:46		0:35:22		0:34:44				0:28:45

				Max Wait Time				1:08:50		1:01:37		1:14:30		1:13:53		1:06:09				1:14:30

				Service Level (<95% calls under 5 min)				97.16%		70.55%		100.00%		91.08%		99.13%				91.58%

				Talk Time (Avg)				0:11:40		0:10:52		0:11:24		0:11:00		0:10:21				0:11:03

				Call Handle Time (Avg)				0:20:05		0:19:00		0:18:27		0:19:46		0:18:41				0:19:11

				Percent. calls transferred by vendor				12.87%		16.72%		14.19%		14.65%		22.10%				16.11%

				Max Agents				21.80		15.72		14.39		18.10		9.85				22

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Sep		27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		Week

				Busy		 		0		0		0		0		3				3

				Caller canceled				4		3		2		0		0				9

				Connected				153		121		116		120		96				606

				Error				0		0		0		0		0				0

				Invalid Number				1		0		0		0		0				1

				No Answer				23		13		16		12		13				77

				No Response				44		27		37		19		31				158

				Total Requests				225		164		171		151		143				854

				% Connected				68%		74%		68%		79%		67%				71.24%

																						 



























































































































































































9.19.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week

				Calls Received				688		616		497		513		488				2802

				Calls Handled				583		605		472		501		416				2577

				Calls Abandoned						7		14				52				72

				Abandon % (>5%)(Less Short Aban)				9.57%		1.10%		2.76%		1.00%		9.33%				4.75%

				Avg Time to Abandon						0:04:48		0:10:49				0:12:24				0:09:20

				Average Wait Time (>5 min)				0:13:14		0:01:04		0:03:57		0:02:31		0:10:30				0:06:15

				Max Wait Time				1:02:48		0:15:13		0:34:29		0:22:47		0:44:18				1:02:48

				Service Level (<95% calls under 5 min)				67.91%		69.45%		72.43%		74.60%		69.50%				70.78%

				Talk Time (Avg)				0:08:50		0:09:21		0:08:59		0:08:44		0:08:50				0:08:56

				Call Handle Time (Avg)				0:16:02		0:17:03		0:16:25		0:16:43		0:16:26				0:16:31

				Transfer Out						na		na				na				na

				First Call Resolution %				81.14%		79.14%		83.47%		82.32%		80.10%				81.24%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				84		105		50		56		53				348

		 		Short Abandon (under 60 seconds)				3		2		0		2		2				9

				% of calls answered in under 10 minutes				60.31%		109.19%		84.11%		87.33%		50.58%				78.30%

				Occupancy				na		na		na		na		na				na

				Max Agents				30		29		23		24		25				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week

				Calls Received				115		115		104		115		99				548

				Calls Handled				114		109		104		113		97				537

				Calls Abandoned						5		0				1				6

				Abandon % (>5%)(Less Short Aban)				0.00%		4.35%		0.00%		87.00%		1.01%				18.47%

				Avg Time to Abandon						0:03:17		0:00:00				0:01:59				0:01:45

				Average Wait Time (>5 min)				0:0023		0:01:18		0:00:23		0:00:45		0:00:37				0:00:45

				Max Wait Time				0:08:39		0:09:18		0:10:18		0:07:50		0:05:22				0:10:18

				Service Level (<95% calls under 5 min)				88.70%		64.35%		88.46%		82.61%		74.75%				79.77%

				Talk Time (Avg)				0:06:11		0:08:55		0:06:55		0:08:24		0:06:36				0:07:24

				Call Handle Time (Avg)				0:10:44		0:13:08		0:10:51		0:11:57		0:11:16				0:11:35

				Max Agents				3.00		3.98		3.13		4.00		3.04				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week

				Calls Received				150		156		164		180		131				781

				Calls Handled				140		120		157		149		111				677

				Calls Abandoned						36		7				20				63

				Abandon % (>5%)(Less Short Aban)				6.67%		23.08%		4.27%		17.22%		15.27%				13.30%

				Avg Time to Abandon						0:06:12		0:04:06				0:09:22				0:06:33

		 		Average Wait Time (>5 min)				0:05:36		0:09:44		0:01:02		0:06:36		0:08:07				0:06:13

				Max Wait Time				0:03:29		0:30:43		0:17:24		0:26:38		0:34:57				0:34:57

				Service Level (<95% calls under 5 min)				44.67%		19.23%		66.46%		30.56%		23.66%				36.92%

				Talk Time (Avg)				0:04:54		0:06:32		0:04:34		0:04:42		0:05:16				0:05:11

				Call Handle Time (Avg)				0:08:07		0:09:41		0:07:39		0:08:09		0:09:50				0:08:41

				Max Agents				3.00		3.23		3.34		3.00		3.03				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week

				Calls Received				84		105		50		56		56				351

				Calls Handled				62		103		46		54		42				307

				Calls Abandoned						2		3				10				15

				Abandon % (>5%)(Less Short Aban)				22.77%		2.01%		6.56%		3.69%		23.28%				11.66%

				Avg Time to Abandon				0:05:54		0:05:01		0:10:59		0:00:00		0:12:29				0:06:52

				Average Wait Time (>5 min)				0:25:17		0:01:38		0:06:50		0:04:18		0:20:44				0:11:45

				Max Wait Time				1:02:48		0:15:13		0:34:29		0:22:47		0:44:18				1:02:48

				Service Level (<95% calls under 5 min)						86.92%		95.95%				5.33%				62.73%

				Talk Time (Avg)				10:33:36		0:10:26		0:09:49		13:40:48		0:09:12				19:20:46

				Call Handle Time (Avg)				0:09:40		0:18:10		0:16:59		0:09:03		0:17:10				0:14:12

				Percent. calls transferred by vendor				0:16:53%		17.05%		10.06%		0:17:57%		10.11%				12.40%

				Max Agents				13.00		14.82		12.73		10.00		11.86				15

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Sep		20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		1		1		0		2				5

				Connected				131		9		53		32		76				301

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		1				1

				No Answer				15		0		4		4		9				32

				No Response				45		0		1		5		6				57

				Total Requests				192		10		59		41		94				396

				% Connected				68%		90%		90%		78%		81%				81.38%

																						 



























































































































































































9.12.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week

				Calls Received				719		625		584		528		513				2969

				Calls Handled				643		550		526		423		467				2608

				Calls Abandoned				23		17		3		49		0				92

				Abandon % (>5%)(Less Short Aban)				3.15%		2.73%		0.58%		9.26%		0.00%				3.14%

				Avg Time to Abandon				0:07:43		0:05:53		0:08:25		0:14:54		0:00:00				0:07:23

				Average Wait Time (>5 min)				0:02:05		0:03:19		0:00:34		0:07:00		0:00:14				0:02:38

				Max Wait Time				0:15:08		0:28:21		0:10:33		1:08:15		0:07:37				1:08:15

				Service Level (<95% calls under 5 min)				64.37%		69.15%		72.87%		71.95%		72.19%				70.11%

				Talk Time (Avg)				0:09:12		0:09:23		0:08:45		0:09:52		0:08:43				0:09:11

				Call Handle Time (Avg)				0:17:53		0:17:27		0:16:59		0:18:31		0:16:04				0:17:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				90.17%		85.82%		88.33%		86.39%		87.64%				87.67%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				55		61		61		57		63				297

		 		Short Abandon (under 60 seconds)				3		2		0		2		0				7

				% of calls answered in under 10 minutes				98.67%		91.83%		106.14%		72.63%		100.00%				93.85%

				Occupancy				na		na		na		na		na				na

				Max Agents				36		30		28		27		23				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week

				Calls Received				120		114		138		107		74				553

				Calls Handled				118		110		135		105		72				540

				Calls Abandoned				2		4		3		1		2				12

				Abandon % (>5%)(Less Short Aban)				1.67%		3.51%		2.17%		0.93%		2.70%				2.20%

				Avg Time to Abandon				0:02:45		0:01:59		0:03:33		0:00:59		0:04:37				0:02:46

				Average Wait Time (>5 min)				0:01:42		0:01:58		0:01:13		0:01:42		0:01:06				0:01:32

				Max Wait Time				0:11:18		0:09:24		0:07:32		0:19:22		0:08:02				0:19:22

				Service Level (<95% calls under 5 min)				61.67%		51.75%		63.04%		67.29%		66.22%				61.99%

				Talk Time (Avg)				0:05:52		0:08:59		0:07:46		0:06:45		0:09:35				0:07:47

				Call Handle Time (Avg)				0:10:24		0:12:38		0:11:27		0:11:30		0:13:57				0:11:59

				Max Agents				3.41		3.86		4.29		3.35		2.79				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week

				Calls Received				173		158		170		152		114				767

				Calls Handled				166		146		162		140		112				726

				Calls Abandoned				7		12		8		11		2				40

				Abandon % (>5%)(Less Short Aban)				4.05%		7.59%		4.71%		7.24%		1.75%				5.07%

				Avg Time to Abandon				0:03:25		0:01:18		0:01:57		0:04:56		0:06:16				0:03:34

		 		Average Wait Time (>5 min)				0:00:48		0:01:19		0:00:42		0:03:03		0:00:51				0:01:20

				Max Wait Time				0:07:20		0:11:17		0:05:44		0:14:25		0:09:48				0:14:25

				Service Level (<95% calls under 5 min)				65.90%		62.66%		71.18%		43.42%		74.56%				63.54%

				Talk Time (Avg)				0:04:33		0:04:35		0:04:14		0:04:16		0:04:45				0:04:28

				Call Handle Time (Avg)				0:06:48		0:06:50		0:06:30		0:06:52		0:07:25				0:06:53

				Max Agents				3.14		2.77		2.93		2.67		2.31				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week

				Calls Received				55		61		61		57		63				297

				Calls Handled				53		57		60		43		63				277

				Calls Abandoned				1		4		1		10		0				16

				Abandon % (>5%)(Less Short Aban)				2.56%		6.18%		1.20%		23.03%		0.00%				6.59%

				Avg Time to Abandon				0:08:30		0:05:51		0:09:30		0:14:54		0:00:00				0:07:45

				Average Wait Time (>5 min)				0:02:09		0:05:40		0:00:40		0:13:28		0:00:11				0:04:25

				Max Wait Time				0:13:16		0:28:21		0:10:33		1:08:15		0:07:37				1:08:15

				Service Level (<95% calls under 5 min)				54.25%		88.45%		83.72%		96.44%		89.95%				82.56%

				Talk Time (Avg)				0:09:06		0:09:57		0:08:04		0:10:12		0:08:54				0:09:14

				Call Handle Time (Avg)				0:16:51		0:18:03		0:15:27		0:18:53		0:16:07				0:17:04

				Percent. calls transferred by vendor				7.65%		9.76%		10.45%		10.80%		12.28%				10.19%

				Max Agents				15.67		14.78		11.66		13.63		11.09				16

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Sep		13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		Week

				Busy		 		0		you 		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				28		49		7		65		0				149

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		2		0		4		0				6

				No Response				0		11		0		11		0				22

				Total Requests				28		62		7		80		0				177

				% Connected				100%		79%		100%		81%		na				90.07%

																						 



























































































































































































9.5.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week

				Calls Received						728		696		562		554				2540

				Calls Handled						530		558		469		482				2039

				Calls Abandoned						94		58		37		19				208

				Abandon % (>5%)(Less Short Aban)						12.95%		8.37%		6.51%		3.47%				7.83%

				Avg Time to Abandon						0:15:30		0:12:06		0:11:48		0:08:35				0:11:59

				Average Wait Time (>5 min)						0:15:54		0:09:54		0:09:19		0:04:10				0:09:49

				Max Wait Time						1:12:14		0:47:47		0:40:01		0:25:11				1:12:14

				Service Level (<95% calls under 5 min)						71.06%		70.94%		70.01%		70.83%				70.71%

				Talk Time (Avg)						0:09:31		0:08:36		0:09:58		0:09:38				0:09:25

				Call Handle Time (Avg)						0:16:44		0:16:17		0:18:55		0:17:31				0:17:21

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.45%		87.31%		87.64%		82.75%				84.79%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						17		73		61		42				193

		 		Short Abandon (under 60 seconds)						2		3		4		3				12

				% of calls answered in under 10 minutes						50.40%		58.78%		65.83%		85.74%				65.19%

				Occupancy						na		na		na		na				na

				Max Agents						34		31		29		27				34



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week

				Calls Received						98		107		95		101				401

				Calls Handled						87		99		92		98				376

				Calls Abandoned						9		8		3		3				23

				Abandon % (>5%)(Less Short Aban)						9.18%		7.48%		3.16%		2.97%				5.70%

				Avg Time to Abandon						0:02:51		0:01:39		0:02:24		0:03:55				0:02:42

				Average Wait Time (>5 min)						0:01:36		0:00:47		0:00:56		0:00:58				0:01:04

				Max Wait Time						0:11:14		0:09:20		0:11:31		0:07:41				0:11:31

				Service Level (<95% calls under 5 min)						60.82%		73.83%		78.95%		70.30%				70.98%

				Talk Time (Avg)						0:09:03		0:06:57		0:07:41		0:06:37				0:07:34

				Call Handle Time (Avg)						0:13:04		0:11:17		0:11:37		0:10:17				0:11:33

				Max Agents						3.19		3.10		2.97		2.80				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week

				Calls Received						131		135		125		119				510

				Calls Handled						122		132		123		117				494

				Calls Abandoned						5		3		2		2				12

				Abandon % (>5%)(Less Short Aban)						3.82%		2.22%		1.60%		1.68%				2.33%

				Avg Time to Abandon						0:03:18		0:02:41		0:02:20		0:01:10				0:02:22

		 		Average Wait Time (>5 min)						0:01:25		0:00:26		0:01:05		0:00:25				0:00:50

				Max Wait Time						0:08:12		0:07:09		0:07:56		0:04:51				0:08:12

				Service Level (<95% calls under 5 min)						62.31%		85.19%		68.80%		80.67%				74.24%

				Talk Time (Avg)						0:04:52		0:04:22		0:05:05		0:04:00				0:04:34

				Call Handle Time (Avg)						0:07:09		0:06:42		0:07:36		0:06:23				0:06:57

				Max Agents						2.42		2.45		2.60		2.07				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week

				Calls Received						17		73		61		42				193

				Calls Handled						12		59		51		38				160

				Calls Abandoned						3		10		8		3				24

				Abandon % (>5%)(Less Short Aban)						24.10%		17.63%		15.13%		7.79%				16.16%

				Avg Time to Abandon						0:19:06		0:13:17		0:12:06		0:08:44				0:13:18

				Average Wait Time (>5 min)						0:26:47		0:17:27		0:15:55		0:06:12				0:16:35

				Max Wait Time						1:12:14		0:47:47		0:40:01		0:25:11				1:12:14

				Service Level (<95% calls under 5 min)						36.72%		58.79%		81.94%		69.96%				61.85%

				Talk Time (Avg)						0:10:00		0:09:05		0:10:26		0:09:52				0:09:50

				Call Handle Time (Avg)						0:17:27		0:17:32		0:19:38		0:16:56				0:17:53

				Percent. calls transferred by vendor						2.34%		10.49%		10.85%		7.58%				7.81%

				Max Agents						18.07		15.77		16.13		13.11				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Sep		6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		Week

				Busy		 				0		0		0		0				0

				Caller canceled						2		1		1		2				6

				Connected						155		113		114		47				429

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						12		7		8		4				31

				No Response						17		26		24		10				77

				Total Requests						186		147		147		63				543

				% Connected						83%		77%		78%		75%				78.09%

																						 



























































































































































































8.29.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week

				Calls Received				893		924		607		539		489				3452

				Calls Handled				622		644		504		466		422				2657

				Calls Abandoned				133		126		27		9		14				308

				Abandon % (>5%)(Less Short Aban)				14.87%		13.59%		4.37%		1.72%		2.91%				7.49%

				Avg Time to Abandon				0:14:30		0:15:23		0:08:21		0:08:45		0:07:45				0:10:56

				Average Wait Time (>5 min)				0:18:10		0:21:40		0:04:27		0:01:30		0:02:34				0:09:40

				Max Wait Time				0:59:30		0:58:42		0:29:19		0:20:27		0:22:57				0:59:30

				Service Level (<95% calls under 5 min)				70.79%		73.86%		73.94%		73.63%		70.09%				72.46%

				Talk Time (Avg)				0:09:33		0:09:31		0:09:16		0:08:52		0:08:54				0:09:13

				Call Handle Time (Avg)				0:16:45		0:17:32		0:17:01		0:16:01		0:16:22				0:16:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.55%		84.02%		80.65%		79.71%		78.57%				81.90%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				56		32		35		10		16				149

		 		Short Abandon (under 60 seconds)				4		5		4		3		4				20

				% of calls answered in under 10 minutes				31.86%		31.21%		77.61%		91.94%		88.41%				64.20%

				Occupancy				na		na		na		na		na				na

				Max Agents				41		45		29		24		22				45



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week

				Calls Received				179		200		102		97		76				654

				Calls Handled				164		192		101		94		76				627

				Calls Abandoned				15		7		1		3		0				26

				Abandon % (>5%)(Less Short Aban)				8.38%		3.50%		0.98%		3.09%		0.00%				3.19%

				Avg Time to Abandon				0:02:41		0:02:27		0:02:05		0:06:17		0:00:00				0:02:42

				Average Wait Time (>5 min)				0:02:17		0:00:56		0:00:16		0:02:08		0:00:31				0:01:13

				Max Wait Time				0:10:01		0:09:58		0:08:07		0:13:55		0:07:39				0:13:55

				Service Level (<95% calls under 5 min)				39.11%		69.85%		89.22%		51.55%		86.84%				67.31%

				Talk Time (Avg)				0:07:13		0:06:40		0:08:46		0:06:52		0:06:59				0:07:18

				Call Handle Time (Avg)				0:11:45		0:10:57		0:12:55		0:11:26		0:10:43				0:11:33

				Max Agents				5.35		5.87		3.63		2.99		2.26				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week

				Calls Received				172		183		155		167		124				801

				Calls Handled				165		164		152		163		121				765

				Calls Abandoned				7		19		3		3		3				35

				Abandon % (>5%)(Less Short Aban)				4.07%		10.38%		1.94%		1.80%		2.42%				4.12%

				Avg Time to Abandon				0:01:49		0:04:47		0:01:04		0:03:24		0:00:52				0:02:23

		 		Average Wait Time (>5 min)				0:01:00		0:02:49		0:00:29		0:00:41		0:01:12				0:01:14

				Max Wait Time				0:09:18		0:21:35		0:06:17		0:06:14		0:09:12				0:21:35

				Service Level (<95% calls under 5 min)				65.12%		40.44%		80.65%		70.66%		71.77%				65.73%

				Talk Time (Avg)				0:04:44		0:04:27		0:04:27		0:04:00		0:05:05				0:04:32

				Call Handle Time (Avg)				0:06:57		0:06:37		0:06:28		0:06:14		0:07:01				0:06:39

				Max Agents				3.19		3.02		2.73		2.83		2.36				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week

				Calls Received				56		32		35		10		16				149

				Calls Handled				39		23		32		9		15				119

				Calls Abandoned				11		6		2		0		1				20

				Abandon % (>5%)(Less Short Aban)				26.62%		26.13%		7.49%		4.69%		4.88%				13.96%

				Avg Time to Abandon				0:17:10		0:17:44		0:08:15		0:08:32		0:06:14				0:11:35

				Average Wait Time (>5 min)				0:27:28		0:34:01		0:06:12		0:02:29		0:04:10				0:14:52

				Max Wait Time				0:59:30		0:58:42		0:29:19		0:20:27		0:22:57				0:59:30

				Service Level (<95% calls under 5 min)				13.78%		20.98%		62.55%		91.59%		77.46%				53.27%

				Talk Time (Avg)				0:10:09		0:09:49		0:09:34		0:08:00		0:09:24				0:09:23

				Call Handle Time (Avg)				0:18:40		0:18:24		0:17:19		0:15:14		0:17:11				0:17:21

				Percent. calls transferred by vendor				6.27%		3.46%		5.77%		1.86%		3.27%				4.13%

				Max Agents				21.81		24.36		14.37		11.29		10.97				24

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Aug		30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		4		0		1		0				5

				Connected				162		195		57		19		38				471

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				30		30		2		3		2				67

				No Response				32		22		9		3		7				73

				Total Requests				224		251		68		26		47				616

				% Connected				72%		78%		84%		73%		81%				77.49%

																						 



























































































































































































8.22.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week

				Calls Received				642		659		632		561		708				3202

				Calls Handled				566		516		494		479		541				2595

				Calls Abandoned				12		47		59		30		79				228

				Abandon % (>5%)(Less Short Aban)				1.84%		7.13%		9.41%		5.40%		11.17%				6.99%

				Avg Time to Abandon				0:08:36		0:11:35		0:11:10		0:08:05		0:18:11				0:11:31

				Average Wait Time (>5 min)				0:02:39		0:09:57		0:07:51		0:03:39		0:14:59				0:07:49

				Max Wait Time				0:35:08		0:43:40		0:47:46		0:25:59		1:24:35				1:24:35

				Service Level (<95% calls under 5 min)				73.25%		75.51%		75.94%		75.00%		73.18%				74.58%

				Talk Time (Avg)				0:08:45		0:08:58		0:09:28		0:09:15		0:09:54				0:09:16

				Call Handle Time (Avg)				0:16:01		0:16:15		0:16:20		0:17:10		0:17:49				0:16:43

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				90.13%		85.16%		84.88%		88.12%		84.54%				86.56%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				23		24		18		13		13				91

		 		Short Abandon (under 60 seconds)				1		3		6		4		3				17

				% of calls answered in under 10 minutes				91.48%		61.63%		66.03%		83.54%		46.07%				69.75%

				Occupancy				na		na		na		na		na				na

				Max Agents				23		29		28		27		35				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week

				Calls Received				109		122		131		114		126				602

				Calls Handled				105		121		129		113		123				591

				Calls Abandoned				4		1		1		1		2				9

				Abandon % (>5%)(Less Short Aban)				3.67%		0.82%		0.76%		0.88%		1.59%				1.54%

				Avg Time to Abandon				0:00:56		0:00:33		0:03:13		0:03:31		0:03:46				0:02:23

				Average Wait Time (>5 min)				0:00:36		0:01:30		0:00:51		0:00:26		0:01:01				0:00:52

				Max Wait Time				0:11:10		0:07:02		0:12:41		0:06:26		0:08:33				0:12:41

				Service Level (<95% calls under 5 min)				88.07%		57.38%		69.47%		83.33%		69.84%				73.62%

				Talk Time (Avg)				0:06:46		0:06:56		0:07:24		0:07:29		0:08:25				0:07:24

				Call Handle Time (Avg)				0:10:36		0:10:53		0:11:40		0:12:52		0:11:48				0:11:33

				Max Agents				2.47		3.66		4.18		4.04		4.03				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week

				Calls Received				151		138		110		129		133				661

				Calls Handled				151		131		109		124		130				645

				Calls Abandoned				0		6		1		5		2				14

				Abandon % (>5%)(Less Short Aban)				0.00%		4.35%		0.91%		3.88%		1.50%				2.13%

				Avg Time to Abandon				0:00:00		0:04:21		0:00:29		0:07:41		0:02:00				0:02:54

		 		Average Wait Time (>5 min)				0:00:21		0:00:59		0:00:14		0:02:00		0:01:51				0:01:05

				Max Wait Time				0:03:37		0:08:16		0:02:42		0:14:56		0:13:51				0:14:56

				Service Level (<95% calls under 5 min)				84.11%		65.94%		88.18%		69.77%		57.89%				73.18%

				Talk Time (Avg)				0:04:11		0:04:30		0:04:29		0:05:06		0:04:15				0:04:30

				Call Handle Time (Avg)				0:05:54		0:06:20		0:06:29		0:07:15		0:05:54				0:06:22

				Max Agents				1.98		2.31		1.96		2.50		2.13				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week

				Calls Received				23		24		18		13		13				91

				Calls Handled				22		20		14		11		9				77

				Calls Abandoned				1		3		3		1		2				11

				Abandon % (>5%)(Less Short Aban)				4.13%		15.38%		19.17%		12.46%		25.75%				15.38%

				Avg Time to Abandon				0:09:24		0:12:17		0:12:57		0:08:35		0:20:13				0:12:41

				Average Wait Time (>5 min)				0:04:35		0:16:00		0:12:23		0:06:23		0:25:29				0:12:58

				Max Wait Time				0:35:08		0:43:40		0:47:46		0:25:59		1:24:35				1:24:35

				Service Level (<95% calls under 5 min)				85.56%		54.26%		36.62%		73.44%		28.52%				55.68%

				Talk Time (Avg)				0:08:40		0:10:06		0:10:08		0:09:28		0:10:29				0:09:46

				Call Handle Time (Avg)				0:16:44		0:18:18		0:17:44		0:18:17		0:19:11				0:18:02

				Percent. calls transferred by vendor				3.58%		3.64%		2.85%		2.32%		1.84%				2.85%

				Max Agents				11.74		16.61		14.52		13.60		18.96				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Aug		23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		3				3

				Connected				52		98		57		46		128				381

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				5		5		8		11		6				35

				No Response				7		14		10		9		12				52

				Total Requests				64		118		75		66		149				472

				% Connected				81%		83%		76%		70%		86%				79.18%

																						 



























































































































































































8.15.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week

				Calls Received				771		657		607		537		537				3109

				Calls Handled				591		531		527		459		460				2569

				Calls Abandoned				77		35		17		22		22				173

				Abandon % (>5%)(Less Short Aban)				9.93%		5.31%		2.86%		4.10%		4.08%				5.26%

				Avg Time to Abandon				0:17:17		0:09:39		0:05:36		0:07:51		0:10:44				0:10:13

				Average Wait Time (>5 min)				0:11:37		0:07:32		0:01:44		0:03:33		0:04:46				0:05:50

				Max Wait Time				1:26:55		0:35:56		0:14:06		0:25:08		0:32:43				1:26:55

				Service Level (<95% calls under 5 min)				67.73%		70.36%		71.23%		79.79%		73.30%				72.48%

				Talk Time (Avg)				0:10:12		0:09:56		0:09:05		0:08:51		0:10:07				0:09:38

				Call Handle Time (Avg)				0:17:41		0:17:40		0:15:56		0:16:27		0:17:51				0:17:07

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.97%		82.49%		84.12%		87.12%		84.39%				84.22%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				16		17		14		12		12				71

		 		Short Abandon (under 60 seconds)				2		2		1		1		1				7

				% of calls answered in under 10 minutes				58.39%		67.40%		96.68%		84.55%		82.12%				77.83%

				Occupancy				na		na		na		na		na				na

				Max Agents				30		26		21		20		21				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week

				Calls Received				88		116		114		114		83				515

				Calls Handled				84		111		109		107		81				492

				Calls Abandoned				4		5		4		7		1				21

				Abandon % (>5%)(Less Short Aban)				4.55%		4.31%		3.51%		6.14%		1.20%				3.94%

				Avg Time to Abandon				0:04:14		0:01:25		0:02:17		0:00:51		0:03:00				0:02:21

				Average Wait Time (>5 min)				0:01:21		0:01:40		0:01:34		0:01:33		0:01:33				0:01:32

				Max Wait Time				0:09:58		0:10:14		0:08:34		0:09:32		0:07:15				0:10:14

				Service Level (<95% calls under 5 min)				64.77%		53.45%		61.06%		64.04%		61.45%				60.95%

				Talk Time (Avg)				0:06:16		0:08:21		0:06:59		0:07:00		0:07:33				0:07:13

				Call Handle Time (Avg)				0:11:09		0:12:47		0:10:45		0:12:05		0:11:10				0:11:35

				Max Agents				2.08		3.15		2.63		2.87		2.01				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Aug		16-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week

				Calls Received				141		177		162		118		127				725

				Calls Handled				135		169		158		115		123				700

				Calls Abandoned				6		8		4		2		4				24

				Abandon % (>5%)(Less Short Aban)				4.26%		4.52%		2.47%		1.69%		3.15%				3.22%

				Avg Time to Abandon				0:02:06		0:02:54		0:02:05		0:00:55		0:03:13				0:02:14

		 		Average Wait Time (>5 min)				0:00:59		0:01:54		0:00:45		0:00:44		0:01:52				0:01:14

				Max Wait Time				0:09:14		0:12:06		0:07:29		0:13:33		0:09:29				0:13:33

				Service Level (<95% calls under 5 min)				68.79%		49.15%		69.14%		81.36%		57.48%				65.18%

				Talk Time (Avg)				0:04:11		0:04:45		0:05:12		0:05:34		0:04:57				0:04:55

				Call Handle Time (Avg)				0:05:58		0:06:42		0:07:29		0:07:25		0:06:51				0:06:53

				Max Agents				1.79		2.52		2.63		1.90		1.87				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week

				Calls Received				16		17		14		12		12				71

				Calls Handled				12		15		14		11		11				62

				Calls Abandoned				3		1		0		1		1				7

				Abandon % (>5%)(Less Short Aban)				22.80%		9.82%		3.50%		7.20%		9.58%				10.58%

				Avg Time to Abandon				0:19:57		0:10:59		0:06:36		0:08:54		0:11:47				0:11:38

				Average Wait Time (>5 min)				0:21:21		0:12:07		0:02:12		0:06:08		0:08:20				0:10:01

				Max Wait Time				1:26:55		0:35:56		0:14:06		0:25:08		0:32:43				1:26:55

				Service Level (<95% calls under 5 min)				41.26%		50.75%		64.52%		59.25%		70.20%				57.20%

				Talk Time (Avg)				0:10:31		0:09:57		0:08:53		0:08:27		0:10:08				0:09:35

				Call Handle Time (Avg)				0:18:23		0:17:55		0:16:05		0:16:13		0:18:25				0:17:24

				Percent. calls transferred by vendor				2.08%		2.59%		2.31%		2.23%		2.23%				2.29%

				Max Agents				14.21		12.69		9.71		8.07		10.18				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Aug		16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		1		0		0		0				2

				Connected				124		100		18		36		44				322

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				4		7		1		3		2				17

				No Response				22		31		0		4		11				68

				Total Requests				151		139		19		43		57				409

				% Connected				82%		72%		95%		84%		77%				81.94%

																						 



























































































































































































8.8.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week

				Calls Received				670		642		590		562		562				3026

				Calls Handled				598		547		475		461		479				2559

				Calls Abandoned				23		36		51		43		34				186

				Abandon % (>5%)(Less Short Aban)				3.39%		5.55%		8.63%		7.57%		6.02%				6.23%

				Avg Time to Abandon				0:07:49		0:09:26		0:10:29		0:12:45		0:11:23				0:10:22

				Average Wait Time (>5 min)				0:04:07		0:04:44		0:09:11		0:07:21		0:06:20				0:06:20

				Max Wait Time				0:24:38		0:26:14		0:37:50		0:36:03		0:34:48				0:37:50

				Service Level (<95% calls under 5 min)				69.62%		73.44%		76.60%		71.48%		70.67%				72.36%

				Talk Time (Avg)				0:09:30		0:10:05		0:09:58		0:10:19		0:09:23				0:09:51

				Call Handle Time (Avg)				0:16:37		0:17:17		0:16:49		0:18:18		0:16:39				0:17:08

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.71%		82.54%		83.39%		85.65%		85.76%				84.21%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				23		9		11		17		18				78

		 		Short Abandon (under 60 seconds)				1		1		3		2		1				8

				% of calls answered in under 10 minutes				80.59%		79.57%		58.31%		61.41%		59.13%				67.80%

				Occupancy				na		na		na		na		na				na

				Max Agents				25		25		22		23		21				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week

				Calls Received				82		94		89		93		88				446

				Calls Handled				81		93		87		89		82				432

				Calls Abandoned				1		1		2		4		5				13

				Abandon % (>5%)(Less Short Aban)				1.22%		1.06%		2.25%		4.30%		5.68%				2.90%

				Avg Time to Abandon				0:01:22		0:05:33		0:02:00		0:03:00		0:01:57				0:02:46

				Average Wait Time (>5 min)				0:00:51		0:00:29		0:00:54		0:01:27		0:01:07				0:00:57

				Max Wait Time				0:07:09		0:07:11		0:06:53		0:11:34		0:09:22				0:11:34

				Service Level (<95% calls under 5 min)				75.61%		87.23%		71.91%		69.89%		67.82%				74.49%

				Talk Time (Avg)				0:07:18		0:07:11		0:07:03		0:07:35		0:08:20				0:07:29

				Call Handle Time (Avg)				0:11:36		0:11:00		0:10:52		0:11:00		0:12:13				0:11:20

				Max Agents				2.09		2.27		2.10		2.17		2.25				2				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week

				Calls Received				146		147		139		138		143				713

				Calls Handled				127		136		127		126		135				651

				Calls Abandoned				19		11		12		11		8				61

				Abandon % (>5%)(Less Short Aban)				13.01%		7.48%		8.63%		7.97%		5.59%				8.54%

				Avg Time to Abandon				0:11:32		0:02:51		0:04:24		0:04:55		0:01:23				0:05:01

		 		Average Wait Time (>5 min)				0:10:16		0:02:52		0:04:13		0:04:50		0:02:31				0:04:56

				Max Wait Time				0:46:21		0:16:26		0:14:44		0:16:32		0:10:45				0:46:21

				Service Level (<95% calls under 5 min)				15.75%		42.18%		32.37%		32.61%		47.55%				34.09%

				Talk Time (Avg)				0:05:28		0:06:00		0:05:39		0:05:56		0:05:16				0:05:39

				Call Handle Time (Avg)				0:07:25		0:08:01		0:07:40		0:07:44		0:07:16				0:07:37

				Max Agents				2.10		2.42		2.17		2.16		2.18				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week

				Calls Received				23		9		11		17		18				78

				Calls Handled				22		8		9		14		15				69

				Calls Abandoned				1		1		2		2		2				7

				Abandon % (>5%)(Less Short Aban)				4.42%		7.26%		17.09%		16.42%		12.41%				11.52%

				Avg Time to Abandon				0:09:08		0:09:27		0:12:31		0:12:58		0:13:46				0:11:34

				Average Wait Time (>5 min)				0:05:58		0:06:07		0:16:11		0:11:30		0:10:24				0:10:02

				Max Wait Time				0:24:38		0:26:14		0:37:50		0:36:03		0:34:48				0:37:50

				Service Level (<95% calls under 5 min)				48.25%		40.46%		51.93%		60.08%		47.69%				49.68%

				Talk Time (Avg)				0:09:58		0:10:34		0:09:25		0:10:30		0:08:58				0:09:53

				Call Handle Time (Avg)				0:17:35		0:17:49		0:16:20		0:19:00		0:16:14				0:17:23

				Percent. calls transferred by vendor				3.43%		1.40%		1.86%		3.02%		3.20%				2.59%

				Max Agents				12.34		11.63		9.57		10.84		8.94				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Aug		9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		Week

				Busy		 		0		0		1		0		0				1

				Caller canceled				1		1		0		1		2				5

				Connected				58		62		82		81		59				342

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		5		7		5		11				30

				No Response				6		11		19		8		16				60

				Total Requests				67		79		109		96		88				439

				% Connected				87%		78%		75%		84%		67%				78.34%

																						 



























































































































































































8.2.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week

				Calls Received				778		648		649		631		541				3247

				Calls Handled				511		519		520		504		456				2511

				Calls Abandoned				130		49		49		41		33				301

				Abandon % (>5%)(Less Short Aban)				16.65%		7.53%		7.53%		6.54%		6.06%				8.86%

				Avg Time to Abandon				0:17:13		0:10:44		0:10:44		0:12:50		0:09:45				0:12:15

				Average Wait Time (>5 min)				0:23:29		0:07:50		0:07:50		0:11:14		0:07:31				0:11:34

				Max Wait Time				1:10:23		0:34:32		0:34:32		0:44:35		0:37:31				1:10:23

				Service Level (<95% calls under 5 min)				73.97%		75.49%		75.49%		73.93%		74.43%				74.66%

				Talk Time (Avg)				0:09:41		0:09:42		0:09:42		0:09:51		0:09:52				0:09:45

				Call Handle Time (Avg)				0:17:02		0:17:07		0:17:07		0:16:59		0:17:22				0:17:07

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.35%		79.09%		79.08%		na		77.45%				78.49%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				35		20		19		24		18				116

		 		Short Abandon (under 60 seconds)				2		4		4		4		0				14

				% of calls answered in under 10 minutes				31.87%		66.44%		66.34%		56.35%		68.00%				57.80%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		24		25		24		21				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week

				Calls Received				125		86		86		108		75				480

				Calls Handled				119		82		82		108		73				464

				Calls Abandoned				6		4		400.00%		0		2				16

				Abandon % (>5%)(Less Short Aban)				4.80%		4.65%		1:06:57		0.00%		2.67%				3.35%

				Avg Time to Abandon				0:02:36		0:01:39		0:01:39		0:00:00		0:01:44				0:01:31

				Average Wait Time (>5 min)				0:00:31		0:01:39		0.11%		0:00:44		0:00:56				0:01:05

				Max Wait Time				0:06:51		0:08:54		0:08:54		0:08:30		0:08:03				0:08:54

				Service Level (<95% calls under 5 min)				81.60%		53.49%		12:50:15		80.56%		77.33%				69.29%

				Talk Time (Avg)				0:07:55		0:08:58		0:08:58		0:08:19		0:08:00				0:08:26

				Call Handle Time (Avg)				0:12:36		0:13:32		0:13:32		0:11:15		0:12:48				0:12:44

				Max Agents				3.33		2.47		2.47		2.70		2.08				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week

				Calls Received				166		137		137		149		133				722

				Calls Handled				146		128		128		138		124				664

				Calls Abandoned				20		9		9		11		9				58

				Abandon % (>5%)(Less Short Aban)				12.05%		6.57%		6.57%		7.38%		6.77%				7.87%

				Avg Time to Abandon				0:05:50		0:02:56		0:02:56		0:03:02		0:07:12				0:04:23

		 		Average Wait Time (>5 min)				0:04:12		0:03:32		0:03:32		0:03:05		0:02:50				0:03:26

				Max Wait Time				0:24:55		0:14:41		0:14:41		0:13:54		0:18:58				0:24:55

				Service Level (<95% calls under 5 min)				33.13%		40.88%		40.88%		44.97%		56.39%				43.25%

				Talk Time (Avg)				0:05:01		0:05:23		0:05:23		0:05:41		0:04:38				0:05:13

				Call Handle Time (Avg)				0:07:26		0:07:36		0:07:36		0:07:48		0:06:22				0:07:21

				Max Agents				2.41		2.16		2.16		2.39		1.76				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week

				Calls Received				35		20		19		24		18				116

				Calls Handled				24		17		16		20		16				92

				Calls Abandoned				7		2		2		3		1				16

				Abandon % (>5%)(Less Short Aban)				29.10%		14.07%		14.07%		13.96%		8.55%				15.95%

				Avg Time to Abandon				0:20:25		0:12:00		0:12:00		0:14:01		0:11:49				0:14:03

				Average Wait Time (>5 min)				0:37:03		0:10:50		0:10:50		0:16:49		0:10:46				0:17:15

				Max Wait Time				1:10:23		0:34:32		0:34:32		0:44:35		0:37:31				1:10:23

				Service Level (<95% calls under 5 min)				10.24%		31.93%		31.93%		40.57%		36.08%				30.15%

				Talk Time (Avg)				0:10:09		0:10:25		0:10:25		0:09:55		0:11:06				0:10:24

				Call Handle Time (Avg)				0:17:34		0:17:53		0:17:53		0:17:11		0:18:40				0:17:50

				Percent. calls transferred by vendor				4.50%		3.09%		2.93%		3.80%		3.33%				3.53%

				Max Agents				14.32		12.19		12.23		12.48		10.40				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Aug		2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		Week

				Busy		 		2		0		0		0		0				2

				Caller canceled				0		0		0		1		1				2

				Connected				165		84		48		129		58				484

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				12		9		4		12		2				39

				No Response				48		18		17		30		14				127

				Total Requests				227		111		69		172		75				654

				% Connected				73%		76%		70%		75%		77%				74.05%

																						 



























































































































































































7.25.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week

				Calls Received				893		726		632		657		694				3602

				Calls Handled				640		600		478		513		495				2725

				Calls Abandoned				112		46		73		59		84				374

				Abandon % (>5%)(Less Short Aban)				12.59%		6.36%		11.57%		8.97%		12.06%				10.31%

				Avg Time to Abandon				0:14:58		0:10:22		0:12:52		0:11:32		0:11:35				0:12:15

				Average Wait Time (>5 min)				0:15:06		0:06:57		0:10:20		0:11:55		0:18:07				0:12:29

				Max Wait Time				1:16:33		0:26:14		0:49:38		0:49:14		1:04:04				1:16:33

				Service Level (<95% calls under 5 min)				67.35%		73.02%		75.51%		74.18%		72.61%				72.53%

				Talk Time (Avg)				0:09:29		0:09:33		0:09:17		0:09:07		0:09:11				0:09:19

				Call Handle Time (Avg)				0:16:23		0:16:53		0:17:03		0:17:00		0:16:48				0:16:49

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.18%		87.35%		86.22%		85.26%		83.12%				84.63%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				12		19		22		33		30				116

		 		Short Abandon (under 60 seconds)				3		2		2		2		2				11

				% of calls answered in under 10 minutes				43.31%		65.38%		60.72%		42.49%		30.69%				48.52%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		27		24		25		26				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week

				Calls Received				107		122		128		116		145				618

				Calls Handled				107		115		121		113		144				600

				Calls Abandoned				0		7		7		3		1				18

				Abandon % (>5%)(Less Short Aban)				0.00%		5.74%		5.47%		2.59%		0.69%				2.90%

				Avg Time to Abandon				0:00:00		0:03:03		0:03:06		0:02:16		0:04:09				0:02:30

				Average Wait Time (>5 min)				0:00:31		0:02:22		0:01:31		0:02:29		0:02:11				0:01:48

				Max Wait Time				0:06:10		0:10:07		0:08:26		0:10:53		0:14:26				0:14:26

				Service Level (<95% calls under 5 min)				84.11%		50.00%		57.81%		52.59%		51.72%				59.25%

				Talk Time (Avg)				0:05:55		0:07:03		0:08:01		0:06:43		0:08:43				0:07:17

				Call Handle Time (Avg)				0:09:41		0:10:41		0:11:25		0:11:07		0:11:24				0:10:51

				Max Agents				2.30		2.73		3.07		2.79		3.65				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week

				Calls Received				162		168		147		159		127				763

				Calls Handled				159		158		140		152		125				734

				Calls Abandoned				3		10		7		7		2				29

				Abandon % (>5%)(Less Short Aban)				1.85%		5.95%		4.76%		4.40%		1.57%				3.71%

				Avg Time to Abandon				0:00:49		0:02:21		0:03:03		0:01:35		0:05:32				0:02:40

		 		Average Wait Time (>5 min)				0:00:55		0:01:54		0:01:41		0:01:36		0:01:28				0:01:30

				Max Wait Time				0:06:58		0:11:05		0:15:12		0:11:13		0:09:07				0:15:12

				Service Level (<95% calls under 5 min)				64.81%		45.24%		62.59%		56.60%		67.72%				59.39%

				Talk Time (Avg)				0:03:51		0:03:57		0:04:04		0:03:59		0:04:24				0:04:03

				Call Handle Time (Avg)				0:05:44		0:05:43		0:06:26		0:05:52		0:06:31				0:06:03

				Max Agents				2.03		2.01		2.00		1.98		1.81				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week

				Calls Received				12		19		22		33		30				116

				Calls Handled				9		17		17		28		24				96

				Calls Abandoned				2		1		4		4		4				15

				Abandon % (>5%)(Less Short Aban)				19.77%		7.28%		20.27%		13.49%		18.73%				15.91%

				Avg Time to Abandon				0:18:11		0:09:21		0:15:56		0:13:35		0:11:59				0:13:48

				Average Wait Time (>5 min)				0:22:18		0:08:06		0:13:37		0:15:59		0:25:03				0:17:00

				Max Wait Time				1:16:33		0:22:35		0:49:38		0:49:14		1:04:04				1:16:33

				Service Level (<95% calls under 5 min)				23.70%		26.28%		13.49%		25.34%		13.80%				20.52%

				Talk Time (Avg)				0:09:14		0:09:59		0:08:49		0:09:39		0:09:51				0:09:30

				Call Handle Time (Avg)				0:16:52		0:18:02		0:16:46		0:18:00		0:17:29				0:17:25

				Percent. calls transferred by vendor				1.34%		2.62%		3.48%		5.02%		4.32%				3.36%

				Max Agents				15.65		13.53		10.20		12.31		12.31				16

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Jul		26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		2		0		0		1				4

				Connected				151		68		83		96		116				514

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				12		8		10		12		7				49

				No Response				23		1		12		16		34				86

				Total Requests				187		79		105		124		158				653

				% Connected				81%		86%		79%		77%		73%				79.34%

																						 



























































































































































































7.18.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week

				Calls Received				802		625		609		565		531				3132

				Calls Handled				544		501		505		463		410				2423

				Calls Abandoned				117		44		40		31		51				283

				Abandon % (>5%)(Less Short Aban)				14.59%		7.09%		6.50%		5.56%		9.54%				8.66%

				Avg Time to Abandon				0:16:17		0:08:47		0:09:37		0:11:06		0:11:20				0:11:25

				Average Wait Time (>5 min)				0:17:51		0:06:12		0:08:06		0:05:24		0:10:15				0:09:33

				Max Wait Time				1:30:46		0:30:40		0:37:49		0:39:01		0:34:52				1:30:46

				Service Level (<95% calls under 5 min)				73.99%		74.99%		77.06%		77.98%		77.27%				76.26%

				Talk Time (Avg)				0:09:49		0:10:05		0:08:46		0:09:21		0:09:56				0:09:35

				Call Handle Time (Avg)				0:17:18		0:17:12		0:15:28		0:15:54		0:16:56				0:16:33

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.44%		85.78%		81.96%		85.65%		82.15%				83.60%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				14		8		19		7		15				63

		 		Short Abandon (under 60 seconds)				2		2		0		1		4				9

				% of calls answered in under 10 minutes				44.09%		68.87%		59.22%		77.59%		51.66%				60.29%

				Occupancy				na		na		na		na		na				na

				Max Agents				30		24		21		20		20				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week

				Calls Received				105		114		94		106		74				493

				Calls Handled				102		108		93		104		71				478

				Calls Abandoned				2		6		1		2		3				14

				Abandon % (>5%)(Less Short Aban)				1.90%		5.26%		1.06%		1.89%		4.05%				2.83%

				Avg Time to Abandon				0:01:46		0:05:41		0:00:32		0:02:03		0:02:52				0:02:34

				Average Wait Time (>5 min)				0:00:48		0:02:13		0:00:22		0:00:20		0:01:14				0:00:59

				Max Wait Time				0:08:23		0:09:46		0:06:15		0:05:24		0:09:40				0:09:46

				Service Level (<95% calls under 5 min)				75.24%		50.88%		89.36%		84.91%		68.92%				73.86%

				Talk Time (Avg)				0:08:25		0:07:39		0:07:51		0:06:02		0:09:59				0:07:59

				Call Handle Time (Avg)				0:11:48		0:12:03		0:12:22		0:10:02		0:13:00				0:11:51

				Max Agents				2.67		2.89		2.56		2.32		2.05				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week

				Calls Received				153		117		159		155		127				711

				Calls Handled				149		116		143		150		124				682

				Calls Abandoned				4		1		15		5		3				28

				Abandon % (>5%)(Less Short Aban)				2.61%		0.85%		9.43%		3.23%		2.36%				3.70%

				Avg Time to Abandon				0:01:09		0:02:45		0:02:53		0:02:37		0:02:13				0:02:19

		 		Average Wait Time (>5 min)				0:00:48		0:01:27		0:01:28		0:01:21		0:01:19				0:01:16

				Max Wait Time				0:09:14		0:11:33		0:14:56		0:10:46		0:11:44				0:14:56

				Service Level (<95% calls under 5 min)				68.63%		64.96%		62.26%		59.35%		61.42%				63.32%

				Talk Time (Avg)				0:03:59		0:04:53		0:04:27		0:04:20		0:05:01				0:04:32

				Call Handle Time (Avg)				0:05:56		0:07:21		0:06:49		0:06:25		0:07:10				0:06:44

				Max Agents				1.97		1.90		2.17		2.14		1.98				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week

				Calls Received				14		8		19		7		15				63

				Calls Handled				10		7		17		6		13				53

				Calls Abandoned				3		1		2		1		2				7

				Abandon % (>5%)(Less Short Aban)				27.91%		10.83%		9.12%		8.59%		14.34%				14.16%

				Avg Time to Abandon				0:17:45		0:08:24		0:11:00		0:14:07		0:13:22				0:12:55

				Average Wait Time (>5 min)				0:26:00		0:08:46		0:10:16		0:07:34		0:13:53				0:13:17

				Max Wait Time				1:30:46		0:30:40		0:37:49		0:39:01		0:34:52				1:30:46

				Service Level (<95% calls under 5 min)				23.99%		54.05%		37.68%		38.46%		23.68%				35.57%

				Talk Time (Avg)				0:09:20		0:09:35		0:08:37		0:08:58		0:10:39				0:09:25

				Call Handle Time (Avg)				0:17:19		0:16:57		0:16:09		0:16:25		0:18:20				0:17:02

				Percent. calls transferred by vendor				1.75%		1.28%		3.12%		1.24%		2.82%				2.04%

				Max Agents				15.30		11.52		9.93		9.08		10.46				15

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Jul		19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		Week

				Busy		 		0		0		0		0		1				1

				Caller canceled				1		0		0		0		1				2

				Connected				139		69		76		43		78				405

				Error				3		0		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				10		1		0		7		5				23

				No Response				43		12		10		8		13				86

				Total Requests				196		82		86		58		98				520

				% Connected				71%		84%		88%		74%		80%				79.43%

																						 



























































































































































































7.11.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week

				Calls Received				981		952		796		966		1092				4787

				Calls Handled				726		645		571		633		653				3230

				Calls Abandoned				135		166		120		190		274				885

				Abandon % (>5%)(Less Short Aban)				13.75%		17.43%		15.05%		19.67%		25.10%				18.20%

				Avg Time to Abandon				0:15:41		0:17:10		0:15:51		0:23:52		0:18:27				0:18:12

				Average Wait Time (>5 min)				0:11:45		0:17:14		0:14:46		0:19:18		0:28:40				0:18:20

				Max Wait Time				1:13:04		0:59:47		0:57:53		1:40:40		1:24:07				1:40:40

				Service Level (<95% calls under 5 min)				67.36%		71.49%		71.90%		68.13%		65.47%				68.87%

				Talk Time (Avg)				0:10:15		0:10:30		0:11:05		0:10:42		0:11:45				0:10:51

				Call Handle Time (Avg)				0:17:02		0:17:29		0:18:14		0:17:38		0:19:01				0:17:52

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.73%		83.04%		85.10%		85.21%		84.86%				85.19%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				17		23		18		23		7				88

		 		Short Abandon (under 60 seconds)				4		4		3		2		4				17

				% of calls answered in under 10 minutes				56.76%		42.45%		45.67%		45.63%		5.81%				39.27%

				Occupancy				na		na		na		na		na				na

				Max Agents				37		37		32		38		46				46



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week

				Calls Received				164		154		191		185		179				873

				Calls Handled				157		142		176		171		167				813

				Calls Abandoned				6		12		15		14		12				59

				Abandon % (>5%)(Less Short Aban)				3.66%		7.79%		7.85%		7.57%		6.70%				6.71%

				Avg Time to Abandon				0:01:51		0:02:36		0:04:08		0:03:38		0:04:21				0:03:18

				Average Wait Time (>5 min)				0:00:51		0:02:45		0:02:22		0:02:28		0:03:08				0:02:18

				Max Wait Time				0:09:19		0:09:38		0:13:36		0:21:02		0:28:26				0:28:26

				Service Level (<95% calls under 5 min)				70.73%		40.26%		49.21%		51.89%		45.25%				51.47%

				Talk Time (Avg)				0:07:02		0:07:36		0:07:14		0:09:35		0:09:07				0:08:06

				Call Handle Time (Avg)				0:10:53		0:10:57		0:11:39		0:12:23		0:12:33				0:11:41

				Max Agents				3.80		3.45		4.56		4.71		5.33				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week

				Calls Received				199		171		181		142		139				832

				Calls Handled				184		147		166		140		130				767

				Calls Abandoned				15		24		13		2		8				62

				Abandon % (>5%)(Less Short Aban)				7.54%		14.04%		7.18%		1.41%		5.76%				7.19%

				Avg Time to Abandon				0:04:46		0:06:24		0:01:58		0:05:18		0:06:07				0:04:54

		 		Average Wait Time (>5 min)				0:02:26		0:04:52		0:01:49		0:00:59		0:01:39				0:02:21

				Max Wait Time				0:21:56		0:25:36		0:13:22		0:13:20		0:15:09				0:25:36

				Service Level (<95% calls under 5 min)				57.79%		26.90%		51.93%		76.06%		64.75%				55.49%

				Talk Time (Avg)				0:04:18		0:05:05		0:04:20		0:04:40		0:04:50				0:04:38

				Call Handle Time (Avg)				0:06:23		0:07:10		0:06:19		0:06:52		0:07:10				0:06:46

				Max Agents				2.61		2.34		2.33		2.14		2.07				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week

				Calls Received				17		23		18		23		7				88

				Calls Handled				12		15		13		13		5				56

				Calls Abandoned				3		5		3		5		1				18

				Abandon % (>5%)(Less Short Aban)				27.53%		33.64%		27.42%		41.71%		32.60%				32.58%

				Avg Time to Abandon				0:19:01		0:19:23		0:18:20		0:29:57		0:23:49				0:22:06

				Average Wait Time (>5 min)				0:20:29		0:28:40		0:22:47		0:40:48		0:31:15				0:28:47

				Max Wait Time				1:13:04		0:59:47		0:57:53		1:40:40		1:24:07				1:40:40

				Service Level (<95% calls under 5 min)				16.47%		15.85%		17.21%		16.47%		1.28%				13.46%

				Talk Time (Avg)				0:11:41		0:11:07		0:11:07		0:11:23		0:12:04				0:11:28

				Call Handle Time (Avg)				0:18:59		0:19:13		0:18:57		0:19:33		0:19:21				0:19:12

				Percent. calls transferred by vendor				1.73%		2.42%		2.26%		2.38%		0.64%				1.89%

				Max Agents				17.20		17.79		14.43		17.32		17.23				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Jul		12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		Week

				Busy		 		1		1		0		0		1				3

				Caller canceled				0		0		0		1		2				3

				Connected				122		160		141		152		129				704

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				6		13		24		29		17				89

				No Response				25		32		26		39		26				148

				Total Requests				154		206		191		221		175				947

				% Connected				79%		78%		74%		69%		74%				74.64%

																						 



























































































































































































7.4.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week

				Calls Received						974		764		689		684				3111

				Calls Handled						649		579		500		477				2206

				Calls Abandoned						171		84		92		101				448

				Abandon % (>5%)(Less Short Aban)						17.60%		10.94%		13.37%		14.77%				14.17%

				Avg Time to Abandon						0:16:26		0:14:03		0:10:21		0:18:55				0:14:56

				Average Wait Time (>5 min)						0:18:45		0:10:35		0:15:37		0:18:12				0:15:47

				Max Wait Time						1:16:45		0:54:59		0:44:53		1:16:55				1:16:55

				Service Level (<95% calls under 5 min)						64.38%		70.16%		73.86%		74.17%				70.64%

				Talk Time (Avg)						0:10:06		0:09:57		0:10:16		0:10:07				0:10:06

				Call Handle Time (Avg)						0:17:26		0:16:42		0:17:37		0:17:07				0:17:13

				Transfer Out						na		na		na		na				na

				First Call Resolution %						85.40%		81.75%		80.89%		81.85%				82.47%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						3		23		2		17				45

		 		Short Abandon (under 60 seconds)						4		5		5		5				19

				% of calls answered in under 10 minutes						28.66%		67.20%		28.17%		41.29%				41.33%

				Occupancy						na		na		na		na				na

				Max Agents						38		28		27		26				38



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week

				Calls Received						133		115		120		115				483

				Calls Handled						123		109		116		112				460

				Calls Abandoned						9		6		4		3				22

				Abandon % (>5%)(Less Short Aban)						6.77%		5.22%		3.33%		2.61%				4.48%

				Avg Time to Abandon						0:01:40		0:02:43		0:00:49		0:02:35				0:01:56

				Average Wait Time (>5 min)						0:01:38		0:01:13		0:00:45		0:01:25				0:01:15

				Max Wait Time						0:10:34		0:09:44		0:09:28		0:11:10				0:11:10

				Service Level (<95% calls under 5 min)						54.89%		66.96%		79.17%		64.35%				66.34%

				Talk Time (Avg)						0:06:52		0:08:10		0:07:39		0:07:39				0:07:35

				Call Handle Time (Avg)						0:10:35		0:11:51		0:11:15		0:10:25				0:11:01

				Max Agents						3.05		2.87		2.90		2.59				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week

				Calls Received						145		188		141		142				616

				Calls Handled						138		157		134		127				556

				Calls Abandoned						7		31		6		15				59

				Abandon % (>5%)(Less Short Aban)						4.83%		16.49%		4.26%		10.56%				9.04%

				Avg Time to Abandon						0:05:05		0:07:33		0:02:18		0:03:39				0:04:38

		 		Average Wait Time (>5 min)						0:02:48		0:04:38		0:00:25		0:02:35				0:02:36

				Max Wait Time						0:16:31		0:26:05		0:06:15		0:17:40				0:26:05

				Service Level (<95% calls under 5 min)						50.34%		38.30%		81.56%		46.48%				54.17%

				Talk Time (Avg)						0:04:39		0:04:25		0:04:07		0:04:49				0:04:30

				Call Handle Time (Avg)						0:06:46		0:06:15		0:06:14		0:06:51				0:06:31

				Max Agents						2.08		2.18		1.86		1.93				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week

				Calls Received						3		23		2		17				45

				Calls Handled						2		17		2		11				31

				Calls Abandoned						1		4		0		4				8

				Abandon % (>5%)(Less Short Aban)						31.36%		22.54%		20.92%		32.78%				26.90%

				Avg Time to Abandon						0:20:51		0:17:06		0:11:38		0:21:16				0:17:42

				Average Wait Time (>5 min)						0:30:48		0:17:18		0:23:06		0:31:12				0:25:36

				Max Wait Time						1:16:45		0:54:59		0:44:53		1:16:55				1:16:55

				Service Level (<95% calls under 5 min)						7.96%		18.38%		9.28%		22.38%				14.50%

				Talk Time (Avg)						0:09:32		0:10:00		0:09:45		0:10:45				0:10:00

				Call Handle Time (Avg)						0:17:19		0:17:17		0:17:16		0:18:13				0:17:31

				Percent. calls transferred by vendor						0.31%		3.01%		0.29%		2.49%				1.52%

				Max Agents						16.80		12.74		11.66		13.87				17

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Jul		5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		Week

				Busy		 				3		0		0		1				4

				Caller canceled						0		0		1		1				2

				Connected						151		104		115		136				506

				Error						31		4		4		0				39

				Invalid Number						1		1		0		0				2

				No Answer						10		11		26		18				65

				No Response						30		26		18		33				107

				Total Requests						226		146		164		189				725

				% Connected						67%		71%		70%		72%				70.03%

																						 



























































































































































































6.27.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week

				Calls Received				868		846		804		618		585				3721

				Calls Handled				632		623		621		519		510				2904

				Calls Abandoned				109		98		90		24		na				321

				Abandon % (>5%)(Less Short Aban)				12.53%		11.54%		11.18%		3.95%		4.00%				8.64%

				Avg Time to Abandon				0:14:36		0:15:23		0:12:41		0:09:03		0:08:28				0:12:02

				Average Wait Time (>5 min)				0:13:51		0:11:41		0:08:40		0:04:15		0:04:29				0:08:35

				Max Wait Time				1:05:22		0:54:32		0:53:03		0:33:09		0:30:32				1:05:22

				Service Level (<95% calls under 5 min)				70.56%		70.76%		71.57%		72.44%		68.61%				70.79%

				Talk Time (Avg)				0:09:43		0:08:53		0:09:31		0:08:46		0:09:20				0:09:14

				Call Handle Time (Avg)				0:16:45		0:15:56		0:16:27		0:15:19		0:16:22				0:16:09

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				89.31%		89.67%		87.87%		84.76%		81.35%				86.59%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				21		22		25		11		19				98

		 		Short Abandon (under 60 seconds)				3		0		0		3		1				7

				% of calls answered in under 10 minutes				44.31%		52.49%		68.33%		77.26%		83.27%				65.13%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		30		29		21		21				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week

				Calls Received				161		182		172		106		60				681

				Calls Handled				157		177		152		104		59				649

				Calls Abandoned				4		5		19		2		na				30

				Abandon % (>5%)(Less Short Aban)				2.48%		2.75%		11.05%		1.89%		1.67%				3.97%

				Avg Time to Abandon				0:03:17		0:01:28		0:03:13		0:01:43		0:00:37				0:02:03

				Average Wait Time (>5 min)				0:01:55		0:00:58		0:04:02		0:00:41		0:00:19				0:01:35

				Max Wait Time				0:14:19		0:06:24		0:15:02		0:09:49		0:04:50				0:15:02

				Service Level (<95% calls under 5 min)				51.55%		68.68%		27.33%		84.91%		90.00%				64.49%

				Talk Time (Avg)				0:06:33		0:08:08		0:07:33		0:08:02		0:06:04				0:07:16

				Call Handle Time (Avg)				0:10:01		0:11:24		0:11:29		0:10:52		0:09:54				0:10:44

				Max Agents				3.50		4.48		3.88		2.51		na				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week

				Calls Received				155		155		162		164		99				735

				Calls Handled				149		140		146		151		95				681

				Calls Abandoned				6		15		16		13		na				50

				Abandon % (>5%)(Less Short Aban)				3.87%		9.68%		9.88%		7.93%		4.04%				7.08%

				Avg Time to Abandon				0:01:04		0:03:52		0:03:14		0:01:57		0:02:49				0:02:35

		 		Average Wait Time (>5 min)				0:00:49		0:02:03		0:02:11		0:01:28		0:00:46				0:01:27

				Max Wait Time				0:08:57		0:21:42		0:11:00		0:09:21		0:05:47				0:21:42

				Service Level (<95% calls under 5 min)				73.55%		48.39%		50.00%		57.93%		71.72%				60.32%

				Talk Time (Avg)				0:04:11		0:05:15		0:05:08		0:04:24		0:04:34				0:04:42

				Call Handle Time (Avg)				0:06:33		0:07:26		0:07:26		0:06:33		0:06:34				0:06:54

				Max Agents				2.17		2.31		2.41		2.20		na				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week

				Calls Received				21		22		25		11		19				98

				Calls Handled				15		16		20		10		18				80

				Calls Abandoned				4		4		4		1						12

				Abandon % (>5%)(Less Short Aban)				25.81%		24.62%		17.15%		8.39%		6.67%				16.53%

				Avg Time to Abandon				0:17:13		0:17:41		0:18:07		0:09:47		0:07:27				0:14:03

				Average Wait Time (>5 min)				0:23:18		0:20:01		0:12:15		0:06:07		0:07:18				0:13:47

				Max Wait Time				1:05:22		0:54:32		0:53:03		0:33:09		0:30:32				1:05:22

				Service Level (<95% calls under 5 min)				26.67%		28.75%		16.11%		55.06%						31.65%

				Talk Time (Avg)				0:09:10		0:08:23		0:08:54		0:08:12		0:09:55				0:08:54

				Call Handle Time (Avg)				0:16:21		0:16:13		0:16:13		0:14:36		0:17:19				0:16:08

				Percent. calls transferred by CSS				2.42%		2.60%		3.11%		1.78%		na				2.48%

				Max Agents				13.87		13.25		11.49		9.30		10.00				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jun		28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		0		0		1		0				3

				Connected				150		122		78		44		59				453

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				10		15		11		4		4				44

				No Response				37		27		9		12		6				91

				Total Requests				199		164		98		61		69				591

				% Connected				75%		74%		80%		72%		86%				77.40%

																						 



























































































































































































6.20.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week

				Calls Received				851		681		529		591		588				3240

				Calls Handled				640		551		475		477		488				2630

				Calls Abandoned				103		54		17		41		35				249

				Abandon % (>5%)(Less Short Aban)				12.15%		7.86%		3.18%		6.93%		5.90%				7.20%

				Avg Time to Abandon				0:12:44		0:11:04		0:07:57		0:09:03		0:10:47				0:10:19

				Average Wait Time (>5 min)				0:11:45		0:07:30		0:02:57		0:08:03		0:06:30				0:07:21

				Max Wait Time				0:58:35		0:37:06		0:33:13		0:44:45		0:41:38				0:58:35

				Service Level (<95% calls under 5 min)				69.51%		71.64%		76.76%		76.28%		73.96%				73.63%

				Talk Time (Avg)				0:09:38		0:09:25		0:09:34		0:08:41		0:09:46				0:09:24

				Call Handle Time (Avg)				0:16:39		0:16:11		0:16:02		0:15:56		0:16:50				0:16:19

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.29%		87.58%		90.67%		86.23%		88.69%				87.09%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				18		21		14		22		5				80

		 		Short Abandon (under 60 seconds)				2		4		2		4		1				13

				% of calls answered in under 10 minutes				55.95%		66.06%		87.63%		67.06%		77.32%				70.80%

				Occupancy				na		na		na		na		na				na

				Max Agents				31		24		19		21		22				31



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week

				Calls Received				127		119		109		143		109				607

				Calls Handled				124		116		108		140		102				590

				Calls Abandoned				3		2		1		3		6				15

				Abandon % (>5%)(Less Short Aban)				2.36%		1.68%		0.92%		2.10%		5.50%				2.51%

				Avg Time to Abandon				0:01:48		0:01:37		0:00:46		0:01:54		0:02:45				0:01:46

				Average Wait Time (>5 min)				0:01:03		0:00:56		0:00:45		0:00:52		0:02:04				0:01:08

				Max Wait Time				0:08:40		0:09:25		0:09:32		0:09:10		0:10:21				0:10:21

				Service Level (<95% calls under 5 min)				66.93%		73.95%		83.49%		69.93%		44.44%				67.75%

				Talk Time (Avg)				0:06:14		0:07:23		0:06:19		0:06:58		0:08:55				0:07:09

				Call Handle Time (Avg)				0:09:59		0:11:10		0:09:49		0:10:07		0:12:07				0:10:38

				Max Agents				2.75		2.88		2.36		3.15		2.77				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week

				Calls Received				156		160		151		138		116				721

				Calls Handled				146		154		144		136		112				692

				Calls Abandoned				10		6		7		2		4				29

				Abandon % (>5%)(Less Short Aban)				6.41%		3.75%		4.64%		1.45%		3.45%				3.94%

				Avg Time to Abandon				0:03:51		0:02:06		0:05:36		0:01:25		0:02:12				0:03:02

		 		Average Wait Time (>5 min)				0:02:27		0:01:02		0:01:34		0:00:15		0:01:59				0:01:27

				Max Wait Time				0:17:37		0:06:52		0:18:23		0:03:18		0:10:38				0:18:23

				Service Level (<95% calls under 5 min)				57.69%		64.38%		60.93%		86.23%		60.34%				65.91%

				Talk Time (Avg)				0:04:51		0:04:22		0:04:09		0:04:03		0:04:45				0:04:26

				Call Handle Time (Avg)				0:07:08		0:06:32		0:06:29		0:06:20		0:07:06				0:06:43

				Max Agents				2.31		2.24		2.08		1.91		1.77				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week

				Calls Received				18		21		14		22		5				80

				Calls Handled				14		18		13		19		4				69

				Calls Abandoned				3		2		1		2		0				9

				Abandon % (>5%)(Less Short Aban)				20.67%		13.33%		4.82%		12.32%		10.15%				12.26%

				Avg Time to Abandon				0:15:20		0:13:03		0:09:38		0:09:14		0:12:06				0:11:52

				Average Wait Time (>5 min)				0:18:11		0:11:21		0:03:45		0:13:02		0:10:12				0:11:18

				Max Wait Time				0:58:35		0:37:06		0:33:13		0:44:45		0:41:38				0:58:35

				Service Level (<95% calls under 5 min)				21.93%		40.54%		51.89%		42.03%		41.94%				39.67%

				Talk Time (Avg)				0:09:33		0:10:16		0:09:03		0:08:43		0:09:44				0:09:27

				Call Handle Time (Avg)				0:16:46		0:18:20		0:16:12		0:17:00		0:17:07				0:17:05

				Percent. calls transferred by vendor				2.12%		3.08%		2.65%		3.72%		0.85%				2.48%

				Max Agents				13.74		11.97		8.45		9.89		9.92				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jun		21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		1				2

				Connected				116		84		29		91		43				363

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				12		4		1		20		3				40

				No Response				9		11		5		14		12				51

				Total Requests				137		99		37		125		59				457

				% Connected				85%		85%		78%		73%		73%				78.72%

																						 



























































































































































































6.13.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week

				Calls Received				740		677		637		589		502				3145

				Calls Handled				560		550		526		501		427				2563

				Calls Abandoned				92		48		28		24		25				217

				Abandon % (>5%)(Less Short Aban)				12.44%		7.12%		4.37%		4.14%		4.98%				6.61%

				Avg Time to Abandon				0:13:10		0:15:44		0:10:02		0:09:37		0:09:30				0:11:36

				Average Wait Time (>5 min)				0:12:50		0:07:47		0:04:34		0:03:28		0:04:18				0:06:35

				Max Wait Time				0:56:04		0:53:35		0:42:02		0:27:17		0:29:04				0:56:04

				Service Level (<95% calls under 5 min)				71.48%		73.18%		72.12%		72.49%		73.67%				72.59%

				Talk Time (Avg)				0:09:29		0:09:28		0:08:36		0:09:35		0:09:12				0:09:16

				Call Handle Time (Avg)				0:16:42		0:16:29		0:15:51		0:16:37		0:16:16				0:16:23

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.90%		84.64%		87.39%		87.59%		85.52%				85.81%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				21		16		26		16		17				96

		 		Short Abandon (under 60 seconds)				5		1		4		1		1				12

				% of calls answered in under 10 minutes				51.45%		64.94%		85.96%		86.30%		78.95%				73.52%

				Occupancy				na		na		na		na		na				na

				Max Agents				27		25		22		22		18				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week

				Calls Received				96		133		104		85		81				499

				Calls Handled				94		130		103		85		75				487

				Calls Abandoned				2		3		1		0		4				10

				Abandon % (>5%)(Less Short Aban)				2.08%		2.26%		0.96%		0.00%		4.94%				2.05%

				Avg Time to Abandon				0:02:37		0:05:07		0:05:48		0:00:00		0:01:58				0:03:06

				Average Wait Time (>5 min)				0:00:22		0:01:16		0:01:01		0:00:19		0:00:48				0:00:45

				Max Wait Time				0:08:51		0:10:00		0:10:35		0:05:26		0:08:23				0:10:35

				Service Level (<95% calls under 5 min)				86.46%		64.66%		73.08%		89.41%		81.25%				78.97%

				Talk Time (Avg)				0:06:57		0:06:29		0:08:15		0:05:53		0:06:05				0:06:43

				Call Handle Time (Avg)				0:11:00		0:10:49		0:12:03		0:09:36		0:09:43				0:10:38

				Max Agents				2.30		3.13		2.82		1.81		1.64				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week

				Calls Received				184		132		154		160		149				779

				Calls Handled				178		128		149		153		146				754

				Calls Abandoned				6		4		5		7		2				24

				Abandon % (>5%)(Less Short Aban)				3.26%		3.03%		3.25%		4.38%		1.34%				3.05%

				Avg Time to Abandon				0:04:23		0:01:45		0:01:19		0:02:05		0:01:39				0:02:14

		 		Average Wait Time (>5 min)				0:01:13		0:01:41		0:00:47		0:01:07		0:00:35				0:01:04

				Max Wait Time				0:08:43		0:16:22		0:06:54		0:09:04		0:06:35				0:16:22

				Service Level (<95% calls under 5 min)				64.13%		66.67%		70.13%		62.50%		75.84%				67.85%

				Talk Time (Avg)				0:04:16		0:04:23		0:04:18		0:04:18		0:03:58				0:04:14

				Call Handle Time (Avg)				0:06:30		0:06:34		0:06:22		0:06:16		0:06:01				0:06:20

				Max Agents				2.57		1.87		2.11		2.13		1.96				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week

				Calls Received				21		16		26		16		17				96

				Calls Handled				15		13		23		14		15				81

				Calls Abandoned				4		2		2		1		2				11

				Abandon % (>5%)(Less Short Aban)				25.98%		15.61%		9.40%		9.03%		10.63%				14.13%

				Avg Time to Abandon				0:15:33		0:17:48		0:10:57		0:11:06		0:10:45				0:13:13

				Average Wait Time (>5 min)				0:22:17		0:12:33		0:07:08		0:05:45		0:06:37				0:10:52

				Max Wait Time				0:56:04		0:53:35		0:42:02		0:27:17		0:29:04				0:56:04

				Service Level (<95% calls under 5 min)				31.73%		48.60%		50.36%		67.52%		56.00%				50.84%

				Talk Time (Avg)				0:10:05		0:10:11		0:08:48		0:09:40		0:09:18				0:09:36

				Call Handle Time (Avg)				0:17:46		0:18:20		0:16:42		0:17:08		0:17:06				0:17:24

				Percent. calls transferred by vendor				2.84%		2.36%		4.08%		2.72%		3.39%				3.08%

				Max Agents				13.29		12.13		10.86		9.93		9.00				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jun		14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		1		0		0		0				3

				Connected				135		77		62		42		39				355

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				11		10		19		5		5				50

				No Response				13		12		7		6		14				52

				Total Requests				161		100		88		53		58				460

				% Connected				84%		77%		70%		79%		67%				75.56%

																						 



























































































































































































6.6.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week

				Calls Received				678		587		539		461		469				2734

				Calls Handled				562		505		460		417		415				2359

				Calls Abandoned				47		30		24		5		20				126

				Abandon % (>5%)(Less Short Aban)				7.00%		5.05%		4.44%		1.10%		4.28%				4.37%

				Avg Time to Abandon				0:09:52		0:09:52		0:08:05		0:07:40		0:08:14				0:08:44

				Average Wait Time (>5 min)				0:06:55		0:05:27		0:03:10		0:01:11		0:04:46				0:04:17

				Max Wait Time				0:34:59		0:33:22		0:23:02		0:19:52		0:23:10				0:34:59

				Service Level (<95% calls under 5 min)				72.76%		73.31%		75.88%		75.49%		75.90%				74.67%

				Talk Time (Avg)				0:09:17		0:09:40		0:09:12		0:09:36		0:10:25				0:09:38

				Call Handle Time (Avg)				0:16:10		0:17:03		0:15:39		0:16:41		0:17:17				0:16:34

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.03%		86.17%		85.20%		87.68%		87.48%				86.71%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				14		21		6		7		5				53

		 		Short Abandon (under 60 seconds)				7		0		3		1		0				11

				% of calls answered in under 10 minutes				65.35%		74.45%		85.74%		92.29%		72.71%				78.11%

				Occupancy				na		na		na		na		na				na

				Max Agents				24		22		19		17		18				24



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week

				Calls Received				116		115		89		123		77				520

				Calls Handled				114		111		87		121		76				509

				Calls Abandoned				2		4		2		2		1				11

				Abandon % (>5%)(Less Short Aban)				1.72%		3.48%		2.25%		1.63%		1.30%				2.08%

				Avg Time to Abandon				0:01:01		0:02:24		0:01:49		0:02:17		0:01:32				0:01:48

				Average Wait Time (>5 min)				0:01:09		0:00:51		0:00:47		0:00:20		0:00:06				0:00:38

				Max Wait Time				0:09:42		0:08:19		0:06:47		0:06:25		0:02:40				0:09:42

				Service Level (<95% calls under 5 min)				70.69%		74.78%		71.91%		86.99%		94.81%				79.84%

				Talk Time (Avg)				0:06:44		0:08:41		0:07:30		0:07:08		0:07:03				0:07:25

				Call Handle Time (Avg)				0:11:22		0:12:27		0:11:39		0:10:27		0:11:36				0:11:30

				Max Agents				2.88		3.07		2.25		2.81		1.96				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week

				Calls Received				166		152		167		123		116				724

				Calls Handled				161		140		160		116		116				693

				Calls Abandoned				5		12		7		6		0				30

				Abandon % (>5%)(Less Short Aban)				3.01%		7.89%		4.19%		4.88%		0.00%				3.99%

				Avg Time to Abandon				0:02:00		0:05:48		0:02:01		0:01:27		0:00:00				0:02:15

		 		Average Wait Time (>5 min)				0:00:26		0:03:50		0:01:41		0:02:26		0:00:35				0:01:47

				Max Wait Time				0:07:10		0:27:33		0:15:43		0:13:28		0:09:27				0:27:33

				Service Level (<95% calls under 5 min)				82.53%		44.74%		59.88%		57.38%		82.76%				65.46%

				Talk Time (Avg)				0:03:42		0:04:21		0:05:05		0:04:38		0:03:54				0:04:20

				Call Handle Time (Avg)				0:05:41		0:06:30		0:07:09		0:07:01		0:05:46				0:06:25

				Max Agents				2.03		2.02		2.54		1.83		1.49				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week

				Calls Received				14		21		6		7		5				53

				Calls Handled				12		19		5		7		5				48

				Calls Abandoned				1		2		0		0		0				4

				Abandon % (>5%)(Less Short Aban)				10.31%		9.29%		8.02%		2.44%		6.91%				7.39%

				Avg Time to Abandon				0:12:26		0:11:41		0:08:45		0:06:36		0:07:46				0:09:26

				Average Wait Time (>5 min)				0:11:00		0:09:55		0:04:34		0:01:30		0:07:46				0:06:57

				Max Wait Time				0:34:59		0:33:22		0:23:02		0:19:52		0:23:10				0:34:59

				Service Level (<95% calls under 5 min)				45.68%		59.73%		59.24%		73.57%		54.94%				58.63%

				Talk Time (Avg)				0:09:28		0:10:22		0:10:01		0:09:56		0:11:45				0:10:18

				Call Handle Time (Avg)				0:16:52		0:18:33		0:17:12		0:16:40		0:19:11				0:17:41

				Percent. calls transferred by vendor				2.06%		3.58%		1.11%		1.52%		1.07%				1.87%

				Max Agents				11.46		10.21		9.78		7.33		9.03				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jun		7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		1		0		1				3

				Connected				105		73		43		9		32				262

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				8		5		3		0		3				19

				No Response				20		3		9		0		2				34

				Total Requests				133		82		56		9		38				318

				% Connected				79%		89%		77%		100%		84%				85.79%

																						 



























































































































































































5.30.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week

				Calls Received						830		644		577		586				2637

				Calls Handled						587		507		449		449				1991

				Calls Abandoned						111		53		50		61				275

				Abandon % (>5%)(Less Short Aban)						13.38%		8.30%		8.62%		10.38%				10.17%

				Avg Time to Abandon						0:18:52		0:13:40		0:11:25		0:10:34				0:13:37

				Average Wait Time (>5 min)						0:15:16		0:08:34		0:07:53		0:11:09				0:10:43

				Max Wait Time						1:24:20		1:02:33		0:45:54		0:49:38				1:24:20

				Service Level (<95% calls under 5 min)						70.45%		75.12%		74.43%		74.62%				73.66%

				Talk Time (Avg)						0:09:31		0:08:46		0:10:34		0:08:59				0:09:27

				Call Handle Time (Avg)						0:16:13		0:15:17		0:17:28		0:16:06				0:16:16

				Transfer Out						na		na		na		na				na

				First Call Resolution %						85.02%		87.66%		86.35%		85.00%				86.01%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)						14		26		9		21				70

		 		Short Abandon (under 60 seconds)						5		2		0		1				8

				% of calls answered in under 10 minutes						52.31%		71.04%		64.43%		58.38%				61.54%

				Occupancy						na		na		na		na				na

				Max Agents						30		22		22		21				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week

				Calls Received						103		125		115		81				424

				Calls Handled						103		121		113		80				417

				Calls Abandoned						0		4		2		0				6

				Abandon % (>5%)(Less Short Aban)						0.00%		3.20%		1.74%		0.00%				1.24%

				Avg Time to Abandon						0:00:00		0:03:04		0:04:22		0:00:00				0:01:51

				Average Wait Time (>5 min)						0:00:16		0:00:37		0:00:55		0:00:49				0:00:39

				Max Wait Time						0:03:26		0:11:47		0:08:31		0:08:52				0:11:47

				Service Level (<95% calls under 5 min)						87.38%		84.00%		72.17%		76.25%				79.95%

				Talk Time (Avg)						0:07:36		0:07:37		0:06:46		0:08:01				0:07:30

				Call Handle Time (Avg)						0:11:34		0:11:27		0:10:37		0:12:10				0:11:27

				Max Agents						2.65		3.08		2.67		2.19				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week

				Calls Received						149		160		162		125				596

				Calls Handled						146		155		148		124				573

				Calls Abandoned						2		5		14		1				22

				Abandon % (>5%)(Less Short Aban)						1.34%		3.12%		8.64%		0.80%				3.48%

				Avg Time to Abandon						0:04:39		0:03:03		0:03:51		0:02:41				0:03:33

		 		Average Wait Time (>5 min)						0:00:38		0:00:52		0:02:47		0:00:37				0:01:13

				Max Wait Time						0:05:55		0:10:33		0:16:22		0:05:52				0:16:22

				Service Level (<95% calls under 5 min)						77.85%		73.75%		48.15%		73.60%				68.34%

				Talk Time (Avg)						0:03:56		0:04:23		0:04:17		0:04:11				0:04:11

				Call Handle Time (Avg)						0:06:14		0:06:37		0:06:01		0:06:10				0:06:15

				Max Agents						2.02		2.28		1.98		1.70				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week

				Calls Received						14		26		9		21				70

				Calls Handled						9		21		7		16				54

				Calls Abandoned						3		3		1		3				11

				Abandon % (>5%)(Less Short Aban)						31.28%		16.13%		15.07%		19.44%				20.48%

				Avg Time to Abandon						0:21:35		0:16:01		0:12:58		0:11:14				0:15:27

				Average Wait Time (>5 min)						0:28:32		0:11:43		0:11:53		0:17:51				0:17:29

				Max Wait Time						1:24:20		1:02:33		0:45:54		0:49:38				1:24:20

				Service Level (<95% calls under 5 min)						20.17%		28.68%		39.92%		22.91%				27.92%

				Talk Time (Avg)						0:10:03		0:09:01		0:11:22		0:09:10				0:09:54

				Call Handle Time (Avg)						0:17:04		0:16:13		0:18:16		0:16:22				0:16:58

				Percent. calls transferred by vendor						1.69%		4.04%		1.56%		3.58%				2.72%

				Max Agents						14.86		11.34		10.67		9.70				15

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-May		31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		Week

				Busy		 				0		0		0		0				0

				Caller canceled						1		0		1		0				2

				Connected						154		78		66		93				391

				Error						0		0		0		0				0

				Invalid Number						0		1		0		0				1

				No Answer						15		6		7		10				38

				No Response						53		19		15		35				122

				Total Requests						223		104		89		138				554

				% Connected						69%		75%		74%		67%				71.40%

																						 



























































































































































































5.23.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week

				Calls Received				874		761		680		697		737				3749

				Calls Handled				639		619		552		518		543				2871

				Calls Abandoned				116		42		55		85		81				380

				Abandon % (>5%)(Less Short Aban)				13.31%		5.54%		8.08%		12.24%		10.98%				10.03%

				Avg Time to Abandon				0:13:41		0:09:02		0:12:51		0:11:46		0:14:22				0:12:20

				Average Wait Time (>5 min)				0:13:42		0:05:59		0:08:22		0:13:49		0:16:49				0:11:44

				Max Wait Time				1:11:06		0:39:59		0:42:35		0:45:29		0:51:37				1:11:06

				Service Level (<95% calls under 5 min)				75.09%		74.20%		74.54%		74.54%		67.93%				73.26%

				Talk Time (Avg)				0:09:48		0:09:11		0:09:27		0:10:16		0:09:57				0:09:43

				Call Handle Time (Avg)				0:16:32		0:15:43		0:16:05		0:17:08		0:16:51				0:16:27

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.10%		86.73%		91.78%		89.27%		86.60%				88.30%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				27		24		18		12		12				93

		 		Short Abandon (under 60 seconds)				5		5		5		4		2				21

				% of calls answered in under 10 minutes				53.18%		71.37%		67.53%		38.83%		44.21%				55.03%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		26		24		26		28				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week

				Calls Received				148		124		128		168		125				693

				Calls Handled				142		123		124		162		122				673

				Calls Abandoned				5		1		2		6		3				17

				Abandon % (>5%)(Less Short Aban)				3.38%		0.81%		1.56%		3.57%		2.40%				2.34%

				Avg Time to Abandon				0:02:25		0:00:44		0:02:20		0:03:39		0:03:13				0:02:28

				Average Wait Time (>5 min)				0:02:08		0:01:39		0:00:33		0:01:17		0:00:36				0:01:14

				Max Wait Time				0:11:40		0:10:17		0:07:01		0:13:05		0:08:09				0:13:05

				Service Level (<95% calls under 5 min)				52.70%		62.90%		80.31%		66.07%		77.60%				67.92%

				Talk Time (Avg)				0:07:30		0:06:51		0:08:00		0:07:05		0:07:00				0:07:17

				Call Handle Time (Avg)				0:11:25		0:10:32		0:11:34		0:11:18		0:10:17				0:11:01

				Max Agents				3.60		2.88		3.19		4.07		2.79				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week

				Calls Received				177		172		158		169		111				787

				Calls Handled				169		163		147		161		106				746

				Calls Abandoned				7		9		11		8		5				40

				Abandon % (>5%)(Less Short Aban)				3.95%		5.23%		6.96%		4.73%		4.50%				5.07%

				Avg Time to Abandon				0:03:35		0:03:01		0:02:48		0:02:22		0:03:39				0:03:05

		 		Average Wait Time (>5 min)				0:02:00		0:02:07		0:01:53		0:01:26		0:01:44				0:01:50

				Max Wait Time				0:12:13		0:16:00		0:10:23		0:09:12		0:12:51				0:16:00

				Service Level (<95% calls under 5 min)				51.41%		50.58%		65.19%		62.13%		53.15%				56.49%

				Talk Time (Avg)				0:04:35		0:04:22		0:04:52		0:04:13		0:05:20				0:04:40

				Call Handle Time (Avg)				0:06:50		0:06:37		0:07:27		0:06:45		0:08:07				0:07:09

				Max Agents				2.57		2.40		2.44		2.41		1.91				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week

				Calls Received				27		24		18		12		12				93

				Calls Handled				21		22		15		9		9				76

				Calls Abandoned				5		2		3		2		2				13

				Abandon % (>5%)(Less Short Aban)				21.79%		8.57%		17.85%		20.91%		20.64%				17.95%

				Avg Time to Abandon				0:16:35		0:09:10		0:14:43		0:13:23		0:16:14				0:14:01

				Average Wait Time (>5 min)				0:18:15		0:08:33		0:13:59		0:19:42		0:26:31				0:17:24

				Max Wait Time				1:11:06		0:39:59		0:42:35		0:45:29		0:51:37				1:11:06

				Service Level (<95% calls under 5 min)				19.27%		42.50%		39.13%		12.50%		24.84%				27.65%

				Talk Time (Avg)				0:10:01		0:08:51		0:08:58		0:10:00		0:09:59				0:09:33

				Call Handle Time (Avg)				0:17:18		0:16:13		0:16:43		0:17:38		0:16:52				0:16:56

				Percent. calls transferred by vendor				3.09%		3.15%		2.65%		1.72%		1.63%				2.45%

				Max Agents				16.59		13.00		11.40		12.45		13.52				17

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-May		24-May		25-May		26-May		27-May		28-May		29-May		Week

				Busy		 		0		1		0		0		0				1

				Caller canceled				1		1		0		0		3				5

				Connected				111		99		85		130		146				571

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		1		0				1

				No Answer				12		5		2		8		20				47

				No Response				22		18		16		14		38				108

				Total Requests				147		124		103		153		207				734

				% Connected				76%		80%		83%		85%		71%				78.67%

																						 



























































































































































































5.16.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week

				Calls Received				1056		861		818		818		667				4220

				Calls Handled				765		667		625		625		505				3186

				Calls Abandoned				142		88		87		87		73				477

				Abandon % (>5%)(Less Short Aban)				13.41%		10.18%		10.66%		10.66%		10.94%				11.17%

				Avg Time to Abandon				0:14:40		0:12:02		0:13:35		0:13:35		0:14:04				0:13:35

				Average Wait Time (>5 min)				0:15:33		0:12:09		0:13:42		0:13:42		0:12:28				0:13:30

				Max Wait Time				1:01:08		0:46:04		0:51:03		0:51:03		0:52:09				1:01:08

				Service Level (<95% calls under 5 min)				66.95%		70.58%		75.24%		75.24%		76.11%				72.82%

				Talk Time (Avg)				0:10:12		0:10:22		0:09:25		0:09:25		0:09:16				0:09:44

				Call Handle Time (Avg)				0:16:57		0:17:28		0:15:46		0:15:46		0:15:55				0:16:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				0.00%		82.95%		82.57%		82.57%		83.22%				66.26%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				17		23		34		34		23				131

		 		Short Abandon (under 60 seconds)				4		5		9		9		4				31

				% of calls answered in under 10 minutes				43.00%		48.46%		38.25%		38.25%		50.51%				43.70%

				Occupancy				na		na		na		na		na				na

				Max Agents				40		33		28		28		24				40



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week

				Calls Received				142		146		142		142		98				670

				Calls Handled				142		144		141		141		98				666

				Calls Abandoned				0		1		1		1		0				3

				Abandon % (>5%)(Less Short Aban)				0.00%		0.68%		0.70%		0.70%		0.00%				0.42%

				Avg Time to Abandon				0:00:00		0:01:04		0:00:48		0:00:48		0:00:00				0:00:32

				Average Wait Time (>5 min)				0:00:21		0:00:24		0:00:48		0:00:48		0:00:07				0:00:29

				Max Wait Time				0:05:19		0:07:21		0:11:37		0:11:37		0:03:36				0:11:37

				Service Level (<95% calls under 5 min)				85.92%		86.21%		80.99%		80.99%		94.90%				85.80%

				Talk Time (Avg)				0:08:19		0:06:33		0:08:10		0:08:10		0:08:01				0:07:50

				Call Handle Time (Avg)				0:11:56		0:10:05		0:10:39		0:10:39		0:11:07				0:10:53

				Max Agents				3.77		3.25		3.34		3.34		2.42				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week

				Calls Received				169		157		122		122		116				686

				Calls Handled				151		152		122		122		115				662

				Calls Abandoned				18		5		0		0		0				23

				Abandon % (>5%)(Less Short Aban)				10.65%		3.18%		0.00%		0.00%		0.00%				2.77%

				Avg Time to Abandon				0:07:03		0:01:30		0:00:00		0:00:00		0:00:00				0:01:42

		 		Average Wait Time (>5 min)				0:03:38		0:01:17		0:00:41		0:00:41		0:00:32				0:01:21

				Max Wait Time				0:26:50		0:07:51		0:06:56		0:06:56		0:11:16				0:26:50

				Service Level (<95% calls under 5 min)				58.58%		67.52%		75.41%		75.41%		80.17%				71.42%

				Talk Time (Avg)				0:05:04		0:04:47		0:03:41		0:03:41		0:04:21				0:04:18

				Call Handle Time (Avg)				0:07:48		0:06:57		0:06:07		0:06:07		0:06:53				0:06:46

				Max Agents				2.62		2.35		1.66		1.66		1.76				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week

				Calls Received				17		23		34		34		23				131

				Calls Handled				12		18		27		27		17				102

				Calls Abandoned				3		3		5		5		4				20

				Abandon % (>5%)(Less Short Aban)				27.21%		18.12%		17.37%		17.37%		23.92%				20.80%

				Avg Time to Abandon				0:16:21		0:14:17		0:16:05		0:16:05		0:15:36				0:15:40

				Average Wait Time (>5 min)				0:23:49		0:18:22		0:19:59		0:19:59		0:20:30				0:20:31

				Max Wait Time				1:01:08		0:46:04		0:51:03		0:51:03		0:52:09				1:01:08

				Service Level (<95% calls under 5 min)				22.97%		22.46%		28.12%		28.12%		30.80%				26.49%

				Talk Time (Avg)				0:10:49		0:11:09		0:09:49		0:09:49		0:09:57				0:10:18

				Call Handle Time (Avg)				0:18:18		0:19:05		0:16:42		0:16:42		0:17:01				0:17:33

				Percent. calls transferred by vendor				1.61%		2.67%		4.16%		4.16%		3.45%				3.21%

				Max Agents				21.86		17.97		15.39		15.39		12.24				22

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-May		17-May		18-May		19-May		20-May		21-May		22-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		1		0		0		0				2

				Connected				204		163		169		169		118				823

				Error				0		0		0		0		3				3

				Invalid Number				0		0		0		0		0				0

				No Answer				21		17		19		19		13				89

				No Response				51		15		39		39		17				161

				Total Requests				277		196		227		227		151				1078

				% Connected				74%		83%		74%		74%		78%				76.77%

																						 



























































































































































































5.9.2021

		669						 				 		 		 

		531.6223564955		Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

		63.2205				9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week

		0.0945		Calls Received				1411		983		805		669		711				4579

		0.0078935185		Calls Handled				973		757		690		532		553				3505

		0.0065046296		Calls Abandoned				222		111		43		63		78				517

		0.0342476852		Abandon % (>5%)(Less Short Aban)				15.76%		11.32%		5.30%		9.45%		10.93%				10.55%

		0.7813		Avg Time to Abandon				0:14:47		0:13:01		0:07:17		0:11:22		0:11:43				0:11:38

		0.0071296296		Average Wait Time (>5 min)				0:22:39		0:14:06		0:05:14		0:09:22		0:10:54				0:12:27

		0.0117824074		Max Wait Time				1:16:33		0:55:08		0:27:42		0:49:19		0:44:31				1:16:33

		na		Service Level (<95% calls under 5 min)				55.77%		73.26%		75.93%		78.13%		73.20%				71.26%

		0.8743218807		Talk Time (Avg)				0:10:14		0:08:53		0:08:43		0:10:16		0:09:07				0:09:26

				Call Handle Time (Avg)				0:17:15		0:15:05		0:14:58		0:16:58		0:15:29				0:15:57

				Transfer Out				na		na		na		na		na				na

		14		First Call Resolution %				86.50%		89.32%		85.89%		87.43%		85.58%				86.94%

		1		Complaints Received																0						 

		0.5718344917		Complaints Resolved																0

		na		Helpline (Transfers)				36		32		14		14		14				110

		25.1518044823		Short Abandon (under 60 seconds)				24		6		7		1		1				39

				% of calls answered in under 10 minutes				27.24%		43.47%		80.54%		57.18%		55.13%				52.71%

				Occupancy				na		na		na		na		na				na

				Max Agents				54		33		27		25		24				54



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week

				Calls Received				150		158		148		90		105				651

				Calls Handled				147		155		142		89		104				637

				Calls Abandoned				3		3		4		1		1				12

				Abandon % (>5%)(Less Short Aban)				2.00%		1.90%		2.70%		1.11%		0.95%				1.73%

				Avg Time to Abandon				0:02:39		0:01:27		0:02:23		0:00:41		0:05:11				0:02:28

				Average Wait Time (>5 min)				0:00:50		0:00:11		0:00:30		0:00:05		0:00:43				0:00:27

				Max Wait Time				0:08:05		0:05:52		0:05:18		0:04:14		0:10:04				0:10:04

				Service Level (<95% calls under 5 min)				75.33%		91.77%		77.55%		97.78%		80.00%				84.49%

				Talk Time (Avg)				0:06:24		0:06:40		0:06:52		0:06:48		0:08:47				0:07:06

				Call Handle Time (Avg)				0:09:56		0:10:26		0:11:03		0:09:57		0:11:32				0:10:34

				Max Agents				3.24		3.59		3.51		1.97		2.67				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week

				Calls Received				182		175		157		127		120				761

				Calls Handled				176		162		149		118		115				720

				Calls Abandoned				6		13		8		9		5				41

				Abandon % (>5%)(Less Short Aban)				3.30%		7.43%		5.10%		7.09%		4.17%				5.42%

				Avg Time to Abandon				0:02:23		0:03:06		0:02:20		0:03:40		0:02:19				0:02:45

		 		Average Wait Time (>5 min)				0:01:45		0:03:36		0:02:25		0:02:43		0:01:10				0:02:19

				Max Wait Time				0:08:07		0:13:21		0:14:42		0:11:31		0:13:09				0:14:42

				Service Level (<95% calls under 5 min)				47.80%		36.00%		49.68%		41.73%		66.67%				48.38%

				Talk Time (Avg)				0:03:48		0:04:28		0:04:13		0:04:32		0:04:22				0:04:16

				Call Handle Time (Avg)				0:06:11		0:07:03		0:06:35		0:07:20		0:06:51				0:06:48

				Max Agents				2.42		2.54		2.18		1.93		1.75				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week

				Calls Received				36		32		14		14		14				110

				Calls Handled				24		24		13		11		11				83

				Calls Abandoned				7		5		1		2		2				18

				Abandon % (>5%)(Less Short Aban)				30.73%		22.03%		8.85%		16.31%		21.02%				19.79%

				Avg Time to Abandon				0:16:53		0:14:41		0:07:24		0:13:10		0:13:53				0:13:12

				Average Wait Time (>5 min)				0:34:18		0:22:29		0:07:11		0:13:50		0:17:16				0:19:00

				Max Wait Time				1:16:33		0:55:08		0:27:42		0:49:19		0:44:31				1:16:33

				Service Level (<95% calls under 5 min)				6.51%		22.60%		29.83%		34.62%		25.53%				23.82%

				Talk Time (Avg)				0:10:47		0:09:21		0:09:04		0:10:18		0:10:10				0:09:56

				Call Handle Time (Avg)				0:18:17		0:16:29		0:15:59		0:17:38		0:17:01				0:17:04

				Percent. calls transferred by vendor				2.55%		3.26%		1.74%		2.09%		1.97%				2.32%

				Max Agents				31.30		17.93		13.95		12.41		12.77				31

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-May		10-May		11-May		12-May		13-May		14-May		15-May		Week

				Busy		 		0		0		0		1		0				1

				Caller canceled				5		1		0		1		0				7

				Connected				274		198		81		82		88				723

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				19		20		1		17		4				61

				No Response				55		40		17		18		29				159

				Total Requests				354		259		99		119		121				952

				% Connected				77%		76%		82%		69%		73%				75.46%

																						 



























































































































































































5.2.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week

				Calls Received				1277		1129		1124		1402		1199				6131

				Calls Handled				781		802		797		939		869				4188

				Calls Abandoned				268		163		166		236		165				998

				Abandon % (>5%)(Less Short Aban)				21.01%		14.41%		14.80%		16.86%		13.74%				16.16%

				Avg Time to Abandon				0:18:54		0:14:26		0:15:28		0:14:29		0:11:17				0:14:54

				Average Wait Time (>5 min)				0:27:24		0:18:01		0:20:06		0:20:51		0:17:26				0:20:45

				Max Wait Time				1:23:24		1:11:08		1:17:14		1:15:24		1:04:22				1:23:24

				Service Level (<95% calls under 5 min)				69.46%		72.52%		71.84%		63.52%		65.48%				68.56%

				Talk Time (Avg)				0:09:39		0:09:22		0:09:00		0:10:06		0:09:15				0:09:28

				Call Handle Time (Avg)				0:16:07		0:15:27		0:15:07		0:15:58		0:15:09				0:15:33

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.60%		88.18%		88.63%		85.42%		89.18%				87.80%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				27		20		18		29		22				116

		 		Short Abandon (under 60 seconds)				11		6		13		14		16				60

				% of calls answered in under 10 minutes				28.17%		37.67%		38.92%		29.18%		36.93%				34.17%

				Occupancy				na		na		na		na		na				na

				Max Agents				46		39		37		49		40				49



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week

				Calls Received				156		165		158		170		140				789

				Calls Handled				151		160		158		163		137				769

				Calls Abandoned				4		5		0		7		3				19

				Abandon % (>5%)(Less Short Aban)				2.56%		3.03%		0.00%		4.12%		2.14%				2.37%

				Avg Time to Abandon				0:02:05		0:01:59		0:00:00		0:05:50		0:02:52				0:02:33

				Average Wait Time (>5 min)				0:01:10		0:01:00		0:00:07		0:01:15		0:01:14				0:00:57

				Max Wait Time				0:10:34		0:09:57		0:05:42		0:15:36		0:08:28				0:15:36

				Service Level (<95% calls under 5 min)				66.67%		72.12%		95.57%		72.35%		66.43%				74.63%

				Talk Time (Avg)				0:07:15		0:06:58		0:06:24		0:07:00		0:06:06				0:06:44

				Call Handle Time (Avg)				0:10:41		0:10:12		0:09:35		0:10:10		0:09:39				0:10:03

				Max Agents				3.58		3.63		3.36		3.68		2.94				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week

				Calls Received				171		158		148		159		171				807

				Calls Handled				152		152		146		155		155				760

				Calls Abandoned				19		6		2		4		16				47

				Abandon % (>5%)(Less Short Aban)				11.11%		3.80%		1.35%		2.52%		9.36%				5.63%

				Avg Time to Abandon				0:04:36		0:03:15		0:02:18		0:04:28		0:02:55				0:03:30

		 		Average Wait Time (>5 min)				0:03:52		0:00:52		0:00:31		0:01:37		0:02:40				0:01:54

				Max Wait Time				0:12:40		0:08:38		0:06:39		0:10:56		0:15:38				0:15:38

				Service Level (<95% calls under 5 min)				26.32%		72.78%		77.03%		61.01%		50.88%				57.60%

				Talk Time (Avg)				0:05:29		0:04:33		0:04:39		0:04:32		0:04:02				0:04:39

				Call Handle Time (Avg)				0:08:15		0:07:01		0:07:02		0:07:16		0:06:31				0:07:13

				Max Agents				2.79		2.37		2.28		2.51		2.25				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week

				Calls Received				27		20		18		29		22				116

				Calls Handled				15		14		12		19		16				76

				Calls Abandoned				6		4		4		6		4				24

				Abandon % (>5%)(Less Short Aban)				40.90%		26.89%		28.50%		31.36%		26.22%				30.77%

				Avg Time to Abandon				0:21:27		0:16:42		0:18:03		0:15:28		0:12:19				0:16:47

				Average Wait Time (>5 min)				0:43:39		0:27:17		0:30:26		0:29:36		0:25:36				0:31:18

				Max Wait Time				1:23:24		1:11:08		1:17:14		1:15:24		1:04:22				1:23:24

				Service Level (<95% calls under 5 min)				6.96%		16.37%		7.24%		11.25%		19.00%				12.16%

				Talk Time (Avg)				0:10:26		0:09:47		0:09:15		0:10:53		0:09:39				0:10:00

				Call Handle Time (Avg)				0:17:12		0:16:24		0:15:38		0:16:58		0:15:47				0:16:23

				Percent. calls transferred by vendor				2.11%		1.77%		1.60%		2.07%		1.83%				1.88%

				Max Agents				26.05		21.89		21.42		29.42		23.55				29

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-May		3-May		4-May		5-May		6-May		7-May		8-May		Week

				Busy		 		1		1		0		6		0				8

				Caller canceled				1		2		5		4		0				12

				Connected				260		257		242		258		263				1280

				Error				1		0		0		0		0				1

				Invalid Number				0		0		1		0		0				1

				No Answer				39		26		21		32		29				147

				No Response				57		44		38		57		46				242

				Total Requests				359		330		307		357		338				1691

				% Connected				72%		78%		79%		72%		78%				75.84%

																						 



























































































































































































4.25.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week

				Calls Received				787		709		649		560		696				3401

				Calls Handled				575		510		524		476		538				2623

				Calls Abandoned				112		95		38		29		71				345

				Abandon % (>5%)(Less Short Aban)				14.29%		13.33%		5.80%		5.25%		10.26%				9.79%

				Avg Time to Abandon				0:14:36		0:11:49		0:08:22		0:07:34		0:11:56				0:10:51

				Average Wait Time (>5 min)				0:13:37		0:11:17		0:03:54		0:05:04		0:12:04				0:09:11

				Max Wait Time				1:02:38		0:55:17		0:31:44		0:43:35		0:55:39				1:02:38

				Service Level (<95% calls under 5 min)				73.14%		75.22%		75.38%		74.74%		70.62%				73.82%

				Talk Time (Avg)				0:11:16		0:10:14		0:09:07		0:09:37		0:09:50				0:10:00

				Call Handle Time (Avg)				0:18:08		0:17:16		0:15:36		0:16:40		0:17:23				0:17:00

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				89.82%		88.83%		90.23%		88.97%		83.14%				88.20%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				5		25		27		23		37				117

		 		Short Abandon (under 60 seconds)				2		5		1		4		2				14

				% of calls answered in under 10 minutes				45.56%		50.03%		87.55%		83.81%		59.67%				65.33%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		27		22		20		27				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week

				Calls Received				121		146		110		144		106				627

				Calls Handled				118		139		108		137		104				606

				Calls Abandoned				3		7		2		6		1				19

				Abandon % (>5%)(Less Short Aban)				2.48%		4.79%		1.82%		4.17%		0.94%				2.84%

				Avg Time to Abandon				0:01:30		0:03:17		0:01:16		0:04:13		0:01:01				0:02:15

				Average Wait Time (>5 min)				0:00:14		0:01:03		0:00:41		0:01:27		0:00:04				0:00:41

				Max Wait Time				0:05:24		0:08:46		0:08:54		0:10:02		0:03:03				0:10:02

				Service Level (<95% calls under 5 min)				90.08%		73.97%		81.82%		63.89%		97.17%				81.39%

				Talk Time (Avg)				0:07:02		0:06:46		0:08:17		0:07:20		0:07:24				0:07:21

				Call Handle Time (Avg)				0:10:23		0:10:17		0:11:56		0:11:07		0:11:11				0:10:58

				Max Agents				2.72		3.18		2.86		3.38		2.58				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week

				Calls Received				139		175		148		179		144				785

				Calls Handled				130		156		143		168		134				731

				Calls Abandoned				9		18		5		11		10				53

				Abandon % (>5%)(Less Short Aban)				6.47%		10.29%		3.38%		6.15%		6.94%				6.65%

				Avg Time to Abandon				0:05:50		0:04:28		0:03:44		0:03:08		0:04:11				0:04:16

		 		Average Wait Time (>5 min)				0:02:27		0:04:10		0:01:25		0:01:56		0:01:58				0:02:23

				Max Wait Time				0:18:09		0:18:03		0:16:03		0:12:55		0:16:14				0:18:09

				Service Level (<95% calls under 5 min)				53.24%		32.00%		66.89%		50.28%		53.47%				51.18%

				Talk Time (Avg)				0:04:13		0:05:23		0:05:00		0:03:52		0:04:31				0:04:35

				Call Handle Time (Avg)				0:06:38		0:08:07		0:07:44		0:05:47		0:06:33				0:06:57

				Max Agents				1.92		2.81		2.46		2.16		1.95				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week

				Calls Received				5		25		27		23		37				117

				Calls Handled				4		18		24		21		29				96

				Calls Abandoned				1		4		3		2		6				15

				Abandon % (>5%)(Less Short Aban)				19.48%		22.40%		11.15%		7.36%		19.17%				15.91%

				Avg Time to Abandon				0:19:46		0:14:03		0:09:35		0:08:52		0:13:53				0:13:13

				Average Wait Time (>5 min)				0:16:42		0:16:32		0:06:10		0:08:10		0:21:01				0:13:43

				Max Wait Time				1:02:38		0:55:17		0:31:44		0:43:35		0:55:39				1:02:38

				Service Level (<95% calls under 5 min)				11.50%		12.67%		51.90%		41.90%		26.18%				28.83%

				Talk Time (Avg)				0:11:26		0:10:31		0:09:08		0:10:10		0:10:45				0:10:24

				Call Handle Time (Avg)				0:18:17		0:18:01		0:16:01		0:18:47		0:18:58				0:18:00

				Percent. calls transferred by vendor				0.64%		3.53%		4.16%		4.11%		5.32%				3.55%

				Max Agents				12.30		11.32		10.21		9.80		11.62				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		Week

				Busy		 		0		1		0		0		0				1

				Caller canceled				0		2		1		0		1				4

				Connected				99		85		56		47		84				371

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				8		16		4		3		6				37

				No Response				11		31		14		14		25				95

				Total Requests				118		135		75		64		116				508

				% Connected				84%		63%		75%		73%		72%				73.48%

																						 



























































































































































































4.18.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week

				Calls Received				702		658		525		535		511				2931

				Calls Handled				571		517		446		452		441				2426

				Calls Abandoned				52		54		27		31		17				181

				Abandon % (>5%)(Less Short Aban)				7.46%		8.27%		5.07%		5.76%		3.37%				5.99%

				Avg Time to Abandon				0:09:18		0:10:03		0:07:40		0:08:34		0:10:45				0:09:16

				Average Wait Time (>5 min)				0:06:38		0:06:59		0:03:20		0:05:13		0:02:58				0:05:01

				Max Wait Time				0:29:47		0:34:52		0:19:53		0:30:43		0:21:36				0:34:52

				Service Level (<95% calls under 5 min)				73.82%		77.99%		77.95%		77.76%		75.50%				76.60%

				Talk Time (Avg)				0:09:46		0:09:22		0:09:46		0:09:20		0:09:04				0:09:27

				Call Handle Time (Avg)				0:16:20		0:16:19		0:15:52		0:15:57		0:15:35				0:16:00

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.56%		87.36%		86.43%		84.69%		87.61%				86.13%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				40		26		14		30		18				128

		 		Short Abandon (under 60 seconds)				1		3		2		2		1				9

				% of calls answered in under 10 minutes				75.48%		60.55%		85.46%		81.02%		86.17%				77.74%

				Occupancy				na		na		na		na		na				na

				Max Agents				25		23		18		19		17				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week

				Calls Received				100		122		99		98		98				517

				Calls Handled				100		122		97		98		97				514

				Calls Abandoned				0		0		1		0		1				2

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		1.01%		0.00%		1.02%				0.41%

				Avg Time to Abandon				0:00:00		0:00:00		0:01:59		0:00:00		0:00:53				0:00:34

				Average Wait Time (>5 min)				0:00:02		0:00:02		0:00:37		0:00:02		0:00:02				0:00:09

				Max Wait Time				0:00:09		0:00:08		0:05:22		0:00:10		0:00:25				0:05:22

				Service Level (<95% calls under 5 min)				100.00%		100.00%		74.75%		100.00%		100.00%				94.95%

				Talk Time (Avg)				0:07:51		0:07:54		0:06:36		0:07:31		0:07:10				0:07:24

				Call Handle Time (Avg)				0:11:53		0:11:31		0:11:16		0:10:55		0:10:31				0:11:13

				Max Agents				2.64		3.12		3.04		2.38		2.27				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week

				Calls Received				177		159		163		183		132				814

				Calls Handled				161		156		160		174		130				781

				Calls Abandoned				16		3		3		9		2				33

				Abandon % (>5%)(Less Short Aban)				9.04%		1.89%		1.84%		4.92%		1.52%				3.84%

				Avg Time to Abandon				0:09:13		0:01:50		0:05:54		0:04:04		0:04:33				0:05:06

		 		Average Wait Time (>5 min)				0:05:18		0:01:21		0:00:56		0:02:33		0:02:14				0:02:28

				Max Wait Time				0:37:36		0:08:53		0:14:25		0:18:50		0:16:52				0:37:36

				Service Level (<95% calls under 5 min)				36.16%		64.78%		71.78%		51.91%		55.30%				55.99%

				Talk Time (Avg)				0:04:32		0:04:08		0:04:03		0:04:17		0:04:24				0:04:16

				Call Handle Time (Avg)				0:06:59		0:06:17		0:06:26		0:07:08		0:06:59				0:06:45

				Max Agents				2.50		2.18		2.29		2.76		2.02				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week

				Calls Received				40		26		14		30		18				128

				Calls Handled				35		22		13		26		17				114

				Calls Abandoned				4		3		1		3		1				11

				Abandon % (>5%)(Less Short Aban)				11.28%		12.58%		4.94%		10.94%		4.20%				8.79%

				Avg Time to Abandon				0:11:32		0:11:10		0:07:07		0:09:36		0:09:47				0:09:50

				Average Wait Time (>5 min)				0:09:31		0:09:45		0:04:12		0:08:04		0:03:10				0:06:56

				Max Wait Time				0:29:47		0:34:52		0:19:53		0:30:43		0:20:48				0:34:52

				Service Level (<95% calls under 5 min)				27.89%		40.98%		56.08%		49.63%		39.92%				42.90%

				Talk Time (Avg)				0:11:03		0:09:34		0:09:32		0:09:49		0:09:17				0:09:51

				Call Handle Time (Avg)				0:18:38		0:17:33		0:16:17		0:17:27		0:16:36				0:17:18

				Percent. calls transferred by vendor				5.70%		3.95%		2.67%		5.61%		3.52%				4.29%

				Max Agents				11.92		11.38		8.28		8.76		8.11				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		Week

				Busy		 		0		0		3		0		0				3

				Caller canceled				0		0		0		0		0				0

				Connected				68		76		32		40		30				246

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		1				1

				No Answer				4		7		2		1		0				14

				No Response				13		18		6		9		7				53

				Total Requests				85		102		43		50		38				318

				% Connected				80%		75%		74%		80%		79%				77.58%

																						 



























































































































































































4.11.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week

				Calls Received				709		530		509		574		583				2905

				Calls Handled				635		506		485		498		478				2603

				Calls Abandoned				60		19		16		16		34				145

				Abandon % (>5%)(Less Short Aban)				8.49%		3.67%		3.18%		2.76%		5.77%				4.77%

				Avg Time to Abandon				0:09:33		0:07:32		0:05:21		0:05:32		0:09:54				0:07:34

				Average Wait Time (>5 min)				0:05:29		0:02:32		0:02:48		0:02:36		0:05:26				0:03:46

				Max Wait Time				0:34:49		0:17:59		0:22:25		0:16:16		0:34:30				0:34:49

				Service Level (<95% calls under 5 min)				74.98%		76.40%		73.06%		72.56%		73.14%				74.03%

				Talk Time (Avg)				0:09:16		0:09:07		0:09:16		0:09:36		0:09:37				0:09:22

				Call Handle Time (Avg)				0:15:49		0:15:21		0:15:33		0:16:12		0:16:07				0:15:48

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.18%		83.53%		84.04%		81.93%		85.20%				83.38%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				49		30		23		32		20				154

		 		Short Abandon (under 60 seconds)				2		2		3		1		2				10

				% of calls answered in under 10 minutes				80.31%		91.67%		84.91%		93.95%		73.98%				84.97%

				Occupancy				na		na		na		na		na				na

				Max Agents				25		18		17		21		21				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week

				Calls Received				104		111		123		88		110				536

				Calls Handled				104		111		123		88		107				533

				Calls Abandoned				0		0		0		0		2				2

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		1.82%				0.36%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:03:15				0:00:39

				Average Wait Time (>5 min)				0:00:14		0:00:05		0:00:05		0:00:02		0:00:15				0:00:08

				Max Wait Time				0:05:35		0:02:55		0:02:39		0:00:10		0:06:14				0:06:14

				Service Level (<95% calls under 5 min)				93.27%		97.30%		0.00%		100.00%		92.73%				76.66%

				Talk Time (Avg)				0:05:29		0:08:56		0:06:30		0:08:29		0:09:10				0:07:42

				Call Handle Time (Avg)				0:09:01		0:12:22		0:10:40		0:12:03		0:12:31				0:11:19

				Max Agents				2.08		3.05		2.91		2.35		2.98				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week

				Calls Received				171		137		132		155		136				731

				Calls Handled				158		134		131		152		126				701

				Calls Abandoned				12		3		0		3		10				28

				Abandon % (>5%)(Less Short Aban)				7.02%		2.19%		0.00%		1.94%		7.35%				3.70%

				Avg Time to Abandon				0:07:11		0:06:29		0:00:00		0:04:51		0:02:25				0:04:11

		 		Average Wait Time (>5 min)				0:04:46		0:02:19		0:01:01		0:01:27		0:02:13				0:02:21

				Max Wait Time				0:22:34		0:18:05		0:10:09		0:17:58		0:17:25				0:22:34

				Service Level (<95% calls under 5 min)				30.41%		55.47%		70.99%		71.61%		55.88%				56.87%

				Talk Time (Avg)				0:04:33		0:04:04		0:04:08		0:04:59		0:04:55				0:04:31

				Call Handle Time (Avg)				0:07:23		0:06:14		0:06:48		0:07:19		0:07:02				0:06:57

				Max Agents				2.59		1.86		2.00		2.47		1.97				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week

				Calls Received				49		30		23		32		20				154

				Calls Handled				42		27		22		30		18				138

				Calls Abandoned				6		2		1		2		2				13

				Abandon % (>5%)(Less Short Aban)				14.08%		9.15%		5.24%		5.90%		11.60%				9.19%

				Avg Time to Abandon				0:11:54		0:08:52		0:05:01		0:05:26		0:10:52				0:08:25

				Average Wait Time (>5 min)				0:09:01		0:05:10		0:04:21		0:03:47		0:08:17				0:06:07

				Max Wait Time				0:34:49		0:17:59		0:22:25		0:16:16		0:34:30				0:34:49

				Service Level (<95% calls under 5 min)				29.22%		57.74%		56.88%		100.00%		51.54%				59.08%

				Talk Time (Avg)				0:10:24		0:10:17		0:10:09		0:10:01		0:08:58				0:09:57

				Call Handle Time (Avg)				0:18:13		0:16:45		0:16:53		0:17:01		0:15:38				0:16:54

				Percent. calls transferred by vendor				6.91%		5.66%		4.52%		5.57%		3.43%				5.22%

				Max Agents				8.33		4.57		7.01		9.03		7.98				9

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				41		18		20		25		40				144

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		3		1		2		6				13

				No Response				3		0		0		7		1				11

				Total Requests				45		21		21		34		47				168

				% Connected				91%		86%		95%		74%		85%				86.14%

																						 



























































































































































































4.4.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week

				Calls Received				586		651		653		544		545				2979

				Calls Handled				554		594		592		527		509				2776

				Calls Abandoned				23		45		46		12		26				153

				Abandon % (>5%)(Less Short Aban)				4.01%		6.91%		7.10%		2.24%		4.82%				5.02%

				Avg Time to Abandon				0:08:50		0:09:13		0:11:16		0:08:19		0:08:46				0:09:16

				Average Wait Time (>5 min)				0:03:26		0:05:12		0:04:21		0:02:15		0:03:34				0:03:45

				Max Wait Time				0:31:21		0:23:48		0:49:25		0:35:48		0:32:37				0:49:25

				Service Level (<95% calls under 5 min)				72.61%		73.53%		75.21%		76.00%		75.63%				74.60%

				Talk Time (Avg)				0:08:54		0:08:51		0:09:11		0:08:54		0:08:43				0:08:54

				Call Handle Time (Avg)				0:15:56		0:15:39		0:16:11		0:15:32		0:15:02				0:15:40

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.36%		82.81%		80.08%		82.93%		78.49%				82.13%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				43		52		25		28		50				198

		 		Short Abandon (under 60 seconds)				0		0		3		1		2				6

				% of calls answered in under 10 minutes				83.03%		76.77%		84.80%		89.56%		85.27%				83.89%

				Occupancy				na		na		na		na		na				na

				Max Agents				21		23		24		19		18				24



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week

				Calls Received				79		100		99		100		97				475

				Calls Handled				78		100		99		99		97				473

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:06		0:00:02		0:00:02		0:00:01		0:00:02				0:00:02

				Max Wait Time				0:02:51		0:00:10		0:00:11		0:00:08		0:00:11				0:02:51

				Service Level (<95% calls under 5 min)				97.44%		100.00%		100.00%		100.00%		100.00%				99.49%

				Talk Time (Avg)				0:07:23		0:06:24		0:07:00		0:08:07		0:07:59				0:07:22

				Call Handle Time (Avg)				0:11:00		0:10:01		0:10:42		0:11:58		0:11:07				0:10:57

				Max Agents				1.93		2.23		2.35		2.63		2.40				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week

				Calls Received				212		182		191		153		143				881

				Calls Handled				197		176		174		146		134				827

				Calls Abandoned				15		6		17		7		9				54

				Abandon % (>5%)(Less Short Aban)				7.08%		3.30%		8.90%		4.58%		6.29%				6.03%

				Avg Time to Abandon				0:08:19		0:05:42		0:02:51		0:02:35		0:10:30				0:05:59

		 		Average Wait Time (>5 min)				0:02:42		0:02:15		0:02:30		0:02:12		0:04:43				0:02:52

				Max Wait Time				0:23:58		0:16:06		0:13:50		0:13:02		0:21:25				0:23:58

				Service Level (<95% calls under 5 min)				51.42%		50.00%		45.03%		54.25%		35.66%				47.27%

				Talk Time (Avg)				0:04:03		0:04:10		0:04:14		0:04:33		0:05:08				0:04:25

				Call Handle Time (Avg)				0:06:22		0:06:35		0:06:50		0:06:58		0:07:44				0:06:53

				Max Agents				2.79		2.58		2.64		2.26		2.30				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week

				Calls Received				43		52		25		28		50				198

				Calls Handled				40		47		21		27		44				179

				Calls Abandoned				2		4		3		1		5				15

				Abandon % (>5%)(Less Short Aban)				6.18%		8.67%		14.45%		2.70%		11.31%				8.66%

				Avg Time to Abandon				0:10:31		0:08:29		0:16:38		0:16:18		0:11:21				0:12:39

				Average Wait Time (>5 min)				0:06:18		0:06:30		0:08:58		0:04:17		0:07:55				0:06:47

				Max Wait Time				0:31:21		0:22:58		0:49:25		0:35:48		0:32:37				0:49:25

				Service Level (<95% calls under 5 min)				62.01%		37.58%		31.09%		61.36%		53.87%				49.18%

				Talk Time (Avg)				0:10:00		0:09:31		0:10:15		0:09:49		0:10:32				0:10:01

				Call Handle Time (Avg)				0:17:33		0:17:04		0:17:40		0:17:49		0:18:04				0:17:38

				Percent. calls transferred by vendor				7.34%		7.99%		3.83%		5.15%		9.17%				6.70%

				Max Agents				6.94		7.43		6.79		5.86		6.74				7

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				16		25		21		9		18				89

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				2		2		0		0		1				5

				No Response				7		4		4		4		6				25

				Total Requests				25		32		25		13		25				120

				% Connected				64%		78%		84%		69%		72%				73.47%

																						 



























































































































































































3.28.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week

				Calls Received				756		689		709		640		518				3312

				Calls Handled				679		629		629		598		495				3030

				Calls Abandoned				61		45		55		31		11				204

				Abandon % (>5%)(Less Short Aban)				8.12%		6.56%		7.69%		4.89%		2.21%				5.89%

				Avg Time to Abandon				0:10:08		0:07:06		0:10:05		0:07:28		0:07:28				0:08:27

				Average Wait Time (>5 min)				0:05:40		0:03:25		0:05:36		0:04:32		0:01:47				0:04:12

				Max Wait Time				0:38:17		0:28:02		0:34:56		0:26:43		0:14:14				0:38:17

				Service Level (<95% calls under 5 min)				70.59%		73.99%		74.88%		74.41%		76.55%				74.08%

				Talk Time (Avg)				0:08:29		0:08:45		0:08:39		0:08:28		0:08:21				0:08:32

				Call Handle Time (Avg)				0:15:37		0:15:48		0:15:56		0:15:17		0:14:51				0:15:29

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				90.42%		89.61%		90.43%		86.32%		89.21%				89.20%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				47		41		45		53		43				229

		 		Short Abandon (under 60 seconds)				1		3		2		3		0				9

				% of calls answered in under 10 minutes				75.85%		83.62%		74.88%		76.59%		92.12%				80.61%

				Reports				na		na		na		na		na				na

				Max Agents				26		24		25		22		17				26



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week

				Calls Received				117		144		150		114		87				612

				Calls Handled				116		143		148		112		87				606

				Calls Abandoned				1		0		1		0		0				2

				Abandon % (>5%)(Less Short Aban)				0.85%		0.00%		0.67%		0.00%		0.00%				0.30%

				Avg Time to Abandon				0:02:03		0:00:00		0:01:04		0:00:00		0:00:00				0:00:37

				Average Wait Time (>5 min)				0:00:13		0:00:05		0:00:24		0:00:03		0:00:01				0:00:09

				Max Wait Time				0:05:25		0:02:08		0:06:51		0:00:58		0:00:08				0:06:51

				Service Level (<95% calls under 5 min)				90.60%		96.50%		88.67%		98.25%		100.00%				94.80%

				Talk Time (Avg)				0:07:22		0:07:39		0:07:53		0:08:06		0:06:42				0:07:32

				Call Handle Time (Avg)				0:10:54		0:10:55		0:11:59		0:11:18		0:10:40				0:11:09

				Max Agents				2.81		3.49		3.94		2.81		2.06				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week

				Calls Received				215		189		212		173		130				919

				Calls Handled				178		176		186		162		123				825

				Calls Abandoned				36		13		25		11		7				92

				Abandon % (>5%)(Less Short Aban)				16.74%		6.88%		11.79%		6.36%		5.38%				9.43%

				Avg Time to Abandon				0:05:44		0:04:01		0:06:33		0:03:43		0:01:12				0:04:14

		 		Average Wait Time (>5 min)				0:09:00		0:04:06		0:05:10		0:02:27		0:01:53				0:04:31

				Max Wait Time				0:22:24		0:15:44		0:22:18		0:14:41		0:10:48				0:22:24

				Service Level (<95% calls under 5 min)				15.81%		26.98%		21.33%		53.18%		47.69%				33.00%

				Talk Time (Avg)				0:04:32		0:04:57		0:05:15		0:04:54		0:05:31				0:05:01

				Call Handle Time (Avg)				0:07:09		0:07:37		0:07:48		0:07:32		0:07:58				0:07:36

				Max Agents				2.83		2.98		3.24		2.71		2.18				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week

				Calls Received				47		41		45		53		43				229

				Calls Handled				42		39		38		47		41				206

				Calls Abandoned				4		1		5		5		1				17

				Abandon % (>5%)(Less Short Aban)				10.66%		3.66%		12.75%		10.53%		3.14%				8.15%

				Avg Time to Abandon				0:16:07		0:09:24		0:13:22		0:07:59		0:07:40				0:10:54

				Average Wait Time (>5 min)				0:11:11		0:04:51		0:11:34		0:10:04		0:01:57				0:07:55

				Max Wait Time				0:38:17		0:28:02		0:34:56		0:26:43		0:14:14				0:38:17

				Service Level (<95% calls under 5 min)				38.28%		46.39%		37.45%		53.36%		65.16%				48.13%

				Talk Time (Avg)				0:09:04		0:09:58		0:09:12		0:09:18		0:08:38				0:09:14

				Call Handle Time (Avg)				0:17:56		0:17:54		0:16:31		0:18:19		0:15:43				0:17:16

				Percent. calls transferred by vendor				6.22%		5.95%		6.35%		8.28%		8.30%				7.02%

				Max Agents				7.84		7.59		7.48		8.50		5.55				9

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				29		12		36		33		4				114

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				3		6		7		0		0				16

				No Response				3		5		0		9		3				20

				Total Requests				35		23		43		42		7				150

				% Connected				83%		52%		84%		79%		57%				70.89%

																						 

























































































































































































https://g46pilc0cuicp01.cicm.ccm.state.mn.us:8444/cuicui/Main.jsp

3.21.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week

				Calls Received				869		650		665		650		598				3432

				Calls Handled				738		630		616		603		549				3136

				Calls Abandoned				103		15		35		36		38				227

				Abandon % (>5%)(Less Short Aban)				11.86%		2.29%		5.28%		5.54%		6.28%				6.25%

				Avg Time to Abandon				0:12:35		0:06:08		0:08:14		0:10:22		0:08:39				0:09:11

				Average Wait Time (>5 min)				0:09:23		0:01:33		0:05:29		0:05:42		0:03:24				0:05:06

				Max Wait Time				0:54:26		0:14:44		0:27:52		0:51:21		0:24:11				0:54:26

				Service Level (<95% calls under 5 min)				71.58%		74.44%		77.94%		74.34%		71.42%				73.94%

				Talk Time (Avg)				0:09:24		0:09:01		0:08:54		0:09:09		0:09:32				0:09:12

				Call Handle Time (Avg)				0:16:25		0:16:23		0:16:21		0:15:34		0:16:15				0:16:11

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				86.41%		85.57%		86.39%		87.86%		87.92%				86.83%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				74		45		37		49		25				230

		 		Short Abandon (under 60 seconds)				0		2		1		3		5				11

				% of calls answered in under 10 minutes				60.03%		95.40%		75.32%		80.43%		82.51%				78.74%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		24		24		22		22				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week

				Calls Received				146		126		125		97		109				603

				Calls Handled				142		124		124		97		108				595

				Calls Abandoned				3		2		0		0		1				6

				Abandon % (>5%)(Less Short Aban)				2.05%		1.59%		0.00%		0.00%		0.92%				0.91%

				Avg Time to Abandon				0:03:29		0:02:58		0:00:00		0:00:00		0:00:39				0:01:25

				Average Wait Time (>5 min)				0:00:31		0:00:36		0:00:02		0:00:03		0:00:06				0:00:15

				Max Wait Time				0:08:23		0:12:59		0:00:37		0:02:29		0:03:44				0:12:59

				Service Level (<95% calls under 5 min)				83.56%		82.54%		99.19%		98.97%		96.33%				92.12%

				Talk Time (Avg)				0:07:14		0:07:52		0:07:55		0:07:41		0:07:53				0:07:43

				Call Handle Time (Avg)				0:10:33		0:11:19		0:10:58		0:11:04		0:11:15				0:11:01

				Max Agents				3.82		3.12		3.04		2.39		2.70				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week

				Calls Received				207		178		167		182		158				892

				Calls Handled				194		163		160		175		151				843

				Calls Abandoned				12		15		7		7		7				48

				Abandon % (>5%)(Less Short Aban)				5.80%		8.43%		4.19%		3.85%		4.43%				5.34%

				Avg Time to Abandon				0:04:01		0:03:16		0:03:05		0:03:38		0:02:31				0:03:18

		 		Average Wait Time (>5 min)				0:03:20		0:04:04		0:02:25		0:01:41		0:01:31				0:02:36

				Max Wait Time				0:15:37		0:25:40		0:17:15		0:09:16		0:18:15				0:25:40

				Service Level (<95% calls under 5 min)				32.04%		43.82%		56.29%		54.40%		63.29%				49.97%

				Talk Time (Avg)				0:04:32		0:04:59		0:03:58		0:04:37		0:04:27				0:04:30

				Call Handle Time (Avg)				0:06:28		0:06:59		0:05:41		0:06:15		0:05:55				0:06:15

				Max Agents				2.80		2.53		2.02		2.43		1.99				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week

				Calls Received				74		45		37		49		25				230

				Calls Handled				59		42		34		43		22				200

				Calls Abandoned				11		2		2		5		3				23

				Abandon % (>5%)(Less Short Aban)				19.22%		5.65%		5.52%		11.11%		12.14%				10.73%

				Avg Time to Abandon				0:16:37		0:06:46		0:11:45		0:13:51		0:08:53				0:11:34

				Average Wait Time (>5 min)				0:16:32		0:02:55		0:09:16		0:15:14		0:06:44				0:10:08

				Max Wait Time				0:54:26		0:14:44		0:27:52		0:51:21		0:24:11				0:54:26

				Service Level (<95% calls under 5 min)				24.47%		67.09%		29.05%		43.48%		40.00%				40.82%

				Talk Time (Avg)				0:10:27		0:10:23		0:08:40		0:10:16		0:10:17				0:10:00

				Call Handle Time (Avg)				0:18:15		0:19:11		0:16:43		0:18:27		0:17:43				0:18:03

				Percent. calls transferred by vendor				8.52%		6.92%		5.56%		7.54%		4.18%				6.54%

				Max Agents				10.33		7.54		6.72		7.74		5.51				10

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		0				1

				Connected				61		8		23		34		19				145

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				6		0		4		2		1				13

				No Response				9		0		8		4		5				26

				Total Requests				76		8		36		40		25				185

				% Connected				80%		100%		64%		85%		76%				81.03%

																						 



























































































































































































3.14.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week

				Calls Received				840		726		644		593		604				3407

				Calls Handled				717		682		614		571		567				3151

				Calls Abandoned				99				24		16		27				165

				Abandon % (>5%)(Less Short Aban)				11.80%		4%		3.72%		2.63%		4.40%				5.31%

				Avg Time to Abandon				0:09:53		0:08:35		0:08:16		0:06:36		0:08:38				0:08:23

				Average Wait Time (>5 min)				0:08:45		0:03:58		0:02:26		0:02:00		0:04:45				0:04:22

				Max Wait Time				0:37:10		0:28:26		0:38:09		0:28:44		0:36:02				0:38:09

				Service Level (<95% calls under 5 min)				70.14%		74.61%		73.96%		73.99%		76.11%				73.76%

				Talk Time (Avg)				0:09:23		0:09:22		0:09:02		0:09:28		0:09:37				0:09:22

				Call Handle Time (Avg)				0:16:38		0:16:37		0:16:02		0:16:56		0:16:48				0:16:36

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.88%		79.28%		86.40%		87.71%		84.23%				84.10%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				52		42		42		34		52				222

		 		Short Abandon (under 60 seconds)				3		0		3		1		1				8

				% of calls answered in under 10 minutes				51.32%		88.12%		92.35%		89.49%		83.95%				81.05%

				Occupancy				na		na		na		na		na				na

				Max Agents				32		27		24		23		23				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week

				Calls Received				116		141		107		112		116				592

				Calls Handled				115		140		105		110		115				585

				Calls Abandoned				0				2		1		1				4

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		1.87%		0.89%		0.86%				0.72%

				Avg Time to Abandon				0:00:00				0:00:58		0:05:39		0:00:48				0:01:51

				Average Wait Time (>5 min)				0:00:05		0:00:24		0:00:37		0:01:02		0:00:16				0:00:28

				Max Wait Time				0:02:38		0:06:34		0:08:30		0:09:27		0:05:43				0:09:27

				Service Level (<95% calls under 5 min)				96.55%		85.11%		83.18%		77.68%		87.07%				85.92%

				Talk Time (Avg)				0:07:36		0:08:17		0:07:35		0:07:30		0:05:52				0:07:22

				Call Handle Time (Avg)				0:11:18		0:12:58		0:11:09		0:10:49		0:09:44				0:11:11

				Max Agents				2.89		4.00		2.60		2.64		2.49				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week

				Calls Received				159		154		175		182		161				831

				Calls Handled				144		150		157		172		153				776

				Calls Abandoned				15				16		9		8				48

				Abandon % (>5%)(Less Short Aban)				9.43%		2.60%		9.14%		4.95%		4.97%				6.22%

				Avg Time to Abandon				0:03:58				0:03:44		0:01:29		0:01:06				0:02:34

		 		Average Wait Time (>5 min)				0:04:03		0:02:57		0:04:37		0:02:15		0:01:39				0:03:06

				Max Wait Time				0:23:09		0:19:57		0:13:55		0:14:39		0:09:18				0:23:09

				Service Level (<95% calls under 5 min)				25.79%		48.70%		22.29%		52.20%		54.66%				40.73%

				Talk Time (Avg)				0:03:53		0:04:33		0:04:36		0:04:37		0:04:17				0:04:23

				Call Handle Time (Avg)				0:05:27		 0:06:24		0:06:31		0:06:20		0:05:59				0:06:04

				Max Agents				1.75		2.00		2.27		2.42		2.04				2				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week

				Calls Received				52		42		42		34		52				222

				Calls Handled				45		39		39		33		48				204

				Calls Abandoned				5				3		1		2				11

				Abandon % (>5%)(Less Short Aban)				11.72%		6.42%		6.63%		3.12%		5.08%				6.59%

				Avg Time to Abandon				0:11:27		0:07:13		0:11:28		0:07:30		0:12:02				0:09:56

				Average Wait Time (>5 min)				0:09:55		0:03:22		0:04:45		0:03:09		0:07:40				0:05:46

				Max Wait Time				0:37:10		0:28:26		0:38:09		0:28:44		0:36:02				0:38:09

				Service Level (<95% calls under 5 min)				18.97%				54.64%		65.74%		32.55%				42.98%

				Talk Time (Avg)				0:10:08		0:10:10		0:10:12		0:10:21		0:10:46				0:10:19

				Call Handle Time (Avg)				0:17:30		0:17:47		0:17:03		0:18:20		0:18:01				0:17:44

				Percent. calls transferred by vendor				6.19%		na		6.52%		5.73%		8.61%				6.76%

				Max Agents				10.10		19.00		7.65		6.76		7.48				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		Week

				Busy		 		2		0		0		0		0				2

				Caller canceled				1		0		0		0		0				1

				Connected				37		32		18		14		26				127

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				6		3		0		0		2				11

				No Response				2		12		6		7		5				32

				Total Requests				48		47		24		21		33				173

				% Connected				77%		68%		75%		67%		79%				73.13%

																						 



























































































































































































3.7.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week

				Calls Received				802		659		640		670		701				3472

				Calls Handled				737		634		599		608		633				3211

				Calls Abandoned				44		20		32		49		53				198

				Abandon % (>5%)(Less Short Aban)				5.53%		2.97%		4.98%		7.34%		7.62%				5.69%

				Avg Time to Abandon				0:09:33		0:07:06		0:07:34		0:10:49		0:08:38				0:08:44

				Average Wait Time (>5 min)				0:03:49		0:01:53		0:02:39		0:05:31		0:05:24				0:03:51

				Max Wait Time				0:40:03		0:27:22		0:25:53		0:45:48		0:43:51				0:45:48

				Service Level (<95% calls under 5 min)				67.68%		71.23%		72.58%		72.03%		72.91%				71.29%

				Talk Time (Avg)				0:09:28		0:09:18		0:09:48		0:09:47		0:09:20				0:09:32

				Call Handle Time (Avg)				0:17:10		0:16:48		0:17:32		0:17:19		0:16:27				0:17:03

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.17%		87.06%		84.27%		86.55%		86.42%				85.90%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				59		33		25		33		52				202

		 		Short Abandon (under 60 seconds)				5		3		2		4		1				15

				% of calls answered in under 10 minutes				82.63%		91.80%		87.81%		74.67%		81.52%				83.69%

				Occupancy				na		na		na		na		na				na

				Max Agents				29		25		25		26		26				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week

				Calls Received				102		107		101		111		100				521

				Calls Handled				101		107		99		110		99				516

				Calls Abandoned				0		0		1		0		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.99%		0.00%		0.00%				0.20%

				Avg Time to Abandon				0:00:00		0:00:00		0:01:15		0:00:00		0:00:00				0:00:15

				Average Wait Time (>5 min)				0:00:04		0:00:09		0:00:20		0:00:31		0:00:45				0:00:21

				Max Wait Time				0:01:29		0:03:54		0:04:53		0:08:38		0:11:50				0:11:50

				Service Level (<95% calls under 5 min)				97.03%		93.46%		90.10%		85.59%		83.00%				89.84%

				Talk Time (Avg)				0:07:30		0:06:19		0:09:12		0:07:11		0:07:21				0:07:30

				Call Handle Time (Avg)				0:11:33		0:10:06		0:12:41		0:11:34		0:10:55				0:11:21

				Max Agents				2.62		2.40		2.79		2.83		2.40				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week

				Calls Received				223		210		186		195		152				966

				Calls Handled				203		197		175		173		144				892

				Calls Abandoned				19		13		11		22		7				72

				Abandon % (>5%)(Less Short Aban)				8.52%		6.19%		5.91%		11.28%		4.61%				7.30%

				Avg Time to Abandon				0:05:12		0:03:35		0:04:18		0:04:41		0:04:23				0:04:25

		 		Average Wait Time (>5 min)				0:02:19		0:02:05		0:01:30		0:03:12		0:02:17				0:02:16

				Max Wait Time				0:15:29		0:11:40		0:16:13		0:17:34		0:15:55				0:17:34

				Service Level (<95% calls under 5 min)				44.39%		48.57%		51.61%		32.82%		47.37%				44.95%

				Talk Time (Avg)				0:04:14		0:03:52		0:04:21		0:04:40		0:03:51				0:04:11

				Call Handle Time (Avg)				0:05:59		0:05:26		0:06:26		0:06:32		0:05:28				0:05:58

				Max Agents				2.70		2.38		2.51		2.52		1.75				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week

				Calls Received				59		33		25		33		52				202

				Calls Handled				53		31		23		28		44				179

				Calls Abandoned				5		2		1		4		6				18

				Abandon % (>5%)(Less Short Aban)				9.09%		5.71%		5.44%		13.89%		13.68%				9.56%

				Avg Time to Abandon				0:11:49		0:07:23		0:11:52		0:15:23		0:12:16				0:11:44

				Average Wait Time (>5 min)				0:08:13		0:02:15		0:04:26		0:10:52		0:13:39				0:07:53

				Max Wait Time				0:40:03		0:27:22		0:25:53		0:45:48		0:43:51				0:45:48

				Service Level (<95% calls under 5 min)				47.71%		52.17%		50.91%		35.79%		33.98%				44.11%

				Talk Time (Avg)				0:11:16		0:10:02		0:10:59		0:10:32		0:10:34				0:10:40

				Call Handle Time (Avg)				0:19:02		0:17:23		0:18:13		0:18:35		0:18:51				0:18:24

				Percent. calls transferred by vendor				7.36%		5.01%		3.91%		4.93%		7.42%				5.72%

				Max Agents				22.90		7.40		6.21		7.61		8.03				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		1		0		0				2

				Connected				29		8		10		21		35				103

				Error				3		0		1		0		0				4

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		3		6				10

				No Response				8		1		4		2		8				23

				Total Requests				42		9		16		26		49				142

				% Connected				69%		89%		63%		81%		71%				74.53%

																						 



























































































































































































2.28.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week

				Calls Received				1074		806		738		655		639				3912

				Calls Handled				763		680		691		624		607				3365

				Calls Abandoned				243		100		36		23		22				425

				Abandon % (>5%)(Less Short Aban)				22.67%		12.39%		4.85%		3.56%		3.47%				9.39%

				Avg Time to Abandon				0:16:27		0:10:08		0:08:29		0:05:53		0:06:46				0:09:32

				Average Wait Time (>5 min)				0:21:19		0:09:50		0:02:48		0:01:56		0:02:08				0:07:36

				Max Wait Time				1:32:13		0:45:18		0:20:47		0:23:29		0:19:06				1:32:13

				Service Level (<95% calls under 5 min)				69.42%		73.83%		71.92%		71.50%		71.52%				71.64%

				Talk Time (Avg)				0:10:14		0:09:59		0:10:09		0:09:34		0:09:19				0:09:51

				Call Handle Time (Avg)				0:17:38		0:17:10		0:17:42		0:17:20		0:17:07				0:17:23

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.07%		84.87%		81.96%		83.40%		85.32%				83.52%

				Complaints Received																0						 

				Complaints Resolved																0

				Helpline (Transfers)				69		41		0		0		46				156

		 		Short Abandon (under 60 seconds)				3		6		1		1		2				13

				% of calls answered in under 10 minutes				20.96%		63.12%		91.32%		98.24%		94.56%				73.64%

				Occupancy				na		na		na		na		na				na

				Max Agents				37		26		25		21		20				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week

				Calls Received				108		126		108		111		94				547

				Calls Handled				104		118		107		106		94				529

				Calls Abandoned				4		8		1		5		0				18

				Abandon % (>5%)(Less Short Aban)				3.70%		6.35%		0.93%		4.50%		0.00%				3.10%

				Avg Time to Abandon				0:03:52		0:01:42		0:00:18		0:00:28		0:00:00				0:01:16

				Average Wait Time (>5 min)				0:01:46		0:01:38		0:00:26		0:00:42		0:00:22				0:00:58

				Max Wait Time				0:10:20		0:10:00		0:05:56		0:11:15		0:08:10				0:11:15

				Service Level (<95% calls under 5 min)				56.48%		54.76%		86.11%		80.18%		93.62%				74.23%

				Talk Time (Avg)				0:06:19		0:07:49		0:08:06		0:09:19		0:07:41				0:07:50

				Call Handle Time (Avg)				0:10:06		0:11:32		0:12:03		0:12:47		0:11:36				0:11:36

				Max Agents				3.77		3.02		2.87		3.01		2.42				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week

				Calls Received				207		210		154		216		153				940

				Calls Handled				194		198		148		194		143				877

				Calls Abandoned				12		12		5		22		10				61

				Abandon % (>5%)(Less Short Aban)				5.80%		5.71%		3.25%		10.19%		6.54%				6.30%

				Avg Time to Abandon				0:01:48		0:03:10		0:01:15		0:05:50		0:02:58				0:03:00

		 		Average Wait Time (>5 min)				0:01:57		0:02:19		0:00:57		0:03:34		0:01:53				0:02:08

				Max Wait Time				0:12:43		0:14:50		0:06:42		0:17:41		0:11:03				0:17:41

				Service Level (<95% calls under 5 min)				52.66%		45.71%		67.53%		38.43%		56.86%				52.24%

				Talk Time (Avg)				0:03:54		0:04:10		0:04:44		0:04:22		0:03:57				0:04:13

				Call Handle Time (Avg)				0:05:33		0:05:50		0:06:40		0:06:26		0:05:35				0:06:00

				Max Agents				2.39		2.57		2.19		2.78		1.77				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week

				Calls Received				69		41		37		46		46				239

				Calls Handled				43		34		35		45		44				201

				Calls Abandoned				26		7		3		1		1				38

				Abandon % (>5%)(Less Short Aban)				36.13%		16.24%		8.82%		2.31%		2.48%				13.20%

				Avg Time to Abandon				0:23:39		0:12:47		0:09:25		0:05:25		0:08:15				0:11:54

				Average Wait Time (>5 min)				0:37:24		0:14:30		0:03:28		0:02:09		0:02:32				0:12:00

				Max Wait Time				1:32:13		0:45:18		0:20:47		0:23:29		0:19:06				1:32:13

				Service Level (<95% calls under 5 min)				2.51%		11.62%		0.00%		44.91%		37.18%				19.24%

				Talk Time (Avg)				0:11:48		0:11:42		0:10:04		0:09:11		0:09:12				0:10:23

				Call Handle Time (Avg)				0:18:59		0:18:49		0:17:13		0:16:47		0:17:00				0:17:45

				Percent. calls transferred by vendor				6.42%		5.09%		5.01%		7.02%		7.20%				6.15%

				Max Agents				27.39		18.91		18.29		15.12		14.26				27

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				104		49		15		4		13				185

				Error				3		0		0		0		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				15		1		0		0		0				16

				No Response				24		5		2		0		4				35

				Total Requests				147		55		17		4		17				240

				% Connected				71%		89%		88%		100%		76%				84.91%

																						 



























































































































































































2.21.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week

				Calls Received				963		702		810		858		847				4180

				Calls Handled				818		634		740		518		679				3390

				Calls Abandoned				114		46		51		na		139				349

				Abandon % (>5%)(Less Short Aban)				10.79%		6.25%		6.24%		20.00%		16.37%				11.93%

				Avg Time to Abandon				0:16:54		0:12:06		0:10:25		0:14:43		0:12:25				0:13:18

				Average Wait Time (>5 min)				0:10:54		0:07:09		0:06:36		0:10:52		0:14:34				0:10:01

				Max Wait Time				0:57:06		0:39:56		0:36:03		0:55:56		1:00:11				1:00:11

				Service Level (<95% calls under 5 min)				75.22%		84.99%		93.72%		4.48%		74.46%				66.57%

				Talk Time (Avg)				0:09:33		0:09:55		0:10:08		0:07:42		0:10:14				0:09:30

				Call Handle Time (Avg)				0:14:38		0:15:33		0:16:07		0:09:45		0:17:16				0:14:40

				Transfer Out				na		na		na				na				na

				First Call Resolution %				82.68%		84.08%		85.06%		86.27%		na				84.52%

				Complaints Received				2		0		1								3						 

				Complaints Resolved				1		0		1								2

				Helpline (Transfers from Vendor/other)				106		79		115		0		75				375

		 		Short Abandon (under 60 seconds)				5		0		2		1		4				12

				% of calls answered in under 10 minutes				84.34%		86.70%		94.51%		39.00%		40.03%				68.92%

				Occupancy				71.04%		47.34%		53.69%		na		na				57.36%

				Max Agents				16		14		16		na		25				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week

				Calls Received				178		147		160		178		173				836

				Calls Handled				170		146		160		176		163				815

				Calls Abandoned				7		1		0				8				16

				Abandon % (>5%)(Less Short Aban)				3.93%		0.68%		0.00%		1.12%		4.62%				2.07%

				Avg Time to Abandon				0:01:45		0:00:38		0:00:00				0:02:23				0:01:11

				Average Wait Time (>5 min)				0:01:04		0:00:16		0:00:27		0:00:25		0:02:03				0:00:51

				Max Wait Time				0:08:35		0:03:15		0:05:53		0:05:54		0:10:17				0:10:17

				Service Level (<95% calls under 5 min)				65.73%		85.71%		81.88%		85.39%		52.60%				74.26%

				Talk Time (Avg)				0:07:52		0:06:50		0:07:13		0:08:10		0:08:15				0:07:40

				Call Handle Time (Avg)				0:11:38		0:10:38		0:10:42		0:11:12		0:11:30				0:11:08

				Max Agents				4.40		3.45		3.80		5.00		4.92				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week

				Calls Received				192		208		195		199		152				946

				Calls Handled				173		191		182		195		144				885

				Calls Abandoned				19		16		11				8				54

				Abandon % (>5%)(Less Short Aban)				9.90%		7.69%		5.64%		2.01%		5.26%				6.10%

				Avg Time to Abandon				0:05:02		0:03:30		0:05:30				0:03:50				0:04:28

		 		Average Wait Time (>5 min)				0:04:50		0:03:34		0:03:59		0:01:36		0:01:30				0:03:05

				Max Wait Time				0:37:13		0:14:07		0:16:47		0:11:56		0:08:52				0:37:13

				Service Level (<95% calls under 5 min)				33.85%		38.94%		30.93%		58.29%		63.16%				45.03%

				Talk Time (Avg)				0:04:18		0:03:58		0:04:44		0:04:15		0:04:04				0:04:15

				Call Handle Time (Avg)				0:05:55		0:05:37		0:06:21		0:05:47		0:05:39				0:05:51

				Max Agents				2.27		2.39		2.23		3.00		1.81				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		Week

				Calls Received				106		72		115		na		75				368

				Calls Handled				79		54		104		na		54				290

				Calls Abandoned				-3		8		-9				-67				-71

				Abandon % (>5%)(Less Short Aban)				20.42%		12.24%		7.68%		na		27.06%				16.85%

				Avg Time to Abandon				0:17:02		0:12:06		0:10:24		na		0:16:26				0:13:59

				Average Wait Time (>5 min)				0:19:00		0:11:14		0:08:29		na		0:26:46				0:16:22

				Max Wait Time				0:57:06		0:39:56		0:36:03		na		1:00:11				1:00:11

				Service Level (<95% calls under 5 min)				29.02%		20.55%		24.19%				8.11%				20.47%

				Talk Time (Avg)				0:11:01		0:11:07		0:10:51		na		0:10:52				0:10:57

				Call Handle Time (Avg)				0:18:46		0:18:52		0:18:28		na		0:17:41				0:18:26

				Percent. calls transferred by vendor				11.01%		10.26%		14.20%		na		8.85%				11.08%

				Max Agents				21.96		19.80		23.39		na		16.58				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week

				Busy		 		0		0		0		na		1				1

				Caller canceled				0		3		1		na		0				4

				Connected				157		120		90		na		56				423

				Error				10		9		0		na		1				20

				Invalid Number				0		0		0		na		0				0

				No Answer				17		12		8		na		3				40

				No Response				36		16		15		na		12				79

				Total Requests				220		160		114		na		73				567

				% Connected				71%		75%		79%		na		77%				75.51%

																						 



























































































































































































2.14.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week

				Calls Received						1400		1017		809		808				4034

				Calls Handled						1147		924		778		789				3639

				Calls Abandoned						98		72		20		20				210

				Abandon % (>5%)(Less Short Aban)						7.63%		6.07%		2.42%		2.45%				4.64%

				Avg Time to Abandon						0:21:01		0:13:48		0:08:11		0:10:00				0:13:15

				Average Wait Time (>5 min)						0:10:04		0:06:14		0:02:20		0:04:14				0:05:43

				Max Wait Time						1:27:49		0:54:31		0:17:16		0:31:36				1:27:49

				Service Level (<95% calls under 5 min)						53.79%		82.02%		91.97%		84.21%				78.00%

				Talk Time (Avg)						0:09:15		0:08:49		0:09:52		0:09:43				0:09:25

				Call Handle Time (Avg)						0:12:49		0:12:55		0:14:56		0:14:33				0:13:48

				Transfer Out						na		na		na		na				na

				First Call Resolution %						83.85%		82.79%		79.91%		79.29%				81.46%

				Complaints Received						4		0		0		0				4						 

				Complaints Resolved						3		1		1		0				5

				Helpline (Transfers from Vendor/other)						234		99		136		87				556

		 		Short Abandon (under 60 seconds)						13		10		1		0				24

				% of calls answered in under 10 minutes						70.73%		85.80%		95.80%		91.73%				86.02%

				Occupancy						88.72%		86.06%		70.95%		71.94%				79.42%

				Max Agents						25		22		25		17				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week

				Calls Received						242		164		154		118				678

				Calls Handled						238		159		153		118				668

				Calls Abandoned						4		2		1		0				7

				Abandon % (>5%)(Less Short Aban)						1.65%		1.22%		0.65%		0.00%				0.88%

				Avg Time to Abandon						0:00:58		0:04:35		0:00:40		0:00:00				0:01:33

				Average Wait Time (>5 min)						0:00:27		0:00:13		0:00:20		0:00:05				0:00:16

				Max Wait Time						0:10:10		0:06:42		0:07:29		0:03:00				0:10:10

				Service Level (<95% calls under 5 min)						82.64%		90.24%		90.26%		96.61%				89.94%

				Talk Time (Avg)						0:07:59		0:08:36		0:08:04		0:08:33				0:08:18

				Call Handle Time (Avg)						0:11:54		0:11:40		0:11:34		0:12:17				0:11:51

				Max Agents						6.65		4.35		3.93		3.22				7				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week

				Calls Received						250		236		214		177				877

				Calls Handled						228		216		192		169				805

				Calls Abandoned						22		20		22		8				72

				Abandon % (>5%)(Less Short Aban)						8.80%		8.47%		10.28%		4.52%				8.02%

				Avg Time to Abandon						0:09:11		0:04:46		0:04:02		0:02:35				0:05:08

		 		Average Wait Time (>5 min)						0:05:20		0:03:19		0:03:48		0:01:31				0:03:29

				Max Wait Time						0:26:53		0:17:55		0:18:31		0:12:50				0:26:53

				Service Level (<95% calls under 5 min)						24.40%		40.68%		35.98%		50.28%				37.84%

				Talk Time (Avg)						0:04:20		0:04:30		0:04:24		0:03:39				0:04:13

				Call Handle Time (Avg)						0:06:02		0:06:16		0:06:08		0:05:33				0:05:59

				Max Agents						3.06		3.01		2.62		2.08				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week

				Calls Received						234		208		316		87				845

				Calls Handled						156		166		296		87				704

				Calls Abandoned						67		21		0		3				91

				Abandon % (>5%)(Less Short Aban)						28.51%		21.00%		5.06%		5.52%				15.02%

				Avg Time to Abandon						0:22:47		0:13:39		0:07:23		0:08:45				0:13:08

				Average Wait Time (>5 min)						0:35:18		0:19:29		0:04:29		0:06:56				0:16:33

				Max Wait Time						1:27:49		0:54:31		0:17:16		0:31:36				1:27:49

				Service Level (<95% calls under 5 min)						6.57%		11.83%		41.67%		44.12%				26.05%

				Talk Time (Avg)						0:13:14		0:11:28		0:12:09		0:11:48				0:12:09

				Call Handle Time (Avg)						0:21:04		0:20:28		0:21:16		0:19:41				0:20:37

				Percent. calls transferred by vendor						21.45%		20.45%		39.06%		10.77%				22.93%

				Max Agents						24.13		20.43		17.84		18.69				24

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Feb		15-Feb		16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		Week

				Busy		 				0		1		0		0				1

				Caller canceled						2		0		0		0				2

				Connected						202		114		35		47				398

				Error						4		2		0		3				9

				Invalid Number						2		1		0		0				3

				No Answer						33		16		3		3				55

				No Response						35		14		11		4				64

				Total Requests						278		148		49		57				532

				% Connected						73%		77%		71%		82%				75.89%

																						 



























































































































































































2.7.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week

				Calls Received				859		775		702		675		598				3609

				Calls Handled				783		727		681		649		581				3421

				Calls Abandoned				27		13		18		3		3				65

				Abandon % (>5%)(Less Short Aban)				3.14%		1.73%		2.55%		0.51%		0.46%				1.68%

				Avg Time to Abandon				0:11:37		0:13:50		0:12:12		0:20:30		0:17:32				0:15:08

				Average Wait Time (>5 min)				0:04:37		0:03:09		0:03:04		0:02:02		0:01:45				0:02:55

				Max Wait Time				0:20:18		0:20:55		0:15:49		0:12:24		0:14:09				0:20:55

				Service Level (<95% calls under 5 min)				46.97%		66.34%		96.79%		81.00%		85.59%				75.34%

				Talk Time (Avg)				0:08:44		0:08:49		0:03:53		0:09:19		0:09:28				0:08:03

				Call Handle Time (Avg)				0:12:16		0:12:16		0:10:45		0:13:38		0:13:52				0:12:33

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.33%		85.03%		84.83%		81.02%		81.76%				82.99%

				Complaints Received				2		1		0		0		0				3						 

				Complaints Resolved				4		1		0		0		0				5

				Helpline (Transfers from Vendor/other)				158		138		102		80		78				556

		 		Short Abandon (under 60 seconds)				8		4		0		3		1				16

				% of calls answered in under 10 minutes				83.99%		88.95%		97.00%		94.37%		94.50%				91.76%

				Occupancy				88.14%		82.11%		na		72.95%		61.53%				76.18%

				Max Agents				20		23		19		19		19				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week

				Calls Received				116		114		124		113		80				547

				Calls Handled				116		113		124		113		80				546

				Calls Abandoned				0		1		0		0		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.88%		0.00%		0.00%		0.00%				0.18%

				Avg Time to Abandon				0:00:00		0:00:30		0:00:00		0:00:00		0:00:00				0:00:06

				Average Wait Time (>5 min)				0:00:09		0:00:16		0:00:10		0:00:12		0:00:04				0:00:10

				Max Wait Time				0:04:40		0:10:41		0:03:11		0:05:04		0:04:22				0:10:41

				Service Level (<95% calls under 5 min)				95.69%		94.74%		92.74%		94.69%		98.75%				95.32%

				Talk Time (Avg)				0:07:07		0:08:07		0:06:34		0:08:12		0:09:30				0:07:54

				Call Handle Time (Avg)				0:10:53		0:11:50		0:10:25		0:11:47		0:12:32				0:11:29

				Max Agents				2.81		2.97		2.87		2.96		2.23				3				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week

				Calls Received				185		200		175		191		170				921

				Calls Handled				184		193		171		167		162				877

				Calls Abandoned				1		7		4		24		6				42

				Abandon % (>5%)(Less Short Aban)				0.54%		3.50%		2.29%		12.57%		3.53%				4.49%

				Avg Time to Abandon				0:00:18		0:01:44		0:02:57		0:03:42		0:03:43				0:02:28

		 		Average Wait Time (>5 min)				0:00:12		0:00:49		0:00:58		0:02:13		0:00:31				0:00:56

				Max Wait Time				0:04:00		0:06:49		0:09:57		0:16:38		0:08:38				0:16:38

				Service Level (<95% calls under 5 min)				89.73%		63.50%		77.71%		45.55%		79.41%				71.18%

				Talk Time (Avg)				0:04:07		0:04:32		0:03:59		0:05:01		0:04:16				0:04:23

				Call Handle Time (Avg)				0:06:36		0:06:41		0:05:11		0:06:38		0:05:54				0:06:12

				Max Agents				2.70		2.87		1.97		2.46		2.13				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Feb		8-Feb		9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		Week

				Calls Received				158		138		102		80		78				556

				Calls Handled				150		132		99		79		76				536

				Calls Abandoned				4		3		1		1		0				8

				Abandon % (>5%)(Less Short Aban)				2.54%		1.87%		1.08%		0.67%		0.35%				1.30%

				Avg Time to Abandon				0:09:19		0:09:21		0:07:07		0:06:30		0:09:51				0:08:25

				Average Wait Time (>5 min)				0:02:23		0:01:40		0:00:13		0:01:33		0:01:00				0:01:21

				Max Wait Time				0:20:18		0:20:55		0:09:30		0:11:17		0:10:48				0:20:55

				Service Level (<95% calls under 5 min)				60.97%		77.53%		93.55%		68.35%		74.30%				74.94%

				Talk Time (Avg)				0:10:24		0:12:00		0:10:31		0:11:03		0:11:50				0:11:09

				Call Handle Time (Avg)				0:18:26		0:19:56		0:17:58		0:19:37		0:19:57				0:19:10

				Percent. calls transferred by vendor				18.39%		17.81%		14.53%		11.85%		13.04%				15.13%

				Max Agents				12.41		11.38		10.82		12.72		12.47				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				28		8		1		13		4				54

				Error				0		0		0		0		0				0

				Invalid Number				0		1		0		0		0				1

				No Answer				0		0		0		0		0				0

				No Response				6		0		0		1		2				9

				Total Requests				34		9		1		14		7				65

				% Connected				82%		89%		100%		93%		57%				84.25%

																						 



























































































































































































2.1.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week

				Calls Received				981		817		751		744		758				4051

				Calls Handled				944		784		722		720		738				3907

				Calls Abandoned				7		8		5		5		3				29

				Abandon % (>5%)(Less Short Aban)				0.71%		1.01%		0.72%		0.66%		0.40%				0.70%

				Avg Time to Abandon				0:18:02		0:12:56		0:13:24		0:13:31		0:15:13				0:14:37

				Average Wait Time (>5 min)				0:02:32		0:01:49		0:01:52		0:01:59		0:01:26				0:01:56

				Max Wait Time				0:32:14		0:23:23		0:15:35		0:14:56		0:12:57				0:32:14

				Service Level (<95% calls under 5 min)				79.98%		83.42%		80.54%		82.17%		91.52%				83.53%

				Talk Time (Avg)				0:08:17		0:09:03		0:08:00		0:08:41		0:08:30				0:08:30

				Call Handle Time (Avg)				0:11:45		0:12:58		0:11:26		0:12:07		0:11:49				0:12:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.50%		81.52%		87.20%		84.97%		83.38%				83.31%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				2		1		1		0		0				4

				Helpline (Transfers from Vendor/other)				188		181		146		144		157				816

		 		Short Abandon (under 60 seconds)				5		5		6		6		5				27

				% of calls answered in under 10 minutes				93.87%		92.27%		95.83%		95.24%		97.07%				94.86%

				Occupancy				78.91%		77.64%		70.03%		79.61%		80.89%				77.41%

				Max Agents				28		29		26		23		23				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week

				Calls Received				144		130		131		118		109				632

				Calls Handled				135		129		128		117		106				615

				Calls Abandoned				8		1		1		0		2				12

				Abandon % (>5%)(Less Short Aban)				5.56%		0.77%		0.76%		0.00%		1.83%				1.78%

				Avg Time to Abandon				0:02:55		0:01:02		0:01:07		0:00:00		0:00:38				0:01:08

				Average Wait Time (>5 min)				0:01:24		0:00:06		0:00:09		0:00:11		0:00:09				0:00:23

				Max Wait Time				0:11:00		0:03:43		0:02:45		0:03:34		0:04:03				0:11:00

				Service Level (<95% calls under 5 min)				72.22%		96.15%		91.60%		90.68%		94.44%				89.02%

				Talk Time (Avg)				0:08:34		0:08:29		0:08:35		0:07:54		0:08:26				0:08:23

				Call Handle Time (Avg)				0:12:17		0:12:15		0:11:59		0:11:40		0:12:19				0:12:06

				Max Agents				3.69		3.51		3.41		3.03		2.93				4				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week

				Calls Received				189		226		212		197		152				976

				Calls Handled				187		218		202		191		150				948

				Calls Abandoned				2		7		7		6		1				23

				Abandon % (>5%)(Less Short Aban)				1.06%		3.10%		3.30%		3.05%		0.66%				2.23%

				Avg Time to Abandon				0:00:58		0:03:11		0:01:50		0:01:43		0:01:49				0:01:54

		 		Average Wait Time (>5 min)				0:01:29		0:01:23		0:02:14		0:02:15		0:00:38				0:01:35

				Max Wait Time				0:17:50		0:09:39		0:15:49		0:18:24		0:06:29				0:18:24

				Service Level (<95% calls under 5 min)				69.31%		60.62%		49.53%		51.27%		73.68%				60.88%

				Talk Time (Avg)				0:04:44		0:04:52		0:04:15		0:03:52		0:03:52				0:04:19

				Call Handle Time (Avg)				0:07:20		0:07:20		0:06:44		0:05:54		0:06:32				0:06:46

				Max Agents				3.05		3.56		3.02		2.51		2.18				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week

				Calls Received				188		181		146		144		157				816

				Calls Handled				183		174		143		141		153				795

				Calls Abandoned				2		4		1		1		0				7

				Abandon % (>5%)(Less Short Aban)				1.10%		2.09%		0.38%		0.75%		0.00%				0.86%

				Avg Time to Abandon				0:12:16		0:05:59		0:09:08		0:04:52		0:00:00				0:06:27

				Average Wait Time (>5 min)				0:03:30		0:03:04		0:01:21		0:01:59		0:01:11				0:02:13

				Max Wait Time				0:32:14		0:23:23		0:15:35		0:14:56		0:12:57				0:32:14

				Service Level (<95% calls under 5 min)				65.56%		60.78%		66.92%		63.67%		75.85%				66.56%

				Talk Time (Avg)				0:11:43		0:11:07		0:10:21		0:12:12		0:11:47				0:11:26

				Call Handle Time (Avg)				0:20:21		0:19:27		0:19:10		0:20:22		0:20:34				0:19:58

				Percent. calls transferred by vendor				19.16%		22.15%		19.44%		19.35%		20.71%				20.17%

				Max Agents				16.04		13.96		11.15		11.85		11.88				16

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Jan		1-Feb		2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				26		21		4		13		7				71

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				4		2		0		0		0				6

				No Response				3		3		0		0		0				6

				Total Requests				33		26		4		13		7				83

				% Connected				79%		81%		100%		100%		100%				91.91%

																						 



























































































































































































1.24.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week

				Calls Received				1152		905		894		911		974				4836

				Calls Handled				1115		869		865		895		892				4636

				Calls Abandoned				13		7		9		6		34				68

				Abandon % (>5%)(Less Short Aban)				1.10%		0.75%		1.04%		0.58%		3.48%				1.39%

				Avg Time to Abandon				0:10:29		0:15:31		0:11:56		0:06:59		0:10:31				0:11:05

				Average Wait Time (>5 min)				0:02:37		0:02:23		0:02:00		0:00:41		0:03:46				0:02:17

				Max Wait Time				0:31:34		0:19:03		0:20:38		0:21:38		0:30:59				0:31:34

				Service Level (<95% calls under 5 min)				77.60%		77.71%		82.65%		95.35%		61.72%				79.00%

				Talk Time (Avg)				0:08:37		0:08:40		0:08:30		0:08:10		0:08:27				0:08:29

				Call Handle Time (Avg)				0:12:15		0:12:18		0:11:44		0:11:31		0:12:10				0:12:00

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.53%		82.42%		83.62%		82.67%		81.69%				82.39%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		1		1		0				2

				Helpline (Transfers from Vendor/other)				177		177		146		161		172				833

		 		Short Abandon (under 60 seconds)				7		4		4		2		11				28

				% of calls answered in under 10 minutes				92.96%		89.70%		93.42%		97.09%		84.41%				91.52%

				Occupancy				8291.91%		7378.12%		7742.45%		7700.62%		8061.00%				7834.82%

				Max Agents				32		31		27		26		26				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week

				Calls Received				181		163		131		157		192				824

				Calls Handled				177		160		130		152		183				802

				Calls Abandoned				4		2		1		5		8				20

				Abandon % (>5%)(Less Short Aban)				2.21%		1.23%		0.76%		3.18%		4.17%				2.31%

				Avg Time to Abandon				0:04:12		0:06:56		0:00:35		0:02:52		0:01:05				0:03:08

				Average Wait Time (>5 min)				0:00:41		0:00:37		0:00:29		0:00:30		0:00:46				0:00:36

				Max Wait Time				0:09:46		0:12:28		0:06:28		0:16:34		0:07:59				0:16:34

				Service Level (<95% calls under 5 min)				77.90%		85.28%		86.26%		89.81%		79.17%				83.68%

				Talk Time (Avg)				0:08:23		0:07:59		0:08:22		0:08:50		0:08:14				0:08:21

				Call Handle Time (Avg)				0:12:21		0:11:23		0:11:30		0:12:20		0:12:03				0:11:55

				Max Agents				4.86		4.05		3.32		4.17		4.90				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week

				Calls Received				250		233		223		175		167				1048

				Calls Handled				243		223		215		173		164				1018

				Calls Abandoned				7		10		8		1		3				29

				Abandon % (>5%)(Less Short Aban)				2.80%		4.29%		3.59%		0.57%		1.80%				2.61%

				Avg Time to Abandon				0:02:44		0:02:21		0:02:27		0:02:18		0:03:31				0:02:40

		 		Average Wait Time (>5 min)				0:02:19		0:02:55		0:02:45		0:01:03		0:00:47				0:01:57

				Max Wait Time				0:13:09		0:18:52		0:12:15		0:08:13		0:09:35				0:18:52

				Service Level (<95% calls under 5 min)				48.00%		42.92%		42.15%		66.29%		77.84%				55.44%

				Talk Time (Avg)				0:04:29		0:04:40		0:04:54		0:04:14		0:04:26				0:04:32

				Call Handle Time (Avg)				0:07:08		0:07:13		0:07:26		0:06:43		0:06:47				0:07:03

				Max Agents				3.86		3.57		3.55		2.59		2.48				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week

				Calls Received				177		177		146		161		172				833

				Calls Handled				168		170		138		151		157				784

				Calls Abandoned				5		4		6		5		10				31

				Abandon % (>5%)(Less Short Aban)				2.99%		2.37%		3.83%		3.40%		5.87%				3.69%

				Avg Time to Abandon				0:09:08		0:05:19		0:08:26		0:06:59		0:08:51				0:07:44

				Average Wait Time (>5 min)				0:04:52		0:03:31		0:03:57		0:02:18		0:06:56				0:04:18

				Max Wait Time				0:31:34		0:19:03		0:20:38		0:21:38		0:30:59				0:31:34

				Service Level (<95% calls under 5 min)				54.50%		52.99%		53.50%		56.43%		38.64%				51.21%

				Talk Time (Avg)				0:12:25		0:11:11		0:12:00		0:11:18		0:11:48				0:11:44

				Call Handle Time (Avg)				0:21:07		0:19:52		0:21:20		0:20:54		0:21:05				0:20:51

				Percent. calls transferred by vendor				15.36%		19.56%		16.33%		17.67%		17.66%				17.32%

				Max Agents				18.02		14.30		12.93		14.16		15.36				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jan		25-Jan		26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		1		0		0		1				3

				Connected				43		42		37		21		58				201

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		1				1

				No Answer				0		3		0		1		3				7

				No Response				3		9		1		12		10				35

				Total Requests				48		55		38		34		73				248

				% Connected				90%		76%		97%		62%		79%				80.91%

																						 



























































































































































































1.17.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week

				Calls Received						1514		1014		1012		988				4528

				Calls Handled						1420		978		952		968				4319

				Calls Abandoned						31		20		19		2				72

				Abandon % (>5%)(Less Short Aban)						1.92%		1.73%		1.90%		0.21%				1.44%

				Avg Time to Abandon						0:08:21		0:10:15		0:11:04		0:03:28				0:08:17

				Average Wait Time (>5 min)						0:03:13		0:02:53		0:02:11		0:01:06				0:02:21

				Max Wait Time						0:25:13		0:27:14		0:25:08		0:15:13				0:27:14

				Service Level (<95% calls under 5 min)						70.05%		88.71%		79.56%		93.51%				82.96%

				Talk Time (Avg)						0:08:17		0:08:41		0:08:05		0:07:58				0:08:15

				Call Handle Time (Avg)						0:12:02		0:12:40		0:11:36		0:11:02				0:11:50

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.34%		81.53%		84.43%		84.54%				82.96%

				Complaints Received						0		1		1		0				2						 

				Complaints Resolved						0		1		1		0				2

				Helpline (Transfers from Vendor/other)						242		164		152		157				715

		 		Short Abandon (under 60 seconds)						17		0		10		3				30

				% of calls answered in under 10 minutes						89.53%		91.70%		92.58%		97.51%				92.83%

				Occupancy						88.43%		81.39%		85.14%		85.76%				85.18%

				Max Agents						39		31		28		25				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week

				Calls Received						231		186		159		172				748

				Calls Handled						207		176		155		165				703

				Calls Abandoned						23		9		4		7				43

				Abandon % (>5%)(Less Short Aban)						9.96%		4.84%		2.52%		4.07%				5.35%

				Avg Time to Abandon						0:03:56		0:02:10		0:01:33		0:01:22				0:02:15

				Average Wait Time (>5 min)						0:03:07		0:00:59		0:00:26		0:00:58				0:01:22

				Max Wait Time						0:21:35		0:08:34		0:07:04		0:07:56				0:21:35

				Service Level (<95% calls under 5 min)						33.77%		65.59%		81.13%		72.09%				63.15%

				Talk Time (Avg)						0:08:49		0:07:56		0:09:12		0:08:37				0:08:38

				Call Handle Time (Avg)						0:12:50		0:12:06		0:13:03		0:12:23				0:12:35

				Max Agents						5.90		4.73		4.49		4.54				6				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week

				Calls Received						234		242		213		182				871

				Calls Handled						210		217		196		170				793

				Calls Abandoned						24		25		17		12				78

				Abandon % (>5%)(Less Short Aban)						10.26%		10.33%		7.98%		6.59%				8.79%

				Avg Time to Abandon						0:05:05		0:03:04		0:02:48		0:03:29				0:03:36

		 		Average Wait Time (>5 min)						0:04:07		0:03:43		0:01:48		0:02:09				0:02:56

				Max Wait Time						0:16:29		0:14:16		0:17:23		0:13:45				0:17:23

				Service Level (<95% calls under 5 min)						28.63%		29.34%		53.52%		54.95%				41.61%

				Talk Time (Avg)						0:04:13		0:04:50		0:04:27		0:04:55				0:04:36

				Call Handle Time (Avg)						0:06:32		0:06:44		0:06:33		0:07:50				0:06:54

				Max Agents						3.05		3.25		2.85		2.96				3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week

				Calls Received						242		164		152		157				715

				Calls Handled						206		140		139		151				635

				Calls Abandoned						22		12		8		2				44

				Abandon % (>5%)(Less Short Aban)						8.94%		7.61%		5.00%		1.23%				5.70%

				Avg Time to Abandon						0:05:29		0:07:08		0:07:28		0:03:28				0:05:53

				Average Wait Time (>5 min)						0:07:33		0:06:50		0:02:31		0:01:17				0:04:32

				Max Wait Time						0:25:13		0:27:14		0:25:08		0:15:13				0:27:14

				Service Level (<95% calls under 5 min)						15.68%		26.15%		60.29%		72.39%				43.63%

				Talk Time (Avg)						0:10:57		0:11:22		0:11:26		0:12:15				0:11:30

				Call Handle Time (Avg)						0:20:49		0:20:42		0:20:27		0:20:01				0:20:29

				Percent. calls transferred by vendor						15.98%		16.17%		15.02%		15.89%				15.77%

				Max Agents						20.66		15.45		14.13		13.92				21

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jan		18-Jan		19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		Week

				Busy		 				87		87		87		87				348

				Caller canceled						1		1		0		0				2

				Connected						79		49		21		10				159

				Error						14		13		8		3				38

				Invalid Number						0		0		0		0				0

				No Answer						3		6		0		0				9

				No Response						4		15		2		0				21

				Total Requests						188		171		118		100				577

				% Connected						42%		29%		18%		10%				24.62%

																						 



























































































































































































1.10.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week

				Calls Received				1071		1016		870		880		869				4706

				Calls Handled				1059		968		859		860		864				4610

				Calls Abandoned				5		20		6		8		2				41

				Abandon % (>5%)(Less Short Aban)				0.45%		1.98%		0.67%		0.82%		0.18%				0.82%

				Avg Time to Abandon				0:03:13		0:08:33		0:07:52		0:05:49		0:09:38				0:07:01

				Average Wait Time (>5 min)				0:00:14		0:02:35		0:00:54		0:01:00		0:00:21				0:01:01

				Max Wait Time				0:08:06		0:29:58		0:39:24		0:27:01		0:16:38				0:39:24

				Service Level (<95% calls under 5 min)				98.37%		74.51%		91.99%		93.72%		98.18%				91.36%

				Talk Time (Avg)				0:08:31		0:08:25		0:08:53		0:08:34		0:08:08				0:08:30

				Call Handle Time (Avg)				0:12:00		0:11:27		0:12:02		0:11:58		0:11:40				0:11:49

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.96%		82.61%		82.73%		80.28%		83.40%				82.80%

				Complaints Received				2		0		0		0		1				3						 

				Complaints Resolved				2		0		0		4		1				7

				Helpline (Transfers from Vendor/other)				195		181		145		155		130				806

		 		Short Abandon (under 60 seconds)				3		6		0		2		1				12

				% of calls answered in under 10 minutes				98.84%		92.41%		95.34%		95.07%		98.82%				96.10%

				Occupancy				65.67%		70.57%		64.76%		70.51%		71.24%				68.55%

				Max Agents				41		34		34		29		28				41



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week

				Calls Received				188		186		162		140		131				807

				Calls Handled				187		169		157		137		130				780

				Calls Abandoned				1		16		5		0		1				23

				Abandon % (>5%)(Less Short Aban)				0.53%		8.60%		3.09%		0.00%		0.76%				2.60%

				Avg Time to Abandon				0:05:06		0:02:23		0:03:29		0:00:00		0:01:49				0:02:33

				Average Wait Time (>5 min)				0:00:11		0:01:05		0:00:29		0:00:06		0:00:16				0:00:25

				Max Wait Time				0:05:41		0:08:30		0:07:00		0:02:29		0:04:50				0:08:30

				Service Level (<95% calls under 5 min)				92.55%		67.20%		80.25%		95.71%		87.79%				84.70%

				Talk Time (Avg)				0:07:38		0:08:29		0:08:10		0:07:40		0:08:38				0:08:07

				Call Handle Time (Avg)				0:11:09		0:12:06		0:11:52		0:12:00		0:12:24				0:11:54

				Max Agents				4.64		4.55		4.14		3.65		3.58				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week

				Calls Received				235		170		249		199		211				1064

				Calls Handled				226		168		238		194		193				1019

				Calls Abandoned				9		1		11		5		18				44

				Abandon % (>5%)(Less Short Aban)				3.83%		0.59%		4.42%		2.51%		8.53%				3.98%

				Avg Time to Abandon				0:02:03		0:02:02		0:02:34		0:02:14		0:04:56				0:02:45

		 		Average Wait Time (>5 min)				0:00:35		0:00:28		0:01:49		0:01:32		0:03:44				0:01:37

				Max Wait Time				0:05:29		0:05:56		0:12:50		0:10:32		0:19:25				0:19:25

				Service Level (<95% calls under 5 min)				74.04%		81.76%		57.83%		65.33%		40.28%				63.85%

				Talk Time (Avg)				0:04:18		0:04:27		0:04:27		0:04:44		0:05:22				0:04:39

				Call Handle Time (Avg)				0:06:49		0:06:59		0:06:51		0:07:13		0:08:28				0:07:16

				Max Agents				3.43		2.61		3.63		3.11		3.63				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week

				Calls Received				195		181		145		155		130				806

				Calls Handled				187		166		136		143		128				760

				Calls Abandoned				5		12		7		7		1				32

				Abandon % (>5%)(Less Short Aban)				2.59%		6.38%		4.73%		4.78%		1.07%				3.91%

				Avg Time to Abandon				0:03:13		0:03:34		0:07:52		0:05:49		0:09:38				0:06:01

				Average Wait Time (>5 min)				0:00:31		0:03:28		0:05:09		0:03:37		0:01:09				0:02:46

				Max Wait Time				0:08:06		0:29:58		0:39:24		0:27:01		0:16:38				0:39:24

				Service Level (<95% calls under 5 min)				80.47%		63.41%		43.07%		57.51%		78.49%				64.59%

				Talk Time (Avg)				0:12:11		0:11:55		0:11:36		0:11:50		0:11:29				0:11:48

				Call Handle Time (Avg)				0:20:20		0:19:59		0:20:03		0:19:49		0:20:55				0:20:13

				Percent. calls transferred by vendor				18.21%		17.81%		16.67%		17.61%		14.96%				17.05%

				Max Agents				16.80		13.36		11.49		12.76		12.82				17

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jan		11-Jan		12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				3		16		38		27		10				94

				Error				0		1		2		2		1				6

				Invalid Number				0		0		0		0		0				0

				No Answer				3		3		4		3		0				13

				No Response				0		1		5		3		1				10

				Total Requests				6		21		49		35		13				124

				% Connected				50%		76%		78%		77%		77%				71.56%

																						 



























































































































































































1.3.2021

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week

				Calls Received				1449		1191		945		1030		906				5521

				Calls Handled				1415		1164		943		1019		900				5441

				Calls Abandoned				0		0		2		6		3				11

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.24%		0.52%		0.30%				0.21%

				Avg Time to Abandon				0:00:00		0:00:00		0:09:10		0:10:55		0:09:49				0:05:58

				Average Wait Time (>5 min)				0:01:22		0:01:29		0:00:11		0:00:21		0:00:13				0:00:43

				Max Wait Time				0:07:38		0:08:45		0:24:54		0:23:02		0:11:40				0:24:54

				Service Level (<95% calls under 5 min)				91.99%		92.70%		95.58%		97.03%		98.16%				95.09%

				Talk Time (Avg)				0:07:30		0:08:18		0:08:27		0:08:28		0:08:28				0:08:14

				Call Handle Time (Avg)				0:10:12		0:10:51		0:11:34		0:11:36		0:11:46				0:11:12

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.70%		79.66%		80.79%		83.59%		83.43%				81.44%

				Complaints Received				0		2		0		0		1				3						 

				Complaints Resolved				0		2		0		0		1				3

				Helpline (Transfers from Vendor/other)				438		369		222		181		167				1377

		 		Short Abandon (under 60 seconds)				11		9		0		0		0				20

				% of calls answered in under 10 minutes				97.65%		97.73%		97.71%		98.23%		98.74%				98.01%

				Occupancy				84.34%		91.40%		52.40%		61.59%		56.14%				69.17%

				Max Agents				45		40		50		46		41				50



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week

				Calls Received				151		179		150		158		163				801

				Calls Handled				150		178		149		155		162				794

				Calls Abandoned				1		1		0		3		1				6

				Abandon % (>5%)(Less Short Aban)				0.66%		0.56%		0.00%		1.90%		0.61%				0.75%

				Avg Time to Abandon				0:03:42		0:02:50		0:00:00		0:01:34		0:00:24				0:01:42

				Average Wait Time (>5 min)				0:00:24		0:00:46		0:00:13		0:00:32		0:01:26				0:00:40

				Max Wait Time				0:06:24		0:10:53		0:03:23		0:10:30		0:08:45				0:10:53

				Service Level (<95% calls under 5 min)				86.09%		84.36%		87.33%		85.44%		67.48%				82.14%

				Talk Time (Avg)				0:07:21		0:07:58		0:09:14		0:08:28		0:08:15				0:08:15

				Call Handle Time (Avg)				0:11:25		0:11:33		0:13:09		0:11:56		0:12:28				0:12:06

				Max Agents				3.81		4.57		4.36		4.11		4.49				5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week

				Calls Received				224		215		211		228		192				1070

				Calls Handled				216		206		208		216		183				1029

				Calls Abandoned				8		9		3		12		8				40

				Abandon % (>5%)(Less Short Aban)				3.57%		4.19%		1.42%		5.26%		4.17%				3.72%

				Avg Time to Abandon				0:03:05		0:03:30		0:01:47		0:03:22		0:03:47				0:03:06

		 		Average Wait Time (>5 min)				0:02:46		0:01:51		0:00:44		0:03:53		0:01:06				0:02:04

				Max Wait Time				0:11:59		0:12:23		0:07:28		0:16:29		0:08:34				0:16:29

				Service Level (<95% calls under 5 min)				39.73%		60.93%		75.36%		37.72%		64.06%				55.56%

				Talk Time (Avg)				0:05:19		0:04:41		0:04:36		0:05:12		0:04:42				0:04:54

				Call Handle Time (Avg)				0:07:58		0:06:54		0:07:44		0:07:43		0:07:11				0:07:30

				Max Agents				3.82		3.16		3.57		3.71		2.92				4				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week

				Calls Received				438		369		222		181		167				1377

				Calls Handled				428		352		215		167		160				1322

				Calls Abandoned				5		12		7		7		3				34

				Abandon % (>5%)(Less Short Aban)				1.14%		3.25%		3.02%		4.04%		1.90%				2.67%

				Avg Time to Abandon				0:12:06		0:03:48		0:09:10		0:10:55		0:09:49				0:09:09

				Average Wait Time (>5 min)				0:01:55		0:03:14		0:02:16		0:01:45		0:00:59				0:02:01

				Max Wait Time				0:21:04		0:23:44		0:24:54		0:23:02		0:11:40				0:24:54

				Service Level (<95% calls under 5 min)				78.62%		47.15%		69.13%		65.73%		78.34%				67.79%

				Talk Time (Avg)				0:12:29		0:12:15		0:12:32		0:11:34		0:11:14				0:12:00

				Call Handle Time (Avg)				0:20:51		0:20:47		0:20:43		0:19:42		0:19:08				0:20:14

				Percent. calls transferred by vendor				30.23%		30.98%		23.49%		17.57%		18.43%				24.14%

				Max Agents				19.92		16.25		13.29		13.00		12.87				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jan		4-Jan		5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		Week

				Busy		 		1		0		0		0		0				1

				Caller canceled				0		0		0		0		0				0

				Connected				21		26		22		17		11				97

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				2		0		2		1		1				6

				No Response				2		0		2		3		0				7

				Total Requests				26		26		26		21		12				111

				% Connected				81%		100%		85%		81%		92%				87.60%

																						 



























































































































































































12.27.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week

				Calls Received				1497		1320		1256		1008						5081

				Calls Handled				1496		1290		1249		1002						5037

				Calls Abandoned				0		1		0		0						1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.08%		0.00%		0.00%						0.02%

				Avg Time to Abandon				0:00:00		0:13:51		0:00:00		0:00:00						0:03:27

				Average Wait Time (>5 min)				0:00:04		0:01:34		0:00:18		0:00:09						0:00:31

				Max Wait Time				0:02:50		0:08:06		0:04:08		0:05:10						0:08:06

				Service Level (<95% calls under 5 min)				99.93%		88.11%		99.44%		98.91%						96.60%

				Talk Time (Avg)				0:08:04		0:08:27		0:07:44		0:07:26						0:07:55

				Call Handle Time (Avg)				0:10:42		0:10:58		0:10:27		0:10:06						0:10:33

				Transfer Out				na		na		na		na						na

				First Call Resolution %				82.65%		82.50%		82.83%		83.20%						82.79%

				Complaints Received				1		1		0		0						2						 

				Complaints Resolved				0		2		1		0						3

				Helpline (Transfers from Vendor/other)				466		409		381		295						1551

		 		Short Abandon (under 60 seconds)				1		11		5		4						21

				% of calls answered in under 10 minutes				99.93%		97.73%		99.44%		99.40%						99.13%

				Occupancy				75.75%		84.32%		69.98%		64.97%						73.76%

				Max Agents				56		49		55		43						56



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week

				Calls Received				164		204		207		144						719

				Calls Handled				162		190		201		142						695

				Calls Abandoned				2		12		5		1						20

				Abandon % (>5%)(Less Short Aban)				1.22%		5.88%		2.42%		0.69%						2.55%

				Avg Time to Abandon				0:01:56		0:04:26		0:01:46		0:00:22						0:02:07

				Average Wait Time (>5 min)				0:00:21		0:02:10		0:01:41		0:00:33						0:01:11

				Max Wait Time				0:08:20		0:21:21		0:17:15		0:09:24						0:21:21

				Service Level (<95% calls under 5 min)				82.93%		60.29%		67.15%		83.22%						73.40%

				Talk Time (Avg)				0:07:17		0:07:41		0:07:17		0:07:44						0:07:29

				Call Handle Time (Avg)				0:11:08		0:10:33		0:11:03		0:11:18						0:11:00

				Max Agents				4.01		4.46		4.93		3.59						5				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week

				Calls Received				181		165		152		147						645

				Calls Handled				164		159		145		143						611

				Calls Abandoned				17		6		7		4						34

				Abandon % (>5%)(Less Short Aban)				9.39%		3.64%		4.61%		2.72%						5.09%

				Avg Time to Abandon				0:03:20		0:05:19		0:01:23		0:03:15						0:03:19

		 		Average Wait Time (>5 min)				0:02:38		0:02:23		0:00:50		0:01:40						0:01:52

				Max Wait Time				0:19:19		0:17:24		0:08:07		0:15:06						0:19:19

				Service Level (<95% calls under 5 min)				53.04%		56.36%		70.39%		70.75%						62.64%

				Talk Time (Avg)				0:05:06		0:05:14		0:04:43		0:04:29						0:04:53

				Call Handle Time (Avg)				0:07:00		0:07:12		0:07:15		0:06:34						0:07:00

				Max Agents				2.55		2.54		2.34		2.09						3				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week

				Calls Received				466		409		381		295						1551

				Calls Handled				429		391		364		285						1469

				Calls Abandoned				18		11		10		6						45

				Abandon % (>5%)(Less Short Aban)				3.86%		2.69%		2.62%		2.03%						2.80%

				Avg Time to Abandon				0:08:50		0:05:03		0:04:39		0:06:55						0:06:21

				Average Wait Time (>5 min)				0:08:57		0:05:26		0:07:43		0:03:44						0:06:27

				Max Wait Time				0:35:39		0:19:16		0:35:28		0:24:03						0:35:39

				Service Level (<95% calls under 5 min)				31.45%		23.04%		35.71%		52.72%						35.73%

				Talk Time (Avg)				0:12:31		0:12:27		0:11:27		0:11:43						0:12:02

				Call Handle Time (Avg)				0:21:05		0:21:17		0:19:20		0:21:15						0:20:44

				Percent. calls transferred by vendor				31.13%		30.98%		30.33%		29.27%						30.43%

				Max Agents				20.13		18.49		15.63		13.46						20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Dec		28-Dec		29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		Week

				Busy		 		0		0		0		0						0

				Caller canceled				0		0		0		0						0

				Connected				70		28		40		26						164

				Error				0		0		0		0						0

				Invalid Number				0		0		0		0						0

				No Answer				9		0		0		3						12

				No Response				6		1		5		4						16

				Total Requests				85		29		45		33						192

				% Connected				82%		97%		89%		79%						86.65%

																						 



























































































































































































12.20.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week

				Calls Received		385		3910		5058		828		276						10457

				Calls Handled		385		3638		4584		828		276						9711

				Calls Abandoned		0		76		124		0		0						201

				Abandon % (>5%)(Less Short Aban)		0.00%		1.93%		2.38%		0.00%		0.00%						0.86%

				Avg Time to Abandon		0:00:00		0:12:35		0:13:52		0:00:00		0:00:00						0:05:17

				Average Wait Time (>5 min)		0:00:00		0:03:58		0:04:49		0:00:01		0:00:01						0:01:46

				Max Wait Time		0:00:02		0:30:28		0:45:43		0:01:17		0:00:50						0:45:43

				Service Level (<95% calls under 5 min)		100.00%		41.82%		30.83%		100.00%		100.00%						74.53%

				Talk Time (Avg)		0:09:26		0:08:54		0:09:06		0:07:39		0:07:56						0:08:36

				Call Handle Time (Avg)		0:11:34		0:11:35		0:11:46		0:10:15		0:10:25						0:11:07

				Transfer Out		na		na		na		na		na						na

				First Call Resolution %		86.04%		86.84%		86.98%		82.15%		79.84%						84.37%

				Complaints Received		0		1		0		0		0						1						 

				Complaints Resolved		0		2		0		0		0						2

				Helpline (Transfers from Vendor/other)		96		1027		1311		224		89						2747

		 		Short Abandon (under 60 seconds)		0		46		87		0		0						133

				% of calls answered in under 10 minutes		100.00%		72.96%		63.73%		100.00%		100.00%						87.34%

				Occupancy		29.61%		87.26%		85.60%		46.51%		29.46%						55.69%

				Max Agents		39		83		84		48		26						84



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week

				Calls Received				734		675		120		13						1542

				Calls Handled				506		543		119		13						1181

				Calls Abandoned				227		132		1		0						360

				Abandon % (>5%)(Less Short Aban)				30.93%		19.56%		0.83%		0.00%						12.83%

				Avg Time to Abandon				0:07:56		0:06:44		0:03:22		0:00:00						0:04:30

				Average Wait Time (>5 min)				0:10:07		0:09:53		0:00:20		0:00:03						0:05:05

				Max Wait Time				0:42:22		0:41:11		0:04:02		0:00:13						0:42:22

				Service Level (<95% calls under 5 min)				23.57%		23.11%		84.17%		100.00%						57.71%

				Talk Time (Avg)				0:09:16		0:09:01		0:09:13		0:05:23						0:08:13

				Call Handle Time (Avg)				0:12:37		0:12:22		0:12:35		0:08:17						0:11:27

				Max Agents				14.18		14.93		3.38		0.24						15				 







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week

				Calls Received				365		376		165		77						983

				Calls Handled				313		334		148		76						871

				Calls Abandoned				52		42		17		1						112

				Abandon % (>5%)(Less Short Aban)				14.25%		11.17%		10.30%		1.30%						9.26%

				Avg Time to Abandon				0:06:53		0:05:39		0:04:16		0:00:19						0:04:16

		 		Average Wait Time (>5 min)				0:06:00		0:05:53		0:04:37		0:00:33						0:04:15

				Max Wait Time				0:28:15		0:39:49		0:19:45		0:06:15						0:39:49

				Service Level (<95% calls under 5 min)				32.05%		39.63%		27.27%		85.71%						46.17%

				Talk Time (Avg)				0:04:56		0:05:19		0:05:24		0:04:18						0:04:59

				Call Handle Time (Avg)				0:07:36		0:08:04		0:07:57		0:07:00						0:07:39

				Max Agents				5.29		5.99		2.62		1.18						6				 

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week

				Calls Received		96		1027		1311		224		89						2747

				Calls Handled		94		792		828		236		87						2037

				Calls Abandoned		0		82		152		2		2						237

				Abandon % (>5%)(Less Short Aban)		0.00%		7.94%		11.63%		0.89%		2.25%						4.54%

				Avg Time to Abandon		0:00:00		0:06:20		0:11:13		0:03:44		0:08:35						0:05:58

				Average Wait Time (>5 min)		0:00:04		0:12:33		0:16:20		0:02:29		0:01:44						0:06:38

				Max Wait Time		0:02:33		0:30:28		0:45:43		0:19:16		0:15:29						0:45:43

				Service Level (<95% calls under 5 min)		97.87%		9.52%		4.73%		64.73%		74.16%						50.20%

				Talk Time (Avg)		0:13:08		0:14:34		0:14:39		0:13:39		0:15:08						0:14:13

				Call Handle Time (Avg)		0:21:36		0:23:11		0:23:06		0:22:37		0:22:37						0:22:37

				Percent. calls transferred by vendor		24.94%		26.27%		25.92%		27.05%		32.25%						27.28%

				Max Agents		4.61		43.99		46.15		11.79		4.37						46

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Dec		21-Dec		22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		Week

				Busy		0		0		0		0		0						0

				Caller canceled		0		3		8		0		0						11

				Connected		0		158		117		7		3						285

				Error		0.00%		33		132		0		0						165

				Invalid Number		0.00%		1		0		0		0						1

				No Answer		0:00:00		4		2		0		1						7

				No Response		0:00:00		10		6		0		0						16

				Total Requests		0:00:00		209		265		7		4						485

				% Connected		na		76%		44%		100%		75%						73.69%

																						 



























































































































































































12.13.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week

				Calls Received				2953		2830		1732		1798		1993		445		11751

				Calls Handled				2794		2679		1731		1798		1991		445		11438

				Calls Abandoned				21		25		0		0		0		0		46

				Abandon % (>5%)(Less Short Aban)				0.71%		0.88%		0.00%		0.00%		0.00%		0.00%		0.27%

				Avg Time to Abandon				0:20:14		0:16:47		0:00:00		0:00:00		0:00:00		0:00:00		0:06:10

				Average Wait Time (>5 min)				0:03:42		0:02:35		0:00:01		0:00:01		0:00:05		0:00:01		0:01:04

				Max Wait Time				0:16:56		0:11:05		0:00:39		0:00:05		0:04:01		0:00:02		0:16:56

				Service Level (<95% calls under 5 min)				66.20%		71.02%		99.94%		100.00%		99.90%		100.00%		89.51%

				Talk Time (Avg)				0:08:50		0:08:55		0:08:37		0:08:31		0:08:39		0:09:25		0:08:49

				Call Handle Time (Avg)				0:11:25		0:11:30		0:11:02		0:10:57		0:11:11		0:11:57		0:11:20

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				85.20%		85.41%		87.01%		88.11%		85.00%		82.52%		85.54%

				Complaints Received				3		2		0		0		0		0		5						 

				Complaints Resolved				2		2		0		0		0		0		4

				Helpline (Transfers from Vendor/other)				685		716		450		446		593		130		3020

		 		Short Abandon (under 60 seconds)				34		32		1		0		2		0		69

				% of calls answered in under 10 minutes				94.04%		93.71%		99.94%		100.00%		99.90%		100.00%		97.93%

				Occupancy				91.32%		90.45%		61.24%		56.43%		66.49%		35.00%		66.82%

				Max Agents				97		97		91		97		93		38		97



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week

				Calls Received				476		490		418		396		416		87		2283

				Calls Handled				413		405		388		383		378		87		2054						Top 5 Call Reasons

				Calls Abandoned				62		85		28		11		38		0		224

				Abandon % (>5%)(Less Short Aban)				13.03%		17.35%		6.70%		2.78%		9.13%		0.00%		8.17%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:18		0:04:15		0:05:45		0:02:07		0:06:20		0:00:00		0:03:47

				Average Wait Time (>5 min)				0:03:45		0:06:15		0:01:34		0:01:10		0:03:52		0:00:45		0:02:53						x		x

				Max Wait Time				0:17:03		0:23:33		0:17:11		0:16:49		0:36:07		0:08:26		0:36:07						x		x

				Service Level (<95% calls under 5 min)				25.21%		20.82%		64.27%		68.94%		43.03%		77.01%		49.88%						x		x

				Talk Time (Avg)				0:08:30		0:09:21		0:07:56		0:08:34		0:08:50		0:10:28		0:08:56						x		x

				Call Handle Time (Avg)				0:11:57		0:13:14		0:11:27		0:12:00		0:12:14		0:14:14		0:12:31						x		x

				Max Agents				10.96		11.91		9.90		10.22		10.28		2.75		12				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week

				Calls Received				309		293		301		331		259		68		1561

				Calls Handled				251		257		268		285		239		68		1368						Top 5 Call Reasons

				Calls Abandoned				58		35		33		46		20		0		192

				Abandon % (>5%)(Less Short Aban)				18.77%		11.95%		10.96%		13.90%		7.72%		0.00%		10.55%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:02		0:04:24		0:04:01		0:05:01		0:04:01		0:00:00		0:03:54

		 		Average Wait Time (>5 min)				0:06:54		0:06:13		0:04:11		0:05:28		0:02:52		0:00:01		0:04:16						x		x

				Max Wait Time				0:33:12		0:21:20		0:18:56		0:25:25		0:17:50		0:00:03		0:33:12						x		x

				Service Level (<95% calls under 5 min)				17.15%		33.11%		24.92%		34.44%		41.70%		100.00%		41.89%						x		x

				Talk Time (Avg)				0:05:10		0:05:26		0:05:30		0:05:03		0:04:53		0:05:17		0:05:13						x		x

				Call Handle Time (Avg)				0:07:36		0:08:08		0:08:32		0:07:36		0:08:04		0:07:18		0:07:52						x		x

				Max Agents				4.24		4.64		5.09		4.82		4.29		1.10		5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week

				Calls Received				685		716		450		446		593		130		3020

				Calls Handled				542		510		407		406		462		129		2456

				Calls Abandoned				103		111		25		26		67		0		332

				Abandon % (>5%)(Less Short Aban)				15.04%		15.50%		5.56%		5.83%		11.30%		0.00%		8.87%

				Avg Time to Abandon				0:13:24		0:12:32		0:08:03		0:05:18		0:11:14		0:00:00		0:08:25

				Average Wait Time (>5 min)				0:20:40		0:29:33		0:11:52		0:07:29		0:21:25		0:01:58		0:15:29

				Max Wait Time				0:48:40		1:02:42		0:30:43		0:32:49		0:42:25		0:15:33		1:02:42

				Service Level (<95% calls under 5 min)				5.57%		3.14%		10.29%		27.93%		6.14%		68.22%		20.22%

				Talk Time (Avg)				0:14:57		0:14:30		0:14:14		0:14:36		0:13:58		0:14:31		0:14:27

				Call Handle Time (Avg)				0:23:04		0:23:06		0:22:30		0:23:05		0:22:15		0:23:07		0:22:51

				Percent. calls transferred by vendor				23.20%		25.30%		25.98%		24.81%		29.75%		29.21%		26.38%

				Max Agents				27.77		26.33		20.39		20.82		22.83		6.63		28

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Dec		14-Dec		15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		Week

				Busy		 		1		0		0		0		0		0		1

				Caller canceled				1		3		0		1		1		0		6

				Connected				137		195		82		66		152		6		638

				Error				6		12		1		4		12		0		35

				Invalid Number				0		1		0		0		0		0		1

				No Answer				5		14		3		5		6		1		34

				No Response				8		13		10		5		7		0		43

				Total Requests				158		238		96		81		178		7		758

				% Connected				87%		82%		85%		81%		85%		86%		84.44%

																						 



























































































































































































12.6.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week

				Calls Received				2106		1784		1622		1557		1548		234		8851

				Calls Handled				2105		1784		1621		1556		1547		234		8847

				Calls Abandoned				0		0		0		0		0		0		0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00

				Average Wait Time (>5 min)				0:00:01		0:00:04		0:00:02		0:00:02		0:00:01		0:00:01		0:00:02

				Max Wait Time				0:01:17		0:07:51		0:01:36		0:02:12		0:00:08		0:00:02		0:07:51

				Service Level (<95% calls under 5 min)				99.95%		99.61%		99.94%		99.94%		99.94%		100.00%		99.89%

				Talk Time (Avg)				0:08:04		0:07:56		0:08:14		0:08:08		0:08:23		0:08:30		0:08:12

				Call Handle Time (Avg)				0:10:25		0:10:15		0:10:37		0:10:38		0:11:05		0:10:37		0:10:36

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				84.43%		84.70%		84.77%		85.71%		82.97%		86.94%		84.92%

				Complaints Received				0		0		0		0		0		0		0						 

				Complaints Resolved				6		0		0		0		0		0		6

				Helpline (Transfers from Vendor/other)				551		470		402		398		417		52		2290

		 		Short Abandon (under 60 seconds)				1		0		1		1		1		0		4

				% of calls answered in under 10 minutes				99.95%		100.00%		99.94%		99.94%		99.94%		100.00%		99.96%

				Occupancy				59.94%		61.84%		60.26%		58.39%		55.95%		49.06%		57.57%

				Max Agents				103		87		93		85		89		13		103



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week

				Calls Received				242		361		373		386		360		32		1754

				Calls Handled				237		333		351		355		347		31		1654						Top 5 Call Reasons

				Calls Abandoned				4		27		22		31		13		1		98

				Abandon % (>5%)(Less Short Aban)				1.65%		7.48%		5.90%		8.03%		3.61%		3.12%		4.97%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:01		0:05:58		0:03:46		0:04:52		0:03:30		0:03:53		0:04:00

				Average Wait Time (>5 min)				0:00:21		0:03:30		0:02:15		0:02:59		0:01:48		0:01:17		0:02:01						x		x

				Max Wait Time				0:05:02		0:19:10		0:21:52		0:17:26		0:15:52		0:09:20		0:21:52						x		x

				Service Level (<95% calls under 5 min)				84.23%		40.17%		60.32%		52.85%		64.44%		71.88%		62.32%						x		x

				Talk Time (Avg)				0:08:25		0:08:13		0:08:15		0:08:20		0:08:19		0:09:12		0:08:27						x		x

				Call Handle Time (Avg)				0:11:54		0:11:24		0:11:18		0:11:32		0:11:35		0:12:42		0:11:44						x		x

				Max Agents				6.30		8.43		8.82		9.10		8.94		0.87		9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week

				Calls Received				301		300		264		285		255		23		1428

				Calls Handled				276		281		254		254		248		21		1334						Top 5 Call Reasons

				Calls Abandoned				25		19		9		30		7		1		91

				Abandon % (>5%)(Less Short Aban)				8.31%		6.33%		3.41%		10.53%		2.75%		4.35%		5.95%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:24		0:02:30		0:02:14		0:06:07		0:01:27		0:00:35		0:02:42

		 		Average Wait Time (>5 min)				0:03:09		0:03:08		0:01:43		0:05:55		0:01:03		0:00:01		0:02:29						x		x

				Max Wait Time				0:18:37		0:11:05		0:11:18		0:20:31		0:10:11		0:00:04		0:20:31						x		x

				Service Level (<95% calls under 5 min)				29.57%		34.33%		50.38%		31.58%		68.63%		100.00%		52.42%						x		x

				Talk Time (Avg)				0:04:18		0:04:49		0:04:50		0:05:20		0:04:26		0:03:32		0:04:32						x		x

				Call Handle Time (Avg)				0:06:48		0:07:28		0:07:47		0:08:13		0:06:49		0:06:43		0:07:18						x		x

				Max Agents				4.17		4.66		4.39		4.64		3.76		0.31		5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week

				Calls Received				551		470		402		398		417		52		2290

				Calls Handled				505		457		383		374		404		51		2174

				Calls Abandoned				34		8		15		16		9		0		82

				Abandon % (>5%)(Less Short Aban)				6.17%		1.70%		3.73%		4.02%		2.16%		0.00%		2.96%

				Avg Time to Abandon				0:05:51		0:01:39		0:04:58		0:04:22		0:04:22		0:00:00		0:03:32

				Average Wait Time (>5 min)				0:06:45		0:03:07		0:05:56		0:05:19		0:02:26		0:00:25		0:03:59

				Max Wait Time				0:26:18		0:18:13		0:23:33		0:18:14		0:14:23		0:08:02		0:26:18

				Service Level (<95% calls under 5 min)				32.84%		47.55%		31.00%		35.10%		56.28%		90.20%		48.83%

				Talk Time (Avg)				0:14:08		0:13:06		0:13:55		0:13:47		0:13:55		0:11:46		0:13:26

				Call Handle Time (Avg)				0:22:48		0:21:19		0:21:26		0:21:56		0:22:08		0:20:01		0:21:36

				Percent. calls transferred by vendor				26.16%		26.35%		24.78%		25.56%		26.94%		22.22%		25.34%

				Max Agents				25.68		21.65		18.23		18.22		19.86		2.27		26

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Dec		7-Dec		8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		1		1		0		0		2

				Connected				65		28		26		27		14		0		160

				Error				1		0		0		0		0		0		1

				Invalid Number				0		0		0		0		0		0		0

				No Answer				3		1		3		2		1		0		10

				No Response				8		1		0		0		0		0		9

				Total Requests				77		30		30		30		15		0		182

				% Connected				84%		93%		87%		90%		93%		na		89.55%

																						 



























































































































































































11.29.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week

				Calls Received				2514		1849		1635		1653		1442		194		9287

				Calls Handled				2408		1842		1635		1653		1442		194		9174

				Calls Abandoned				24		2		0		0		0		0		26

				Abandon % (>5%)(Less Short Aban)				0.95%		0.11%		0.00%		0.00%		0.00%		0.00%		0.18%

				Avg Time to Abandon				0:12:57		0:07:27		0:00:00		0:00:00		0:00:00		0:00:00		0:03:24

				Average Wait Time (>5 min)				0:02:16		0:00:16		0:00:01		0:00:01		0:00:01		0:00:09		0:00:27

				Max Wait Time				0:18:25		0:07:06		0:00:04		0:00:05		0:00:03		0:02:39		0:18:25

				Service Level (<95% calls under 5 min)				76.81%		99.13%		100.00%		100.00%		100.00%		100.00%		95.99%

				Talk Time (Avg)				0:07:39		0:07:13		0:08:09		0:08:02		0:08:08		0:07:34		0:07:47

				Call Handle Time (Avg)				0:10:13		0:10:13		0:10:33		0:10:14		0:10:26		0:10:09		0:10:18

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				80.83%		78.10%		80.27%		83.06%		84.40%		84.52%		81.86%

				Complaints Received				1		1		0		2		0		0		4						 

				Complaints Resolved				0		1		0		1		0		0		2

				Helpline (Transfers from Vendor/other)				661		520		463		464		354		52		2514

		 		Short Abandon (under 60 seconds)				31		4		0		0		0		0		35

				% of calls answered in under 10 minutes				94.87%		99.62%		100.00%		100.00%		100.00%		100.00%		99.08%

				Occupancy				85.77%		73.90%		56.87%		57.01%		46.44%		56.11%		62.68%

				Max Agents				89		79		91		90		100		9		100



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week

				Calls Received				364		311		283		260		263		20		1501

				Calls Handled				332		293		271		254		260		20		1430						Top 5 Call Reasons

				Calls Abandoned				32		15		12		6		3		0		68

				Abandon % (>5%)(Less Short Aban)				8.79%		4.82%		4.24%		2.31%		1.14%		0.00%		3.55%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:54		0:02:37		0:04:02		0:01:48		0:03:50		0:00:00		0:02:51

				Average Wait Time (>5 min)				0:03:14		0:02:17		0:01:26		0:00:34		0:00:55		0:00:15		0:01:26						x		x

				Max Wait Time				0:18:52		0:20:00		0:10:18		0:05:16		0:09:55		0:04:44		0:20:00						x		x

				Service Level (<95% calls under 5 min)				45.60%		58.52%		65.02%		77.69%		72.24%		95.00%		69.01%						x		x

				Talk Time (Avg)				0:07:42		0:09:00		0:08:10		0:08:48		0:08:14		0:08:43		0:08:26						x		x

				Call Handle Time (Avg)				0:11:26		0:12:23		0:11:15		0:11:57		0:11:33		0:10:50		0:11:34						x		x

				Max Agents				8.43		8.06		6.77		6.75		6.67		0.48		8				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week

				Calls Received				274		262		245		266		258		15		1320

				Calls Handled				239		234		231		242		246		15		1207						Top 5 Call Reasons

				Calls Abandoned				35		28		13		24		11		0		111

				Abandon % (>5%)(Less Short Aban)				12.77%		10.69%		5.31%		9.02%		4.26%		0.00%		7.01%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:45		0:03:49		0:02:47		0:06:12		0:03:33		0:00:00		0:03:51

		 		Average Wait Time (>5 min)				0:08:09		0:03:15		0:02:23		0:03:45		0:02:07		0:00:11		0:03:18						x		x

				Max Wait Time				0:25:47		0:18:02		0:16:27		0:19:46		0:15:15		0:02:34		0:25:47						x		x

				Service Level (<95% calls under 5 min)				17.88%		42.37%		44.90%		34.96%		49.22%		93.33%		47.11%						x		x

				Talk Time (Avg)				0:05:30		0:05:36		0:05:38		0:04:55		0:05:11		0:06:31		0:05:33						x		x

				Call Handle Time (Avg)				0:07:50		0:08:13		0:08:19		0:07:37		0:07:43		0:08:34		0:08:02						x		x

				Max Agents				4.16		4.27		4.27		4.10		4.22		0.29		4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week

				Calls Received				661		520		463		464		354		52		2514

				Calls Handled				560		509		443		435		339		52		2338

				Calls Abandoned				96		9		15		26		12		0		158

				Abandon % (>5%)(Less Short Aban)				14.52%		1.73%		3.24%		5.60%		3.39%		0.00%		4.75%

				Avg Time to Abandon				0:07:47		0:03:16		0:06:34		0:07:26		0:04:29		0:00:00		0:04:55

				Average Wait Time (>5 min)				0:16:51		0:01:35		0:06:07		0:07:53		0:03:33		0:00:42		0:06:06

				Max Wait Time				0:42:50		0:13:21		0:23:51		0:29:46		0:16:29		0:10:21		0:42:50

				Service Level (<95% calls under 5 min)				11.43%		55.30%		36.60%		21.91%		43.59%		86.54%		42.56%

				Talk Time (Avg)				0:14:20		0:13:23		0:13:36		0:13:13		0:13:16		0:12:24		0:13:22

				Call Handle Time (Avg)				0:22:51		0:21:49		0:22:00		0:21:52		0:21:46		0:20:23		0:21:46

				Percent. calls transferred by vendor				26.29%		28.12%		28.32%		28.07%		24.55%		26.80%		27.03%

				Max Agents				28.43		24.72		21.70		21.14		16.44		2.36		28

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Nov		30-Nov		1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		Week

				Busy		 		1		0		0		1		0		0		2

				Caller canceled				0		0		0		0		0		0		0

				Connected				188		11		53		71		28		0		351

				Error				2		0		0		0		1		0		3

				Invalid Number				0		0		0		0		0		0		0

				No Answer				12		0		1		2		0		0		15

				No Response				8		0		1		5		1		0		15

				Total Requests				211		11		55		79		30		0		386

				% Connected				89%		100%		96%		90%		93%		na		93.73%

																						 



























































































































































































11.22.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week

				Calls Received				1645		1488		1081						144		4358

				Calls Handled				1645		1488		1080						143		4356

				Calls Abandoned				0		0		0						0		0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%						0.00%		0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00						0:00:00		0:00:00

				Average Wait Time (>5 min)				0:00:03		0:00:02		0:00:01						0:00:40		0:00:11

				Max Wait Time				0:02:47		0:02:59		0:00:26						0:04:58		0:04:58

				Service Level (<95% calls under 5 min)				100.00%		100.00%		99.91%						99.31%		99.80%

				Talk Time (Avg)				0:07:52		0:08:04		0:07:58						0:08:40		0:08:08

				Call Handle Time (Avg)				0:10:06		0:10:17		0:10:15						0:10:39		0:10:19

				Transfer Out				na		na		na						na		na

				First Call Resolution %				83.56%		83.61%		84.18%						95.45%		86.70%

				Complaints Received				1		0		4						0		5						 

				Complaints Resolved				1		0		3						0		4

				Helpline (Transfers from Vendor/other)				457		423		289						0		1169

		 		Short Abandon (under 60 seconds)				0		0		1						0		1

				% of calls answered in under 10 minutes				100.00%		100.00%		99.91%						99.31%		99.80%

				Occupancy				64.49%		65.39%		50.51%						57.42%		59.45%

				Max Agents				73		69		68						7		73



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week

				Calls Received				253		262		248								763

				Calls Handled				241		249		228								718						Top 5 Call Reasons

				Calls Abandoned				11		11		20								42

				Abandon % (>5%)(Less Short Aban)				4.35%		4.20%		8.06%								5.54%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:36		0:03:48		0:01:58								0:03:07

				Average Wait Time (>5 min)				0:01:17		0:02:32		0:02:14								0:02:01						x		x

				Max Wait Time				0:12:59		0:15:10		0:15:41								0:15:41						x		x

				Service Level (<95% calls under 5 min)				68.25%		45.04%		47.98%								53.76%						x		x

				Talk Time (Avg)				0:07:46		0:08:28		0:07:57								0:08:03						x		x

				Call Handle Time (Avg)				0:11:18		0:12:12		0:11:14								0:11:34						x		x

				Max Agents				6.08		6.75		5.69								7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week

				Calls Received				295		271		250								816

				Calls Handled				261		247		234								742						Top 5 Call Reasons

				Calls Abandoned				34		24		15								73

				Abandon % (>5%)(Less Short Aban)				11.53%		8.86%		6.00%								8.80%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:20		0:05:21		0:03:46								0:04:49

		 		Average Wait Time (>5 min)				0:04:13		0:04:34		0:02:50								0:03:52						x		x

				Max Wait Time				0:17:18		0:22:28		0:15:07								0:22:28						x		x

				Service Level (<95% calls under 5 min)				24.75%		26.20%		48.80%								33.25%						x		x

				Talk Time (Avg)				0:04:36		0:05:12		0:04:26								0:04:44						x		x

				Call Handle Time (Avg)				0:07:08		0:07:30		0:07:02								0:07:13						x		x

				Max Agents				4.14		4.12		3.66								4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week

				Calls Received				457		423		289								1169

				Calls Handled				430		407		282								1119

				Calls Abandoned				20		10		4								34

				Abandon % (>5%)(Less Short Aban)				4.38%		2.36%		1.38%								2.71%

				Avg Time to Abandon				0:07:23		0:04:45		0:01:55								0:04:41

				Average Wait Time (>5 min)				0:05:39		0:03:47		0:01:06								0:03:30

				Max Wait Time				0:25:19		0:20:02		0:11:27								0:25:19

				Service Level (<95% calls under 5 min)				31.71%		62.00%		72.03%								55.25%

				Talk Time (Avg)				0:14:37		0:14:05		0:13:22								0:14:01

				Call Handle Time (Avg)				0:24:15		0:22:58		0:22:01								0:23:04

				Percent. calls transferred by vendor				27.78%		28.43%		26.73%								27.65%

				Max Agents				23.21		20.81		13.84								23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Nov		23-Nov		24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		Week

				Busy		 		0		0		0								0

				Caller canceled				0		0		0								0

				Connected				40		43		5								88

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				4		0		1								5

				No Response				4		5		0								9

				Total Requests				48		48		6								102

				% Connected				83%		90%		83%								85.42%

																						 



























































































































































































11.15.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week

				Calls Received				1705		1516		1312		1175		1127		147		6982

				Calls Handled				1669		1488		1306		1175		1127		147		6912

				Calls Abandoned				3		4		0		0		0		0		7

				Abandon % (>5%)(Less Short Aban)				0.18%		0.26%		0.00%		0.00%		0.00%		0.00%		0.07%

				Avg Time to Abandon				0:12:56		0:20:10		0:00:00		0:00:00		0:00:00		0:00:00		0:05:31

				Average Wait Time (>5 min)				0:01:00		0:01:08		0:00:19		0:00:02		0:00:01		0:00:03		0:00:25

				Max Wait Time				0:11:44		0:11:24		0:03:46		0:02:28		0:00:04		0:01:40		0:11:44

				Service Level (<95% calls under 5 min)				91.20%		89.18%		99.54%		100.00%		100.00%		100.00%		96.65%

				Talk Time (Avg)				0:07:45		0:08:14		0:08:16		0:07:52		0:08:23		0:07:28		0:07:59

				Call Handle Time (Avg)				0:10:26		0:10:44		0:10:44		0:10:20		0:10:56		0:09:42		0:10:28

				Transfer Out																na

				First Call Resolution %				82.76%		82.74%		83.42%		83.82%		84.01%		87.93%		84.11%

				Complaints Received				1		0		0		0		1		0		2						 

				Complaints Resolved				0		1		1		0		3		0		5

				Helpline (Transfers from Vendor/other)				468		438		357		346		337		0		1946

		 		Short Abandon (under 60 seconds)				5		6		5		0		0		0		16

				% of calls answered in under 10 minutes				97.83%		98.09%		99.54%		100.00%		100.00%		100.00%		99.24%

				Occupancy				75.93%		77.92%		64.06%		5471.48%		49.85%		41.66%		963.48%

				Max Agents				73		65		67		67		75		9		75

																		 

												Distribution of Calls						0

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week

				Calls Received				257		279		233		199		234				1202

				Calls Handled				252		274		221		197		225				1169						Top 5 Call Reasons

				Calls Abandoned				5		5		12		2		5				29

				Abandon % (>5%)(Less Short Aban)				1.95%		1.79%		5.15%		1.01%		2.14%				2.41%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:05		0:02:36		0:02:11		0:02:06		0:03:19				0:02:27

				Average Wait Time (>5 min)				0:00:50		0:00:26		0:01:23		0:00:12		0:00:36				0:00:41						x		x

				Max Wait Time				0:08:17		0:12:00		0:22:59		0:04:16		0:09:27				0:22:59						x		x

				Service Level (<95% calls under 5 min)				70.82%		87.81%		66.09%		89.45%		79.06%				78.65%						x		x

				Talk Time (Avg)				0:07:51		0:08:04		0:09:03		0:07:51		0:07:46				0:08:07						x		x

				Call Handle Time (Avg)				0:11:05		0:11:06		0:12:30		0:11:26		0:10:39				0:11:21						x		x

				Max Agents				6.21		6.77		6.14		5.00		5.51				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week

				Calls Received				259		233		270		267		224				1253

				Calls Handled				237		222		236		240		212				1147						Top 5 Call Reasons

				Calls Abandoned				21		11		34		27		12				105

				Abandon % (>5%)(Less Short Aban)				8.11%		4.72%		12.59%		10.11%		5.36%				8.18%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:39		0:03:32		0:03:22		0:02:34		0:02:10				0:03:39

		 		Average Wait Time (>5 min)				0:03:26		0:02:19		0:04:26		0:03:32		0:02:02				0:03:09						x		x

				Max Wait Time				0:20:56		0:13:22		0:19:31		0:17:55		0:14:48				0:20:56						x		x

				Service Level (<95% calls under 5 min)				41.31%		46.78%		28.52%		32.21%		53.12%				40.39%						x		x

				Talk Time (Avg)				0:05:10		0:04:59		0:05:12		0:04:37		0:04:48				0:04:57						x		x

				Call Handle Time (Avg)				0:07:41		0:07:10		0:07:27		0:06:56		0:06:49				0:07:12						x		x

				Max Agents				4.05		3.56		3.91		3.70		3.23				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week

				Calls Received				468		438		357		346		337				1946

				Calls Handled				433		420		348		335		320				1856

				Calls Abandoned				26		10		8		9		9				62

				Abandon % (>5%)(Less Short Aban)				5.56%		2.28%		2.24%		2.60%		2.67%				3.07%

				Avg Time to Abandon				0:04:33		0:04:16		0:04:57		0:03:33		0:04:44				0:04:24

				Average Wait Time (>5 min)				0:06:19		0:02:04		0:01:51		0:03:06		0:02:43				0:03:12

				Max Wait Time				0:22:24		0:17:18		0:17:54		0:18:14		0:26:41				0:26:41

				Service Level (<95% calls under 5 min)				24.68%		54.13%		64.04%		50.00%		60.65%				50.70%

				Talk Time (Avg)				0:15:07		0:14:35		0:14:21		0:15:05		0:15:16				0:14:52

				Call Handle Time (Avg)				0:24:34		0:23:49		0:23:22		0:24:36		0:24:44				0:24:13

				Percent. calls transferred by vendor				27.45%		28.89%		27.21%		29.45%		29.90%				28.58%

				Max Agents				23.62		22.31		18.12		18.30		17.70				24

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Nov		16-Nov		17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				69		19		13		17		17				135

				Error				2		1		1		1		0				5

				Invalid Number				1		0		0		0		0				1

				No Answer				9		2		2		0		1				14

				No Response				1		0		1		2		2				6

				Total Requests				83		22		17		20		20				162

				% Connected				83%		86%		76%		85%		85%				83.19%

																						 



























































































































































































11.8.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week

				Calls Received				1623		1437		1157		1394		1308		135		7054

				Calls Handled				1551		1376		1146		1347		1300		134		6854

				Calls Abandoned				7		4		0		3		0		0		14

				Abandon % (>5%)(Less Short Aban)				0.43%		0.28%		0.00%		0.22%		0.00%		0.00%		0.15%

				Avg Time to Abandon				0:24:51		0:30:53		0:00:00		0:32:18		0:00:00		0:00:00		0:14:40

				Average Wait Time (>5 min)				0:01:49		0:01:35		0:00:26		0:01:43		0:00:30		0:00:42		0:01:07

				Max Wait Time				0:11:15		0:13:57		0:05:31		0:15:31		0:05:36		0:08:51		0:15:31

				Service Level (<95% calls under 5 min)				83.18%		84.69%		98.01%		88.31%		98.78%		95.56%		91.42%

				Talk Time (Avg)				0:08:23		0:08:34		0:08:15		0:07:54		0:07:47		0:07:49		0:08:07

				Call Handle Time (Avg)				0:11:08		0:11:15		0:10:51		0:10:52		0:10:59		0:10:09		0:10:52

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.87%		80.84%		85.76%		84.14%		82.46%		0.00%		69.34%

				Complaints Received				0		2		0		0		0		0		2						 

				Complaints Resolved				0		1		0		0		1		0		2

				Helpline (Transfers from Vendor/other)				475		453		312		364		382		0		1986

		 		Short Abandon (under 60 seconds)				16		17		4		12		2		0		51

				% of calls answered in under 10 minutes				95.44%		95.48%		99.05%		96.56%		99.39%		99.26%		97.53%

				Occupancy				8.27%		82.93%		71.93%		85.09%		71.39%		56.35%		62.66%

				Max Agents				62		58		51		60		63		6		63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week

				Calls Received				217		215		225		235		252				1144

				Calls Handled				210		214		218		229		249				1120						Top 5 Call Reasons

				Calls Abandoned				7		1		5		2		2				17

				Abandon % (>5%)(Less Short Aban)				3.23%		0.47%		2.22%		0.85%		0.79%				1.51%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:36		0:00:39		0:03:07		0:01:47		0:02:44				0:01:58

				Average Wait Time (>5 min)				0:00:27		0:00:20		0:00:46		0:00:23		0:00:32				0:00:29						x		x

				Max Wait Time				0:07:16		0:05:10		0:10:13		0:05:20		0:09:43				0:10:13						x		x

				Service Level (<95% calls under 5 min)				81.57%		86.98%		78.12%		83.33%		83.67%				82.73%						x		x

				Talk Time (Avg)				0:07:50		0:07:28		0:07:26		0:07:00		0:08:28				0:07:38						x		x

				Call Handle Time (Avg)				0:11:15		0:10:44		0:10:39		0:10:10		0:11:44				0:10:54						x		x

				Max Agents				5.25		5.10		5.18		5.19		6.51				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week

				Calls Received				258		239		255		240		218				1210

				Calls Handled				245		221		237		218		211				1132						Top 5 Call Reasons

				Calls Abandoned				13		18		18		22		7				78

				Abandon % (>5%)(Less Short Aban)				5.04%		7.53%		7.06%		9.17%		3.21%				6.40%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:38		0:02:46		0:03:20		0:05:26		0:02:48				0:03:35

		 		Average Wait Time (>5 min)				0:02:21		0:03:10		0:02:36		0:03:25		0:01:47				0:02:39						x		x

				Max Wait Time				0:13:36		0:23:06		0:14:57		0:23:37		0:11:36				0:23:37						x		x

				Service Level (<95% calls under 5 min)				47.67%		38.91%		46.27%		42.08%		56.42%				46.27%						x		x

				Talk Time (Avg)				0:04:49		0:05:30		0:04:55		0:05:25		0:04:41				0:05:04						x		x

				Call Handle Time (Avg)				0:07:14		0:07:58		0:07:17		0:08:13		0:06:58				0:07:32						x		x

				Max Agents				3.94		3.92		3.84		3.98		3.27				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week

				Calls Received				475		453		312		364		382				1986

				Calls Handled				450		430		306		344		366				1896

				Calls Abandoned				22		17		6		18		14				77

				Abandon % (>5%)(Less Short Aban)				4.63%		3.75%		1.92%		4.95%		3.66%				3.78%

				Avg Time to Abandon				0:04:45		0:05:00		0:02:32		0:04:56		0:05:11				0:04:28

				Average Wait Time (>5 min)				0:04:36		0:03:10		0:01:05		0:04:12		0:03:09				0:03:14

				Max Wait Time				0:25:58		0:25:48		0:12:46		0:19:45		0:31:49				0:31:49

				Service Level (<95% calls under 5 min)				37.21%		68.30%		75.00%		30.58%		57.74%				53.77%

				Talk Time (Avg)				0:13:34		0:14:16		0:14:02		0:14:17		0:15:04				0:14:14

				Call Handle Time (Avg)				0:22:41		0:23:32		0:22:13		0:24:24		0:24:04				0:23:22

				Percent. calls transferred by vendor				29.27%		31.52%		26.97%		26.11%		29.20%				28.61%

				Max Agents				22.73		22.64		15.10		18.64		19.62				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Nov		9-Nov		10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		Week

				Busy		 		0		0		0		0		19				19

				Caller canceled				0		0		0		0		0				0

				Connected				31		18		7		17		26				99

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		0		4		0				5

				No Response				3		0		0		0		3				6

				Total Requests				35		19		7		21		48				130

				% Connected				89%		95%		100%		81%		55%				83.76%

																						 



























































































































































































11.1.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week

				Calls Received		348		2026		1335		1145		1144		1019		110		7127

				Calls Handled		348		1785		1326		1145		1142		1018		110		6874

				Calls Abandoned		0		103		0		0		0		0				103

				Abandon % (>5%)(Less Short Aban)		0.00%		5.10%		0.00%		0.00%		0.00%		0.00%		0.00%		0.73%

				Avg Time to Abandon		0:00:00		0:10:39		0:00:00		0:00:00		0:00:00		0:00:00				0:01:46

				Average Wait Time (>5 min)		0:00:01		0:05:35		0:00:20		0:00:02		0:00:10		0:00:03		0:00:14		0:00:55

				Max Wait Time		0:08:07		0:30:25		0:04:30		0:02:37		0:06:03		0:01:43		0:13:37		0:30:25

				Service Level (<95% calls under 5 min)		99.71%		37.84%		99.33%		100.00%		99.23%		99.90%		94.55%		90.08%

				Talk Time (Avg)		0:08:54		0:09:16		0:08:12		0:08:17		0:26:10		0:08:12		0:08:50		0:11:07

				Call Handle Time (Avg)		0:11:30		0:12:44		0:10:43		0:10:45		0:10:43		0:10:50		0:11:06		0:11:12

				Transfer Out		na		na		na		na		na		na				na

				First Call Resolution %		74.35%		78.95%		82.72%		82.42%		84.00%		83.22%		90.36%		82.29%

				Complaints Received		0		0		2		0		0		0				2						 

				Complaints Resolved		0		1		2		0		0		0				3

				Helpline (Transfers from Vendor/other)		113		426		374		366		306		288		0		1873

		 		Short Abandon (under 60 seconds)		0		129		4		0		2		1		0		136

				% of calls answered in under 10 minutes		100.00%		66.81%		99.33%		100.00%		99.74%		99.90%		99.01%		94.97%

				Occupancy		36.98%		92.87%		74.01%		68.25%		69.23%		57.50%		50.00%		64.12%

				Max Agents		31		63		60		57		58		60		6		63



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week

				Calls Received		19		285		229		190		222		181				1126

				Calls Handled		19		279		224		187		220		180				1109						Top 5 Call Reasons

				Calls Abandoned		0		5		3		3		0		1				12

				Abandon % (>5%)(Less Short Aban)		0.00%		1.75%		1.31%		1.58%		0.00%		0.55%				0.87%						Call Reason		Count of Calls

				Avg Time to Abandon		0:00:00		0:01:57		0:02:07		0:01:55		0:00:00		0:03:26				0:01:34

				Average Wait Time (>5 min)		0:00:04		0:00:31		0:00:43		0:00:41		0:00:08		0:00:16				0:00:23						x		x

				Max Wait Time		0:00:54		0:08:59		0:06:19		0:07:47		0:05:39		0:03:39				0:08:59						x		x

				Service Level (<95% calls under 5 min)		94.74%		82.04%		74.24%		73.68%		92.76%		87.85%				84.22%						x		x

				Talk Time (Avg)		0:07:52		0:07:30		0:07:38		0:08:23		0:07:40		0:08:12				0:07:52						x		x

				Call Handle Time (Avg)		0:10:41		0:10:29		0:10:57		0:12:00		0:10:53		0:11:33				0:11:05						x		x

				Max Agents		1.00		6.52		5.45		4.98		5.32		4.62				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week

				Calls Received		11		265		228		193		241		190				1128

				Calls Handled		0:00:00		252		216		177		211		183				1050						Top 5 Call Reasons

				Calls Abandoned		0		13		12		16		29		7				77

				Abandon % (>5%)(Less Short Aban)		0.00%		4.91%		5.26%		8.29%		12.03%		3.68%				5.70%						Call Reason		Count of Calls

				Avg Time to Abandon		0:00:00		0:01:55		0:02:32		0:05:03		0:06:04		0:05:12				0:03:27

		 		Average Wait Time (>5 min)		0:00:01		0:01:21		0:02:03		0:03:32		0:05:24		0:01:56				0:02:22						x		x

				Max Wait Time		0:00:02		0:06:53		0:12:03		0:15:53		0:24:19		0:15:34				0:24:19						x		x

				Service Level (<95% calls under 5 min)		100.00%		51.70%		53.95%		38.86%		27.08%		57.37%				54.83%						x		x

				Talk Time (Avg)		0:09:50		0:04:55		0:05:03		0:04:44		0:05:03		0:05:28				0:05:50						x		x

				Call Handle Time (Avg)		0:12:01		0:07:29		0:07:23		0:07:46		0:07:21		0:08:08				0:08:21						x		x

				Max Agents		0.29		4.19		3.54		3.05		3.47		3.31				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week

				Calls Received		113		426		374		366		321		288				1888

				Calls Handled		112		396		371		365		321		287				1852

				Calls Abandoned		0		23		2		0		0		1				26

				Abandon % (>5%)(Less Short Aban)		0.00%		5.31%		0.53%		0.00%		0.00%		0.35%				1.03%

				Avg Time to Abandon		0:00:00		0:06:13		0:05:10		0:00:00		0:00:00		0:01:05				0:02:04

				Average Wait Time (>5 min)		0:00:12		0:05:27		0:00:29		0:00:07		0:00:13		0:00:33				0:01:10

				Max Wait Time		0:08:07		0:30:25		0:09:12		0:04:47		0:14:56		0:07:01				0:30:25

				Service Level (<95% calls under 5 min)		95.61%		46.54%		87.67%		96.46%		95.64%		79.86%				83.63%

				Talk Time (Avg)		0:14:37		0:14:24		0:13:30		0:14:33		0:14:49		0:14:16				0:14:21

				Call Handle Time (Avg)		0:22:16		0:24:00		0:22:06		0:23:40		0:24:06		0:24:22				0:23:25

				Percent. calls transferred by vendor		32.47%		21.03%		28.01%		31.97%		26.75%		28.26%				28.08%

				Max Agents		5.69		29.95		18.26		19.18		17.18		15.54				30

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Nov		2-Nov		3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		Week

				Busy		0		0		0		0		0		0				0

				Caller canceled		0		0		0		0		0		0				0

				Connected		0		27		6		0		2		1				36

				Error		0.00%		1		0		0		0		0				1

				Invalid Number		0.00%		0		0		0		0		0				0

				No Answer		0:00:00		10		0		0		0		0				10

				No Response		0:00:00		7		0		0		0		0				7

				Total Requests		0:00:00		45		6		0		2		1				54

				% Connected		na		60%		100%		0%		100%		100%				72.00%

																						 



























































































































































































10.25.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week

				Calls Received				1244		1083		1060		977		877				5241

				Calls Handled				1177		1042		1055		976		877				5127

				Calls Abandoned				21		7		0		0		0				28

				Abandon % (>5%)(Less Short Aban)				1.69%		0.65%		0.00%		0.00%		0.00%				0.47%

				Avg Time to Abandon				0:12:23		0:14:53		0:00:00		0:00:00		0:00:00				0:05:27

				Average Wait Time (>5 min)				0:02:44		0:01:49		0:00:14		0:00:01		0:00:02				0:00:58

				Max Wait Time				0:12:54		0:18:20		0:05:28		0:02:06		0:01:32				0:18:20

				Service Level (<95% calls under 5 min)				69.37%		80.15%		99.43%		99.90%		100.00%				89.77%

				Talk Time (Avg)				0:07:15		0:07:48		0:07:12		0:07:34		0:07:40				0:07:29

				Call Handle Time (Avg)				0:09:54		0:10:27		0:09:52		0:10:07		0:10:05				0:10:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.13%		81.59%		80.97%		83.21%		82.62%				81.31%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				441		336		370		372		332				1851

		 		Short Abandon (under 60 seconds)				9		12		3		1		0				25

				% of calls answered in under 10 minutes				90.27%		95.84%		99.53%		99.90%		100.00%				97.11%

				Occupancy				82.95%		83.56%		71.40%		55.61%		57.99%				70.30%

				Max Agents				43		42		46		54		46				54

								 

								8				Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week

				Calls Received				129		135		125		143		150				682

				Calls Handled				125		135		124		143		143				670						Top 5 Call Reasons

				Calls Abandoned				4		0		1		0		5				10

				Abandon % (>5%)(Less Short Aban)				3.10%		0.00%		0.80%		0.00%		3.33%				1.45%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:11		0:00:00		0:02:02		0:00:00		0:01:39				0:01:34

				Average Wait Time (>5 min)				0:00:54		0:00:08		0:00:09		0:00:18		0:01:10				0:00:31						x		x

				Max Wait Time				0:09:53		0:02:33		0:03:50		0:03:36		0:13:06				0:13:06						x		x

				Service Level (<95% calls under 5 min)				77.52%		92.59%		95.20%		86.71%		63.76%				83.16%						x		x

				Talk Time (Avg)				0:07:29		0:07:01		0:07:41		0:08:37		0:06:42				0:07:30						x		x

				Call Handle Time (Avg)				0:10:46		0:10:22		0:11:04		0:12:27		0:10:06				0:10:57						x		x

				Max Agents				2.99		3.11		3.05		3.95		16.73				17				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week

				Calls Received				232		223		224		215		167				1061

				Calls Handled				222		218		207		197		165				1009						Top 5 Call Reasons

				Calls Abandoned				9		4		17		18		2				50

				Abandon % (>5%)(Less Short Aban)				3.88%		1.79%		7.59%		8.37%		1.20%				4.57%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:55		0:02:43		0:03:52		0:05:20		0:01:34				0:03:04

		 		Average Wait Time (>5 min)				0:01:09		0:01:11		0:05:00		0:03:26		0:00:33				0:02:15						x		x

				Max Wait Time				0:14:38		0:08:14		0:14:26		0:15:50		0:08:56				0:15:50						x		x

				Service Level (<95% calls under 5 min)				61.21%		59.64%		21.88%		39.53%		79.04%				52.26%						x		x

				Talk Time (Avg)				0:04:12		0:03:41		0:04:25		0:04:18		0:04:18				0:04:10						x		x

				Call Handle Time (Avg)				0:06:14		0:05:30		0:06:38		0:06:32		0:06:12				0:06:13						x		x

				Max Agents				3.08		2.67		3.06		2.86		2.27				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week

				Calls Received				441		336		370		372		332				1851

				Calls Handled				409		319		334		325		308				1695

				Calls Abandoned				29		13		31		43		17				133

				Abandon % (>5%)(Less Short Aban)				6.58%		3.87%		8.38%		11.56%		5.12%				7.10%

				Avg Time to Abandon				0:05:19		0:07:44		0:10:06		0:10:38		0:07:01				0:08:09

				Average Wait Time (>5 min)				0:10:50		0:05:45		0:08:49		0:12:22		0:08:04				0:09:10

				Max Wait Time				0:26:07		0:32:17		0:46:13		0:35:50		0:33:19				0:46:13

				Service Level (<95% calls under 5 min)				9.55%		43.24%		25.34%		16.03%		34.95%				25.82%

				Talk Time (Avg)				0:12:53		0:13:21		0:13:34		0:14:43		0:14:40				0:13:50

				Call Handle Time (Avg)				0:21:03		0:21:12		0:21:40		0:24:42		0:24:22				0:22:35

				Percent. calls transferred by vendor				35.45%		31.02%		34.91%		38.08%		37.86%				35.46%

				Max Agents				16.61		11.36		13.86		10.19		16.73				17

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Oct		26-Oct		27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				70		45		40		33		38				226

				Error				0		0		0		1		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				4		6		0		3		0				13

				No Response				4		4		0		7		1				16

				Total Requests				78		55		40		44		40				257

				% Connected				90%		82%		100%		75%		95%				88.31%

																						 



























































































































































































10.18.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week

				Calls Received				1111		967		946		898		800				4722

				Calls Handled				1076		941		939		895		799				4650

				Calls Abandoned				5		3		1		0		1				10

				Abandon % (>5%)(Less Short Aban)				0.45%		0.31%		0.11%		0.00%		0.13%				0.20%

				Avg Time to Abandon				0:18:01		0:18:52		0:15:21		0:00:00		0:36:13				0:17:41

				Average Wait Time (>5 min)				0:02:15		0:01:38		0:00:39		0:00:18		0:00:03				0:00:59

				Max Wait Time				0:08:28		0:07:21		0:06:35		0:07:36		0:02:04				0:08:28

				Service Level (<95% calls under 5 min)				82.09%		88.93%		97.25%		99.22%		99.88%				93.47%

				Talk Time (Avg)				0:08:01		0:07:27		0:07:13		0:07:39		0:07:28				0:07:34

				Call Handle Time (Avg)				0:10:47		0:10:11		0:09:36		0:10:04		0:10:00				0:10:08

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.45%		76.56%		78.51%		79.53%		76.78%				77.96%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		1		0		0				1

				Helpline (Transfers from Vendor/other)				452		402		396		356		311				1917

		 		Short Abandon (under 60 seconds)				7		9		1		3		0				20

				% of calls answered in under 10 minutes				96.85%		97.31%		99.26%		99.67%		99.88%				98.59%

				Occupancy				87.50%		76.85%		74.58%		73.61%		6.52%				63.81%

				Max Agents				39		39		35		35		38				39



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week

				Calls Received				84		112		90		114		99				499

				Calls Handled				82		112		87		111		95				487						Top 5 Call Reasons

				Calls Abandoned				2		0		3		3		3				11

				Abandon % (>5%)(Less Short Aban)				2.38%		0.00%		3.33%		2.63%		3.03%				2.27%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:26		0:00:00		0:00:48		0:02:19		0:00:48				0:01:16

				Average Wait Time (>5 min)				0:00:20		0:00:25		0:00:02		0:00:28		0:00:13				0:00:17						x		x

				Max Wait Time				0:04:21		0:08:50		0:01:47		0:07:37		0:04:03				0:08:50						x		x

				Service Level (<95% calls under 5 min)				83.33%		89.29%		97.78%		83.33%		90.91%				88.93%						x		x

				Talk Time (Avg)				0:06:21		0:07:45		0:09:09		0:07:59		0:09:48				0:08:12						x		x

				Call Handle Time (Avg)				0:09:11		0:11:04		0:12:31		0:11:57		0:12:42				0:11:29						x		x

				Max Agents				1.67		2.76		2.42		2.95		2.68				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week

				Calls Received				219		178		181		222		165				965

				Calls Handled				211		172		172		219		158				932						Top 5 Call Reasons

				Calls Abandoned				7		6		9		3		7				32

				Abandon % (>5%)(Less Short Aban)				3.20%		3.37%		4.97%		1.35%		4.24%				3.43%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:18		0:03:01		0:02:31		0:01:33		0:01:39				0:02:12

		 		Average Wait Time (>5 min)				0:02:28		0:01:33		0:01:12		0:00:40		0:01:09				0:01:24						x		x

				Max Wait Time				0:14:47		0:13:26		0:12:22		0:06:24		0:14:44				0:14:47						x		x

				Service Level (<95% calls under 5 min)				53.88%		69.10%		68.51%		72.97%		70.30%				66.95%						x		x

				Talk Time (Avg)				0:04:32		0:04:41		0:04:25		0:04:47		0:04:19				0:04:32						x		x

				Call Handle Time (Avg)				0:07:02		0:06:28		0:06:50		0:06:52		0:06:06				0:06:39						x		x

				Max Agents				3.30		2.47		2.61		3.34		2.14				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week

				Calls Received				452		402		396		356		311				1917

				Calls Handled				401		370		344		331		289				1735

				Calls Abandoned				42		26		45		17		16				146

				Abandon % (>5%)(Less Short Aban)				9.29%		6.47%		11.36%		4.78%		5.14%				7.41%

				Avg Time to Abandon				0:05:33		0:05:15		0:08:47		0:09:36		0:06:56				0:07:13

				Average Wait Time (>5 min)				0:10:52		0:10:25		0:14:16		0:08:01		0:06:04				0:09:55

				Max Wait Time				0:32:57		0:27:37		0:35:29		0:44:01		0:24:52				0:44:01

				Service Level (<95% calls under 5 min)				15.06%		13.38%		14.10%		19.66%		31.05%				18.65%

				Talk Time (Avg)				0:13:23		0:13:50		0:13:38		0:13:05		0:14:11				0:13:37

				Call Handle Time (Avg)				0:21:29		0:22:14		0:21:32		0:22:17		0:22:46				0:22:03

				Percent. calls transferred by vendor				40.68%		41.57%		41.86%		39.64%		38.88%				40.53%

				Max Agents				13.36		15.64		12.35		14.22		11.49				16

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Oct		19-Oct		20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				14		81		103		33		35				266

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		1				1

				No Answer				4		2		3		1		2				12

				No Response				0		9		11		2		2				24

				Total Requests				18		93		118		36		40				305

				% Connected				78%		87%		87%		92%		88%				86.27%

																						 



























































































































































































10.11.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week

				Calls Received				1543		1135		1068		935		992				5673

				Calls Handled				1216		1038		1012		925		943				5134

				Calls Abandoned				187		25		4		0		11				227

				Abandon % (>5%)(Less Short Aban)				12.12%		2.20%		0.37%		0.00%		1.11%				3.16%

				Avg Time to Abandon				0:12:35		0:14:06		0:40:16		0:00:00		0:15:00				0:16:23

				Average Wait Time (>5 min)				0:12:19		0:04:14		0:02:37		0:00:26		0:02:45				0:04:28

				Max Wait Time				1:31:49		0:18:02		0:10:29		0:04:28		0:11:57				1:31:49

				Service Level (<95% calls under 5 min)				0.88%		58.06%		75.56%		98.93%		77.62%				62.21%

				Talk Time (Avg)				0:08:11		0:08:19		0:08:09		0:07:39		0:07:43				0:08:00

				Call Handle Time (Avg)				0:11:29		0:10:44		0:10:59		0:10:08		0:10:07				0:10:41

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				74.13%		77.08%		75.23%		77.15%		75.35%				75.79%

				Complaints Received				0		0		4		0		0				4						 

				Complaints Resolved				0		0		2		0		0				2

				Helpline (Transfers from Vendor/other)				428		394		429		362		418				2031

		 		Short Abandon (under 60 seconds)				20		17		15		1		10				63

				% of calls answered in under 10 minutes				21.70%		83.70%		94.66%		98.93%		92.64%				78.33%

				Occupancy				95.99%		91.36%		89.46%		77.01%		83.26%				87.42%

				Max Agents				42		42		41		39		36				42



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week

				Calls Received				112		123		109		102		103				549

				Calls Handled				111		119		106		102		99				537						Top 5 Call Reasons

				Calls Abandoned				1		4		3		0		4				12

				Abandon % (>5%)(Less Short Aban)				0.89%		3.25%		2.75%		0.00%		3.88%				2.15%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:07		0:03:32		0:03:20		0:00:00		0:03:28				0:02:17

				Average Wait Time (>5 min)				0:00:31		0:00:29		0:00:36		0:00:13		0:01:01				0:00:34						x		x

				Max Wait Time				0:06:02		0:06:26		0:06:59		0:03:19		0:17:02				0:17:02						x		x

				Service Level (<95% calls under 5 min)				76.79%		78.05%		75.23%		90.20%		78.64%				79.78%						x		x

				Talk Time (Avg)				0:07:18		0:09:14		0:08:31		0:07:41		0:07:19				0:08:00						x		x

				Call Handle Time (Avg)				0:11:21		0:12:30		0:11:27		0:10:31		0:10:17				0:11:13						x		x

				Max Agents				2.80		3.31		2.70		2.38		2.26				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week

				Calls Received				208		196		194		204		162				964

				Calls Handled				195		193		191		199		154				932						Top 5 Call Reasons

				Calls Abandoned				13		3		3		5		8				32

				Abandon % (>5%)(Less Short Aban)				6.25%		1.53%		1.55%		2.45%		4.94%				3.34%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:17		0:00:42		0:00:48		0:06:44		0:01:32				0:02:24

		 		Average Wait Time (>5 min)				0:01:35		0:00:27		0:00:32		0:01:17		0:01:40				0:01:06						x		x

				Max Wait Time				0:11:01		0:03:56		0:07:32		0:13:15		0:13:26				0:13:26						x		x

				Service Level (<95% calls under 5 min)				62.50%		79.08%		77.84%		62.25%		61.73%				68.68%						x		x

				Talk Time (Avg)				0:04:11		0:04:48		0:04:33		0:04:07		0:04:29				0:04:25						x		x

				Call Handle Time (Avg)				0:06:28		0:06:47		0:06:38		0:06:03		0:06:14				0:06:26						x		x

				Max Agents				2.46		2.48		2.55		2.68		2.13				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week

				Calls Received				428		394		429		362		418				2031

				Calls Handled				356		373		395		341		316				1781

				Calls Abandoned				64		20		29		14		95				222

				Abandon % (>5%)(Less Short Aban)				14.99%		5.08%		6.76%		3.87%		22.73%				10.69%

				Avg Time to Abandon				0:13:17		0:04:22		0:04:16		0:04:03		0:21:14				0:09:26

				Average Wait Time (>5 min)				0:28:05		0:05:26		0:10:03		0:03:33		0:37:53				0:17:00

				Max Wait Time				1:31:49		0:38:48		0:32:07		0:16:27		1:25:46				1:31:49

				Service Level (<95% calls under 5 min)				16.95%		38.17%		27.46%		40.45%		14.11%				27.43%

				Talk Time (Avg)				0:13:27		0:13:39		0:14:09		0:13:32		0:13:26				0:13:38

				Call Handle Time (Avg)				0:22:02		0:22:36		0:23:40		0:22:26		0:22:00				0:22:32

				Percent. calls transferred by vendor				27.74%		34.71%		40.17%		38.72%		42.14%				36.69%

				Max Agents				18.85		15.89		17.65		12.44		13.13				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Oct		12-Oct		13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				182		36		94		14		16				342

				Error				4		0		0		0		0				4

				Invalid Number				0		0		0		0		0				0

				No Answer				12		6		9		2		0				29

				No Response				26		4		2		2		1				35

				Total Requests				225		46		105		18		17				411

				% Connected				81%		78%		90%		78%		94%				84.11%

																						 



























































































































































































10.4.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week

				Calls Received				846		806		752		907		853				4164

				Calls Handled				759		724		701		720		817				3721

				Calls Abandoned				4		21		19		109		36				189

				Abandon % (>5%)(Less Short Aban)				0.47%		2.61%		2.53%		12.02%		4.22%				4.37%

				Avg Time to Abandon				0:21:56		0:12:40		0:09:57		0:10:50		0:13:22				0:13:45

				Average Wait Time (>5 min)				0:01:34		0:04:30		0:03:19		0:10:00		0:05:11				0:04:55

				Max Wait Time				0:32:42		0:13:44		0:13:07		0:26:39		0:44:41				0:44:41

				Service Level (<95% calls under 5 min)				58.87%		52.48%		69.02%		8.82%		95.78%				56.99%

				Talk Time (Avg)				0:07:23		0:07:37		0:08:07		0:07:25		0:07:47				0:07:40

				Call Handle Time (Avg)				0:10:09		0:09:59		0:10:22		0:09:53		0:10:17				0:10:08

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.01%		77.90%		77.45%		79.83%		74.38%				77.71%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				240		266		245		272		314				1337

		 		Short Abandon (under 60 seconds)				56		20		7		12		0				95

				% of calls answered in under 10 minutes				79.43%		85.86%		91.62%		34.18%		95.78%				77.37%

				Occupancy				89.56%		87.99%		89.55%		92.96%		91.31%				90.27%

				Max Agents				24		23		23		25		31				31



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week

				Calls Received				69		72		62		65		75				343

				Calls Handled				69		72		61		64		75				341						Top 5 Call Reasons

				Calls Abandoned				0		0		0		1		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		1.54%		0.00%				0.31%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:22		0:00:00				0:00:04

				Average Wait Time (>5 min)				0:00:17		0:00:01		0:00:04		0:00:05		0:00:22				0:00:09						x		x

				Max Wait Time				0:04:00		0:00:02		0:03:11		0:03:13		0:07:39				0:07:39						x		x

				Service Level (<95% calls under 5 min)				88.41%		100.00%		98.39%		96.92%		82.67%				93.28%						x		x

				Talk Time (Avg)				0:07:48		0:07:40		0:08:31		0:07:21		0:08:59				0:08:03						x		x

				Call Handle Time (Avg)				0:10:36		0:11:03		0:11:28		0:10:46		0:11:19				0:11:02						x		x

				Max Agents				1.63		1.77		1.55		1.53		1.88				2				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week

				Calls Received				213		215		157		207		177				969

				Calls Handled				189		207		157		184		173				910						Top 5 Call Reasons

				Calls Abandoned				24		8		0		23		4				59

				Abandon % (>5%)(Less Short Aban)				11.27%		3.72%		0.00%		11.11%		2.26%				5.67%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:07		0:02:37		0:00:00		0:03:20		0:01:53				0:02:23

		 		Average Wait Time (>5 min)				0:02:48		0:00:59		0:00:20		0:03:38		0:01:09				0:01:46						x		x

				Max Wait Time				0:18:57		0:07:51		0:04:31		0:19:23		0:09:50				0:19:23						x		x

				Service Level (<95% calls under 5 min)				48.36%		61.40%		86.62%		37.20%		61.58%				59.03%						x		x

				Talk Time (Avg)				0:04:53		0:04:35		0:04:45		0:05:04		0:04:22				0:04:43						x		x

				Call Handle Time (Avg)				0:07:13		0:06:40		0:06:28		0:07:57		0:06:39				0:06:59						x		x

				Max Agents				3.03		2.51		2.24		2.62		1.98				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week

				Calls Received				240		266		245		272		314				1337

				Calls Handled				236		262		243		266		306				1313

				Calls Abandoned				3		4		1		2		7				17

				Abandon % (>5%)(Less Short Aban)				1.25%		1.50%		0.41%		0.74%		2.23%				1.23%

				Avg Time to Abandon				0:02:09		0:05:22		0:01:39		0:01:05		0:02:13				0:02:29

				Average Wait Time (>5 min)				0:01:17		0:01:27		0:00:24		0:00:30		0:02:36				0:01:14

				Max Wait Time				0:15:55		0:23:21		0:10:06		0:09:32		0:18:04				0:23:21

				Service Level (<95% calls under 5 min)				74.06%		74.81%		92.65%		88.52%		67.09%				79.43%

				Talk Time (Avg)				0:12:52		0:12:21		0:14:02		0:12:52		0:13:45				0:13:10

				Call Handle Time (Avg)				0:21:56		0:20:27		0:22:07		0:20:38		0:22:23				0:21:30

				Percent. calls transferred by vendor				28.37%		33.00%		32.58%		29.99%		36.81%				32.15%

				Max Agents				9.58		10.86		10.88		10.69		12.73				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Oct		5-Oct		6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		6		0		0		10				20

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				1		0		0		0		0				1

				Total Requests				5		6		0		0		10				21

				% Connected				80%		100%		na		na		100%				93.33%

																						 



























































































































































































9.27.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week

				Calls Received				866		1031		886		704		628				4115

				Calls Handled				814		904		834		681		594				3827

				Calls Abandoned				13		47		5		2		7				74

				Abandon % (>5%)(Less Short Aban)				1.45%		4.55%		0.56%		0.28%		1.11%				1.59%

				Avg Time to Abandon				0:12:08		0:11:54		0:24:38		0:25:33		0:18:01				0:18:27

				Average Wait Time (>5 min)				0:02:21		0:05:56		0:02:39		0:01:18		0:02:12				0:02:53

				Max Wait Time				0:24:14		0:33:16		0:09:27		0:10:40		0:17:25				0:33:16

				Service Level (<95% calls under 5 min)				75.78%		30.66%		78.56%		90.06%		78.50%				70.71%

				Talk Time (Avg)				0:07:06		0:08:02		0:07:24		0:07:33		0:07:24				0:07:30

				Call Handle Time (Avg)				0:10:50		0:11:06		0:09:58		0:09:52		0:09:49				0:10:19

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				88.33%		75.20%		74.53%		75.81%		77.91%				78.35%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				55		292		64		254		216				881

		 		Short Abandon (under 60 seconds)				15		15		8		8		5				51

				% of calls answered in under 10 minutes				89.28%		68.27%		94.13%		96.31%		89.01%				87.40%

				Occupancy				79.34%		90.54%		93.38%		85.80%		85.09%				86.83%

				Max Agents				20		25		25		23		19				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week

				Calls Received				127		155		163		91		71				607

				Calls Handled				127		153		159		91		70				600						Top 5 Call Reasons

				Calls Abandoned				0		1		2		0		1				4

				Abandon % (>5%)(Less Short Aban)				0.00%		0.65%		1.23%		0.00%		1.41%				0.66%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:00:31		0:01:30		0:00:00		0:04:46				0:01:21

				Average Wait Time (>5 min)				0:00:06		0:00:36		0:00:34		0:00:04		0:00:29				0:00:21						x		x

				Max Wait Time				0:02:23		0:10:48		0:07:00		0:01:51		0:10:16				0:10:48						x		x

				Service Level (<95% calls under 5 min)				93.70%		85.71%		80.25%		96.70%		90.14%				89.30%						x		x

				Talk Time (Avg)				0:07:09		0:09:14		0:07:37		0:07:32		0:08:30				0:08:00						x		x

				Call Handle Time (Avg)				0:10:30		0:13:00		0:11:14		0:11:27		0:11:29				0:11:32						x		x

				Max Agents				2.96		4.45		4.00		2.31		1.79				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week

				Calls Received				207		217		209		200		155				988

				Calls Handled				196		204		194		198		149				941						Top 5 Call Reasons

				Calls Abandoned				11		11		15		2		5				44

				Abandon % (>5%)(Less Short Aban)				5.31%		5.07%		7.18%		1.00%		3.23%				4.36%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:18		0:02:09		0:04:03		0:04:05		0:02:14				0:02:57

		 		Average Wait Time (>5 min)				0:01:25		0:02:15		0:03:17		0:01:14		0:00:50				0:01:48						x		x

				Max Wait Time				0:12:04		0:10:35		0:14:54		0:09:33		0:09:19				0:14:54						x		x

				Service Level (<95% calls under 5 min)				66.67%		46.30%		33.97%		59.00%		69.68%				55.12%						x		x

				Talk Time (Avg)				0:04:20		0:04:30		0:05:02		0:04:42		0:04:35				0:04:37						x		x

				Call Handle Time (Avg)				0:06:42		0:07:12		0:07:20		0:07:34		0:06:49				0:07:07						x		x

				Max Agents				2.54		2.75		2.98		2.71		1.93				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week

				Calls Received				55		292		315		254		216				1132

				Calls Handled				55		280		308		251		216				1110

				Calls Abandoned				0		10		5		2		0				17

				Abandon % (>5%)(Less Short Aban)				0.33%		3.40%		1.59%		0.79%		0.00%				1.22%

				Avg Time to Abandon				0:07:55		0:11:50		0:00:44		0:01:52		0:00:00				0:04:28

				Average Wait Time (>5 min)				0:00:27		0:05:47		0:01:25		0:00:24		0:00:28				0:01:42

				Max Wait Time				0:07:06		0:33:16		0:20:50		0:10:00		0:24:55				0:33:16

				Service Level (<95% calls under 5 min)				82.39%		60.69%		81.47%		90.16%		84.72%				79.89%

				Talk Time (Avg)				0:07:50		0:14:31		0:12:51		0:13:01		0:12:45				0:12:11

				Call Handle Time (Avg)				0:15:24		0:22:54		0:21:05		0:22:33		0:21:44				0:20:44

				Percent. calls transferred by vendor				6.35%		28.32%		35.55%		36.08%		34.39%				28.14%

				Max Agents				8.65		16.23		12.04		11.11		9.00				16

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Sep		28-Sep		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		Week

				Busy		 		0		20		20		20		0				60

				Caller canceled				0		2		0		0		0				2

				Connected				1		47		13		3		1				65

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				0		4		2		0		0				6

				No Response				0		6		0		0		2				8

				Total Requests				1		80		35		23		3				142

				% Connected				100%		59%		37%		13%		33%				48.45%

																						 



























































































































































































9.20.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week

				Calls Received				785		757		641		603		525				3311

				Calls Handled				713		712		615		601		511				3152

				Calls Abandoned				10		8		6		1		2				27

				Abandon % (>5%)(Less Short Aban)				1.27%		1.06%		0.94%		0.14%		0.38%				0.76%

				Avg Time to Abandon				0:18:51		0:15:47		0:19:08		0:03:16		0:23:05				0:16:01

				Average Wait Time (>5 min)				0:03:37		0:02:24		0:02:00		0:00:09		0:01:13				0:01:52

				Max Wait Time				0:18:24		0:11:20		0:09:06		0:17:52		0:13:46				0:18:24

				Service Level (<95% calls under 5 min)				57.83%		77.15%		79.41%		99.62%		90.10%				80.82%

				Talk Time (Avg)				0:07:51		0:07:29		0:08:07		0:08:11		0:07:28				0:07:49

				Call Handle Time (Avg)				0:10:34		0:09:59		0:10:27		0:12:00		0:09:38				0:10:32

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				90.79%		91.10%		88.70%		87.62%		88.76%				89.40%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		1		0				1

				Helpline (Transfers from Vendor/other)				122		91		62		38		72				385

		 		Short Abandon (under 60 seconds)				27		9		4		0		3				43

				% of calls answered in under 10 minutes				89.30%		93.00%		95.94%		99.64%		94.67%				94.51%

				Occupancy				89.64%		84.25%		81.40%		49.54%		64.65%				73.90%

				Max Agents				25		24		24		22		22				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week

				Calls Received				105		111		83		115		85				499

				Calls Handled				101		109		82		109		85				486						Top 5 Call Reasons

				Calls Abandoned				4		2		1		5		0				12

				Abandon % (>5%)(Less Short Aban)				3.81%		1.80%		1.20%		4.35%		0.00%				2.23%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:48		0:05:56		0:01:25		0:02:21		0:00:00				0:02:30

				Average Wait Time (>5 min)				0:01:03		0:00:41		0:01:14		0:00:42		0:00:09				0:00:45						x		x

				Max Wait Time				0:12:11		0:10:16		0:16:27		0:08:26		0:02:35				0:16:27						x		x

				Service Level (<95% calls under 5 min)				80.95%		81.08%		75.90%		71.30%		92.94%				80.43%						x		x

				Talk Time (Avg)				0:06:14		0:06:08		0:07:50		0:07:24		0:06:21				0:06:47						x		x

				Call Handle Time (Avg)				0:09:10		0:09:27		0:11:43		0:10:57		0:09:47				0:10:12						x		x

				Max Agents				2.06		2.29		2.13		2.65		1.85				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week

				Calls Received				223		161		140		203		171				898

				Calls Handled				213		157		135		197		165				867						Top 5 Call Reasons

				Calls Abandoned				9		4		4		6		6				29

				Abandon % (>5%)(Less Short Aban)				4.04%		2.48%		2.86%		2.96%		3.51%				3.17%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:29		0:01:10		0:01:07		0:04:11		0:05:06				0:02:36

		 		Average Wait Time (>5 min)				0:01:00		0:01:36		0:00:19		0:02:01		0:02:30				0:01:29						x		x

				Max Wait Time				0:06:36		0:11:57		0:04:03		0:15:59		0:18:50				0:18:50						x		x

				Service Level (<95% calls under 5 min)				60.99%		68.32%		85.71%		57.64%		56.73%				65.88%						x		x

				Talk Time (Avg)				0:04:29		0:05:22		0:04:27		0:04:33		0:03:55				0:04:33						x		x

				Call Handle Time (Avg)				0:07:13		0:08:11		0:06:52		0:07:13		0:05:58				0:07:05						x		x

				Max Agents				2.81		2.42		1.91		2.53		2.19				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week

				Calls Received				122		91		62		38		72				385

				Calls Handled				122		91		62		38		72				385

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.42%		0.00%				0.08%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:03:16		0:00:00				0:00:39

				Average Wait Time (>5 min)				0:00:01		0:00:01		0:00:02		0:00:15		0:00:02				0:00:04

				Max Wait Time				0:00:12		0:00:08		0:00:13		0:17:52		0:00:00				0:17:52

				Service Level (<95% calls under 5 min)				100.00%		100.00%		100.00%		97.46%		100.00%				99.49%

				Talk Time (Avg)				0:09:00		0:11:41		0:11:29		0:09:00		0:10:37				0:10:21

				Call Handle Time (Avg)				0:16:32		0:21:15		0:20:44		0:16:29		0:18:07				0:18:37

				Percent. calls transferred by vendor				15.54%		12.02%		9.67%		6.30%		13.71%				11.45%

				Max Agents				3.62		3.86		2.64		6.98		3.15				7

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Sep		21-Sep		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				0		0		0		3		0				3

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				0		0		0		3		0				3

				% Connected				na		na		na		100%		na				100.00%

																						 



























































































































































































9.13.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week

				Calls Received				772		674		616		599		563				3224

				Calls Handled				734		647		593		579		553				3106

				Calls Abandoned				7		3		1		3		0				14

				Abandon % (>5%)(Less Short Aban)				0.91%		0.45%		0.16%		0.50%		0.00%				0.40%

				Avg Time to Abandon				0:15:40		0:21:05		0:52:11		0:18:08		0:00:00				0:21:25

				Average Wait Time (>5 min)				0:02:18		0:01:50		0:01:03		0:01:41		0:00:49				0:01:32

				Max Wait Time				0:11:44		0:28:40		0:06:29		0:09:19		0:07:50				0:28:40

				Service Level (<95% calls under 5 min)				77.33%		83.98%		93.51%		88.98%		94.67%				87.69%

				Talk Time (Avg)				0:07:18		0:07:44		0:07:01		0:07:53		0:07:50				0:07:33

				Call Handle Time (Avg)				0:09:30		0:10:06		0:09:06		0:10:07		0:10:14				0:09:49

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.26%		82.11%		84.54%		83.11%		85.86%				83.38%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				214		184		164		195		154				911

		 		Short Abandon (under 60 seconds)				9		7		7		5		3				31

				% of calls answered in under 10 minutes				94.04%		95.10%		96.27%		96.66%		98.22%				96.06%

				Occupancy				79.46%		79.44%		76.38%		77.10%		73.13%				77.10%

				Max Agents				25		24		23		23		24				25



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week

				Calls Received				87		90		81		89		70				417

				Calls Handled				86		89		80		87		70				412						Top 5 Call Reasons

				Calls Abandoned				1		1		1		1		0				4

				Abandon % (>5%)(Less Short Aban)				1.15%		1.11%		1.23%		1.12%		0.00%				0.92%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:20		0:00:58		0:00:45		0:00:26		0:00:00				0:01:05

				Average Wait Time (>5 min)				0:00:21		0:00:44		0:00:10		0:00:45		0:00:01				0:00:24						x		x

				Max Wait Time				0:04:22		0:08:37		0:05:53		0:09:36		0:00:08				0:09:36						x		x

				Service Level (<95% calls under 5 min)				87.36%		81.11%		95.06%		81.82%		100.00%				89.07%						x		x

				Talk Time (Avg)				0:06:40		0:06:26		0:06:49		0:07:26		0:08:50				0:07:14						x		x

				Call Handle Time (Avg)				0:09:37		0:09:56		0:10:10		0:11:00		0:12:09				0:10:34						x		x

				Max Agents				1.84		1.97		1.81		2.15		1.89				2				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week

				Calls Received				204		185		206		226		171				992

				Calls Handled				193		179		200		218		168				958						Top 5 Call Reasons

				Calls Abandoned				11		6		6		8		3				34

				Abandon % (>5%)(Less Short Aban)				5.39%		3.24%		2.91%		3.54%		1.75%				3.37%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:07		0:01:44		0:03:35		0:01:31		0:00:51				0:01:45

		 		Average Wait Time (>5 min)				0:00:40		0:01:01		0:01:42		0:00:57		0:00:26				0:00:57						x		x

				Max Wait Time				0:08:58		0:07:43		0:12:36		0:11:42		0:05:55				0:12:36						x		x

				Service Level (<95% calls under 5 min)				76.47%		67.57%		65.05%		69.47%		83.63%				72.44%						x		x

				Talk Time (Avg)				0:04:35		0:05:12		0:04:45		0:04:53		0:04:44				0:04:49						x		x

				Call Handle Time (Avg)				0:07:18		0:08:09		0:07:27		0:06:54		0:07:13				0:07:24						x		x

				Max Agents				2.76		2.69		2.65		3.18		2.18				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week

				Calls Received				214		184		164		195		154				911

				Calls Handled				205		184		163		193		153				898

				Calls Abandoned				8		0		0		0		0				8

				Abandon % (>5%)(Less Short Aban)				3.74%		0.00%		0.00%		0.00%		0.00%				0.75%

				Avg Time to Abandon				0:09:50		0:00:00		0:00:00		0:00:00		0:00:00				0:01:58

				Average Wait Time (>5 min)				0:02:33		0:00:09		0:00:05		0:00:02		0:00:04				0:00:34

				Max Wait Time				0:21:46		0:09:09		0:04:06		0:00:50		0:02:38				0:21:46

				Service Level (<95% calls under 5 min)				74.65%		98.37%		97.56%		99.48%		96.73%				93.36%

				Talk Time (Avg)				0:14:45		0:14:48		0:13:09		0:13:42		0:11:29				0:13:34

				Call Handle Time (Avg)				0:24:26		0:24:25		0:21:28		0:23:16		0:20:20				0:22:47

				Percent. calls transferred by vendor				27.72%		27.30%		26.62%		32.55%		27.35%				28.31%

				Max Agents				9.90		8.47		6.83		8.67		5.42				10

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Sep		14-Sep		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				8		0		0		0		0				8

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				2		0		0		0		0				2

				Total Requests				11		0		0		0		0				11

				% Connected				73%		na		na		na		na				72.73%

																						 



























































































































































































9.6.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week

				Calls Received						842		763		682		597				2884

				Calls Handled						790		707		672		592				2761

				Calls Abandoned						13		12		2		0				27

				Abandon % (>5%)(Less Short Aban)						1.54%		1.57%		0.29%		0.00%				0.85%

				Avg Time to Abandon						0:13:21		0:16:05		0:13:06		0:00:00				0:10:38

				Average Wait Time (>5 min)						0:02:51		0:03:36		0:00:51		0:00:06				0:01:51

				Max Wait Time						0:11:31		0:11:49		0:10:29		0:13:11				0:13:11

				Service Level (<95% calls under 5 min)						71.38%		60.81%		92.82%		97.99%				80.75%

				Talk Time (Avg)						0:07:14		0:07:36		0:06:59		0:06:56				0:07:11

				Call Handle Time (Avg)						0:09:30		0:09:42		0:09:13		0:08:59				0:09:21

				Transfer Out						na		na		na		na				na

				First Call Resolution %						82.55%		79.39%		83.68%		81.55%				81.79%

				Complaints Received						0		0		0		0				0						 

				Complaints Resolved						0		0		0		1				1

				Helpline (Transfers from Vendor/other)						226		241		203		158				828

		 		Short Abandon (under 60 seconds)						13		10		4		5				32

				% of calls answered in under 10 minutes						92.76%		89.38%		98.09%		98.66%				94.72%

				Occupancy						83.63%		86.50%		69.36%		62.27%				75.44%

				Max Agents						27		25		27		28				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week

				Calls Received						100		87		91		106				384

				Calls Handled						96		84		91		102				373						Top 5 Call Reasons

				Calls Abandoned						4		3		0		3				10

				Abandon % (>5%)(Less Short Aban)						4.00%		3.45%		0.00%		2.83%				2.57%						Call Reason		Count of Calls

				Avg Time to Abandon						0:01:22		0:02:42		0:00:00		0:02:12				0:01:34

				Average Wait Time (>5 min)						0:01:09		0:01:07		0:00:20		0:00:51				0:00:51						x		x

				Max Wait Time						0:11:37		0:08:03		0:07:58		0:08:00				0:11:37						x		x

				Service Level (<95% calls under 5 min)						75.00%		64.37%		94.51%		71.43%				76.33%						x		x

				Talk Time (Avg)						0:06:21		0:07:28		0:07:14		0:07:16				0:07:04						x		x

				Call Handle Time (Avg)						0:10:18		0:11:46		0:10:53		0:11:03				0:11:00						x		x

				Max Agents						2.20		2.20		2.20		2.53				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week

				Calls Received						174		224		217		178				793

				Calls Handled						158		217		212		177				764						Top 5 Call Reasons

				Calls Abandoned						15		7		4		1				27

				Abandon % (>5%)(Less Short Aban)						8.62%		3.12%		1.84%		0.56%				3.54%						Call Reason		Count of Calls

				Avg Time to Abandon						0:03:35		0:01:13		0:03:35		0:01:15				0:02:24

		 		Average Wait Time (>5 min)						0:02:12		0:00:44		0:01:00		0:00:04				0:01:00						x		x

				Max Wait Time						0:15:26		0:05:56		0:10:01		0:02:40				0:15:26						x		x

				Service Level (<95% calls under 5 min)						52.87%		66.96%		75.58%		95.51%				72.73%						x		x

				Talk Time (Avg)						0:05:02		0:04:51		0:04:27		0:04:29				0:04:42						x		x

				Call Handle Time (Avg)						0:07:28		0:07:08		0:06:44		0:06:20				0:06:55						x		x

				Max Agents						2.62		3.44		2.60		2.09				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week

				Calls Received						226		241		203		158				828

				Calls Handled						222		236		200		155				813

				Calls Abandoned						1		3		3		2				9

				Abandon % (>5%)(Less Short Aban)						0.44%		1.24%		1.48%		1.27%				1.11%

				Avg Time to Abandon						0:03:43		0:03:51		0:04:24		0:00:47				0:03:11

				Average Wait Time (>5 min)						0:00:25		0:01:37		0:00:37		0:00:18				0:00:44

				Max Wait Time						0:09:34		0:19:06		0:08:59		0:07:28				0:19:06

				Service Level (<95% calls under 5 min)						92.00%		84.10%		81.77%		91.77%				87.41%

				Talk Time (Avg)						0:14:20		0:14:00		0:13:38		0:14:04				0:14:00

				Call Handle Time (Avg)						0:22:36		0:23:03		0:23:07		0:23:19				0:23:01

				Percent. calls transferred by vendor						26.84%		31.59%		29.77%		26.47%				28.66%

				Max Agents						9.52		10.26		9.25		6.38				10

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Sep		7-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						1		8		0		0				9

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		0		0		0				0

				No Response						0		2		0		0				2

				Total Requests						1		10		0		0				11

				% Connected						100%		80%		na		na				90.00%

																						 



























































































































































































8.30.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week

				Calls Received				995		864		714		760		573				3906

				Calls Handled				947		814		694		676		571				3702

				Calls Abandoned				20		10		5		27		1				63

				Abandon % (>5%)(Less Short Aban)				1.97%		1.16%		0.70%		3.55%		0.17%				1.51%

				Avg Time to Abandon				0:11:22		0:15:04		0:12:25		0:12:37		0:09:12				0:12:08

				Average Wait Time (>5 min)				0:03:22		0:02:54		0:01:28		0:05:29		0:00:28				0:02:44

				Max Wait Time				0:28:43		0:11:29		0:10:54		0:19:46		0:08:18				0:28:43

				Service Level (<95% calls under 5 min)				72.61%		70.72%		86.69%		38.55%		98.43%				73.40%

				Talk Time (Avg)				0:09:05		0:07:35		0:07:26		0:07:00		0:06:54				0:07:36

				Call Handle Time (Avg)				0:13:10		0:10:00		0:09:38		0:09:19		0:09:05				0:10:14

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.18%		78.12%		81.14%		83.33%		82.46%				80.85%

				Complaints Received				2		0		0		0		0				2						 

				Complaints Resolved				5		1		1		0		0				7

				Helpline (Transfers from Vendor/other)				189		253		191		240		183				1056

		 		Short Abandon (under 60 seconds)				6		12		5		10		0				33

				% of calls answered in under 10 minutes				90.90%		93.98%		96.22%		76.32%		99.65%				91.41%

				Occupancy				82.08%		86.93%		81.74%		86.36%		62.59%				79.94%

				Max Agents				24		28		26		23		26				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week

				Calls Received				181		110		79		95		60				525

				Calls Handled				173		106		78		95		60				512						Top 5 Call Reasons

				Calls Abandoned				7		4		0		0		0				11

				Abandon % (>5%)(Less Short Aban)				3.87%		3.64%		0.00%		0.00%		0.00%				1.50%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:04		0:00:38		0:00:00		0:00:00		0:00:00				0:01:08

				Average Wait Time (>5 min)				0:01:50		0:00:13		0:00:08		0:00:34		0:00:01				0:00:33						x		x

				Max Wait Time				0:17:04		0:04:10		0:02:20		0:07:40		0:00:06				0:17:04						x		x

				Service Level (<95% calls under 5 min)				64.64%		92.73%		93.67%		83.16%		100.00%				86.84%						x		x

				Talk Time (Avg)				0:08:51		0:08:41		0:09:47		0:07:21		0:07:32				0:08:26						x		x

				Call Handle Time (Avg)				0:12:22		0:12:35		0:13:33		0:10:41		0:10:40				0:11:58						x		x

				Max Agents				4.75		2.97		2.35		2.26		1.42				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week

				Calls Received				234		224		214		95		161				928

				Calls Handled				198		210		191		95		157				851						Top 5 Call Reasons

				Calls Abandoned				35		14		22		0		4				75

				Abandon % (>5%)(Less Short Aban)				14.96%		6.25%		10.28%		0.00%		2.48%				6.79%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:31		0:03:27		0:03:43		0:00:00		0:03:03				0:03:08

		 		Average Wait Time (>5 min)				0:06:48		0:02:36		0:02:48		0:00:34		0:00:55				0:02:44						x		x

				Max Wait Time				0:22:55		0:18:59		0:14:17		0:07:40		0:09:43				0:22:55						x		x

				Service Level (<95% calls under 5 min)				23.50%		41.96%		39.25%		83.16%		66.46%				50.87%						x		x

				Talk Time (Avg)				0:04:21		0:04:31		0:04:49		0:07:21		0:03:48				0:04:58						x		x

				Call Handle Time (Avg)				0:06:40		0:07:05		0:07:39		0:10:41		0:05:51				0:07:35						x		x

				Max Agents				2.36		2.64		2.54		2.26		1.48				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week

				Calls Received				189		253		191		240		183				1056

				Calls Handled				177		250		188		237		182				1034

				Calls Abandoned				9		1		1		0		0				11

				Abandon % (>5%)(Less Short Aban)				4.89%		0.40%		0.52%		0.00%		0.00%				1.16%

				Avg Time to Abandon				0:09:36		0:01:28		0:00:36		0:00:00		0:00:00				0:02:20

				Average Wait Time (>5 min)				0:05:09		0:00:15		0:01:24		0:02:45		0:00:06				0:01:55

				Max Wait Time				0:28:43		0:09:02		0:31:30		0:21:44		0:03:24				0:31:30

				Service Level (<95% calls under 5 min)				32.40%		91.27%		87.89%		79.83%		97.27%				77.73%

				Talk Time (Avg)				0:12:30		0:14:07		0:13:51		0:11:09		0:13:12				0:12:57

				Call Handle Time (Avg)				0:21:35		0:23:11		0:22:46		0:17:40		0:22:14				0:21:29

				Percent. calls transferred by vendor				18.99%		29.28%		26.75%		31.58%		31.94%				27.71%

				Max Agents				18.34		11.65		8.01		8.12		7.10				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Aug		31-Aug		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				37		1		7		10		0				55

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				6		0		3		0		0				9

				Total Requests				45		1		10		10		0				66

				% Connected				82%		100%		70%		100%		na				88.06%

																						 



























































































































































































8.23.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week

				Calls Received				929		846		723		695		768				3961

				Calls Handled				887		761		694		644		747				3733

				Calls Abandoned				9		33		4		10		4				60

				Abandon % (>5%)(Less Short Aban)				0.97%		3.90%		0.55%		1.44%		0.52%				1.48%

				Avg Time to Abandon				0:14:16		0:10:55		0:21:31		0:15:57		0:16:36				0:15:51

				Average Wait Time (>5 min)				0:02:32		0:04:28		0:02:18		0:02:48		0:01:25				0:02:43

				Max Wait Time				0:15:53		0:15:22		0:12:02		0:11:18		0:08:39				0:15:53

				Service Level (<95% calls under 5 min)				72.55%		54.14%		74.83%		68.06%		89.19%				71.75%

				Talk Time (Avg)				0:06:57		0:07:10		0:07:16		0:06:53		0:07:01				0:07:03

				Call Handle Time (Avg)				0:09:11		0:09:12		0:09:24		0:08:45		0:09:02				0:09:07

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.70%		83.98%		84.02%		83.97%		82.62%				83.26%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				303		242		225		200		256				1226

		 		Short Abandon (under 60 seconds)				11		12		6		14		4				47

				% of calls answered in under 10 minutes				94.51%		82.98%		95.30%		90.79%		97.27%				92.17%

				Occupancy				86.00%		84.27%		77.60%		79.99%		81.33%				81.84%

				Max Agents				29		26		27		22		26				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week

				Calls Received				101		116		102		106		121				546

				Calls Handled				101		115		98		106		121				541						Top 5 Call Reasons

				Calls Abandoned				0		1		4		0		0				5

				Abandon % (>5%)(Less Short Aban)				0.00%		0.86%		3.92%		0.00%		0.00%				0.96%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:08:14		0:03:24		0:00:00		0:00:00				0:02:19

				Average Wait Time (>5 min)				0:00:20		0:00:33		0:00:49		0:00:21		0:00:23				0:00:29						x		x

				Max Wait Time				0:06:17		0:09:08		0:10:00		0:05:25		0:06:25				0:10:00						x		x

				Service Level (<95% calls under 5 min)				91.09%		86.21%		72.55%		89.62%		89.26%				85.75%						x		x

				Talk Time (Avg)				0:07:32		0:07:10		0:08:05		0:07:25		0:07:18				0:07:30						x		x

				Call Handle Time (Avg)				0:10:27		0:10:48		0:10:58		0:10:41		0:10:34				0:10:41						x		x

				Max Agents				2.34		2.76		2.39		2.52		2.84				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week

				Calls Received				205		199		205		168		158				935

				Calls Handled				202		194		194		163		153				906						Top 5 Call Reasons

				Calls Abandoned				3		5		10		5		5				28

				Abandon % (>5%)(Less Short Aban)				1.46%		2.51%		4.88%		2.98%		3.16%				3.00%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:12		0:02:42		0:01:44		0:02:48		0:05:35				0:03:48

		 		Average Wait Time (>5 min)				0:00:33		0:00:51		0:01:22		0:01:06		0:00:53				0:00:57						x		x

				Max Wait Time				0:10:21		0:11:48		0:10:01		0:09:59		0:15:47				0:15:47						x		x

				Service Level (<95% calls under 5 min)				85.37%		78.39%		57.07%		61.31%		79.11%				72.25%						x		x

				Talk Time (Avg)				0:04:26		0:04:28		0:04:39		0:04:03		0:04:46				0:04:28						x		x

				Call Handle Time (Avg)				0:06:56		0:07:09		0:07:15		0:06:32		0:07:00				0:06:58						x		x

				Max Agents				2.62		2.71		2.48		1.89		2.38				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week

				Calls Received				303		242		225		200		256				1226

				Calls Handled				294		242		223		197		250				1206

				Calls Abandoned				4		0		1		1		3				9

				Abandon % (>5%)(Less Short Aban)				1.32%		0.00%		0.44%		0.50%		1.17%				0.69%

				Avg Time to Abandon				0:05:36		0:00:00		0:01:13		0:00:59		0:03:06				0:02:10

				Average Wait Time (>5 min)				0:03:05		0:00:43		0:00:08		0:01:16		0:00:49				0:01:12

				Max Wait Time				0:21:53		0:11:55		0:06:40		0:31:51		0:12:48				0:31:51

				Service Level (<95% calls under 5 min)				61.41%		85.95%		95.56%		77.78%		87.35%				81.61%

				Talk Time (Avg)				0:12:48		0:13:26		0:12:34		0:13:39		0:12:22				0:12:57

				Call Handle Time (Avg)				0:22:30		0:22:29		0:21:41		0:23:07		0:21:28				0:22:15

				Percent. calls transferred by vendor				32.62%		28.61%		31.12%		28.78%		33.33%				30.89%

				Max Agents				12.45		10.37		9.83		8.84		10.34				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Aug		24-Aug		25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				16		4		0		2		6				28

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				5		0		0		0		1				6

				Total Requests				22		4		0		2		7				35

				% Connected				73%		100%		na		100%		86%				89.61%

																						 



























































































































































































8.16.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week

				Calls Received				828		719		700		697		637				3581

				Calls Handled				761		700		687		687		626				3461

				Calls Abandoned				18		2		3		1		1				25

				Abandon % (>5%)(Less Short Aban)				2.17%		0.28%		0.43%		0.14%		0.16%				0.64%

				Avg Time to Abandon				0:13:13		0:19:19		0:14:17		0:26:53		0:28:24				0:20:25

				Average Wait Time (>5 min)				0:04:04		0:01:24		0:00:54		0:01:10		0:00:41				0:01:39

				Max Wait Time				0:13:38		0:07:44		0:09:58		0:09:23		0:09:03				0:13:38

				Service Level (<95% calls under 5 min)				55.43%		91.93%		91.86%		88.24%		96.70%				84.83%

				Talk Time (Avg)				0:06:52		0:07:37		0:07:23		0:07:18		0:06:58				0:07:14

				Call Handle Time (Avg)				0:08:53		0:09:50		0:09:27		0:09:25		0:09:09				0:09:21

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.38%		82.14%		83.11%		84.57%		81.57%				82.75%

				Complaints Received				2		0		0		0		0				2						 

				Complaints Resolved				3		0		0		0		0				3

				Helpline (Transfers from Vendor/other)				269		235		226		232		196				1158

		 		Short Abandon (under 60 seconds)				11		7		1		3		1				23

				% of calls answered in under 10 minutes				87.92%		97.36%		98.14%		98.57%		98.27%				96.05%

				Occupancy				78.70%		76.86%		70.04%		71.75%		71.09%				73.69%

				Max Agents				25		27		28		28		24				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week

				Calls Received				84		95		100		93		84				456

				Calls Handled				84		94		98		93		83				452						Top 5 Call Reasons

				Calls Abandoned				0		1		2		0		1				4

				Abandon % (>5%)(Less Short Aban)				0.00%		1.05%		2.00%		0.00%		1.19%				0.85%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:00:25		0:05:07		0:00:00		0:01:14				0:01:21

				Average Wait Time (>5 min)				0:00:31		0:00:37		0:01:04		0:00:22		0:01:00				0:00:42						x		x

				Max Wait Time				0:07:52		0:07:27		0:09:04		0:04:55		0:10:03				0:10:03						x		x

				Service Level (<95% calls under 5 min)				83.33%		81.05%		77.00%		86.02%		77.38%				80.96%						x		x

				Talk Time (Avg)				0:07:53		0:08:21		0:08:15		0:08:19		0:08:12				0:08:12						x		x

				Call Handle Time (Avg)				0:11:42		0:11:55		0:12:08		0:12:00		0:12:13				0:11:59						x		x

				Max Agents				2.18		2.49		2.64		2.48		2.25				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week

				Calls Received				189		205		205		214		137				950

				Calls Handled				179		201		197		204		136				917						Top 5 Call Reasons

				Calls Abandoned				10		4		8		10		0				32

				Abandon % (>5%)(Less Short Aban)				5.29%		1.95%		3.90%		4.67%		0.00%				3.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:26		0:00:44		0:03:32		0:02:28		0:00:00				0:02:02

		 		Average Wait Time (>5 min)				0:00:49		0:00:54		0:00:46		0:02:11		0:00:10				0:00:58						x		x

				Max Wait Time				0:09:51		0:07:17		0:09:32		0:14:54		0:05:01				0:14:54						x		x

				Service Level (<95% calls under 5 min)				74.60%		70.24%		76.10%		53.74%		94.16%				73.77%						x		x

				Talk Time (Avg)				0:05:32		0:04:33		0:05:23		0:04:30		0:04:46				0:04:56						x		x

				Call Handle Time (Avg)				0:07:48		0:07:24		0:07:58		0:07:19		0:07:26				0:07:35						x		x

				Max Agents				3.10		2.83		2.93		2.88		1.87				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week

				Calls Received				269		235		226		232		196				1158

				Calls Handled				249		231		222		218		193				1113

				Calls Abandoned				17		3		3		8		0				31

				Abandon % (>5%)(Less Short Aban)				6.32%		1.28%		1.33%		3.45%		0.00%				2.48%

				Avg Time to Abandon				0:08:45		0:04:55		0:09:09		0:02:58		0:00:00				0:05:09

				Average Wait Time (>5 min)				0:06:54		0:02:00		0:02:00		0:02:32		0:00:01				0:02:41

				Max Wait Time				0:33:47		0:17:44		0:19:15		0:21:32		0:00:07				0:33:47

				Service Level (<95% calls under 5 min)				44.74%		75.74%		73.78%		77.09%		100.00%				74.27%

				Talk Time (Avg)				0:11:45		0:14:08		0:13:13		0:14:15		0:14:48				0:13:37

				Call Handle Time (Avg)				0:21:02		0:23:56		0:22:32		0:23:29		0:24:37				0:23:07

				Percent. calls transferred by vendor				32.49%		32.68%		32.29%		33.29%		30.77%				32.30%

				Max Agents				9.43		9.85		9.67		9.87		9.44				10

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Aug		17-Aug		18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				30		5		3		10		0				48

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				3		0		0		0		0				3

				Total Requests				33		5		3		10		0				51

				% Connected				91%		100%		100%		100%		na				97.73%

																						 



























































































































































































8.9.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week

				Calls Received				898		722		698		640		581				3539

				Calls Handled				857		686		668		630		555				3396

				Calls Abandoned				8		4		7		1		4				24

				Abandon % (>5%)(Less Short Aban)				0.89%		0.55%		1.00%		0.16%		0.69%				0.66%

				Avg Time to Abandon				0:14:59		0:22:04		0:13:47		0:18:05		0:15:18				0:16:50

				Average Wait Time (>5 min)				0:02:31		0:01:53		0:02:01		0:01:07		0:01:41				0:01:51

				Max Wait Time				0:14:17		0:14:15		0:10:51		0:09:00		0:11:08				0:14:17

				Service Level (<95% calls under 5 min)				78.06%		79.09%		80.52%		90.94%		84.68%				82.66%

				Talk Time (Avg)				0:06:54		0:06:51		0:07:27		0:06:39		0:07:08				0:07:00

				Call Handle Time (Avg)				0:09:16		0:09:06		0:09:36		0:08:34		0:09:13				0:09:09

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.31%		82.55%		81.16%		83.33%		83.17%				82.50%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		2		0		0		0				2

				Helpline (Transfers from Vendor/other)				253		238		214		195		198				1098

		 		Short Abandon (under 60 seconds)				5		11		3		4		11				34

				% of calls answered in under 10 minutes				94.88%		94.46%		94.70%		98.44%		95.18%				95.53%

				Occupancy				86.41%		77.67%		78.63%		68.65%		71.03%				76.48%

				Max Agents				29		25		26		25		24				29



										0		Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week

				Calls Received				97		103		80		102		62				444

				Calls Handled				97		103		80		99		62				441						Top 5 Call Reasons

				Calls Abandoned				0		0		0		2		0				2

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		1.96%		0.00%				0.39%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:04:04		0:00:00				0:00:48

				Average Wait Time (>5 min)				0:00:20		0:00:02		0:00:06		0:00:55		0:00:07				0:00:18						x		x

				Max Wait Time				0:04:56		0:00:32		0:03:20		0:08:06		0:03:19				0:08:06						x		x

				Service Level (<95% calls under 5 min)				85.57%		99.03%		97.50%		74.26%		95.16%				90.30%						x		x

				Talk Time (Avg)				0:08:42		0:06:42		0:08:57		0:09:51		0:07:31				0:08:20						x		x

				Call Handle Time (Avg)				0:12:16		0:10:52		0:12:25		0:13:15		0:10:08				0:11:47						x		x

				Max Agents				2.64		2.49		2.21		2.94		1.40				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week

				Calls Received				177		193		189		201		181				941

				Calls Handled				176		188		182		198		175				919						Top 5 Call Reasons

				Calls Abandoned				1		5		7		3		6				22

				Abandon % (>5%)(Less Short Aban)				0.56%		2.59%		3.70%		1.49%		3.31%				2.33%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:24		0:01:02		0:04:43		0:02:06		0:05:07				0:02:52

		 		Average Wait Time (>5 min)				0:00:34		0:00:25		0:00:56		0:00:20		0:01:10				0:00:41						x		x

				Max Wait Time				0:07:09		0:04:19		0:13:17		0:05:57		0:10:08				0:13:17						x		x

				Service Level (<95% calls under 5 min)				80.79%		80.31%		77.25%		85.57%		65.19%				77.82%						x		x

				Talk Time (Avg)				0:04:13		0:04:46		0:04:58		0:05:01		0:04:59				0:04:47						x		x

				Call Handle Time (Avg)				0:06:52		0:07:23		0:07:50		0:07:20		0:07:02				0:07:17						x		x

				Max Agents				2.24		2.61		2.68		2.86		2.74				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week

				Calls Received				253		238		214		195		198				1098

				Calls Handled				250		237		214		189		190				1080

				Calls Abandoned				0		0		0		5		7				12

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		2.56%		3.54%				1.22%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:06:25		0:03:52				0:02:03

				Average Wait Time (>5 min)				0:00:25		0:00:03		0:00:27		0:01:56		0:01:41				0:00:54

				Max Wait Time				0:07:29		0:02:03		0:09:24		0:21:07		0:18:00				0:21:07

				Service Level (<95% calls under 5 min)				83.67%		98.73%		91.59%		75.38%		74.62%				84.80%

				Talk Time (Avg)				0:13:07		0:13:24		0:14:19		0:13:48		0:13:36				0:13:38

				Call Handle Time (Avg)				0:22:48		0:22:59		0:24:15		0:23:36		0:22:04				0:23:08

				Percent. calls transferred by vendor				28.17%		32.96%		30.66%		30.47%		34.08%				31.27%

				Max Agents				11.76		10.04		9.87		7.75		7.90				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Aug		10-Aug		11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				2		0		1		4		6				13

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		2		2				4

				Total Requests				2		0		1		6		8				17

				% Connected				100%		na		100%		67%		75%				85.42%

																						 



























































































































































































8.2.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week

				Calls Received				865		766		629		781		588				3629

				Calls Handled				815		728		622		728		579				3472

				Calls Abandoned				11		8		0		18		0				37

				Abandon % (>5%)(Less Short Aban)				1.27%		1.04%		0.00%		2.30%		0.00%				0.92%

				Avg Time to Abandon				0:15:15		0:14:53		0:00:00		0:12:27		0:00:00				0:08:31

				Average Wait Time (>5 min)				0:02:51		0:02:22		0:01:08		0:03:17		0:00:55				0:02:07

				Max Wait Time				0:15:31		0:11:46		0:06:48		0:17:46		0:06:01				0:17:46

				Service Level (<95% calls under 5 min)				73.29%		78.85%		96.03%		70.29%		96.77%				83.05%

				Talk Time (Avg)				0:06:59		0:06:51		0:07:05		0:06:29		0:07:13				0:06:55

				Call Handle Time (Avg)				0:08:53		0:09:02		0:09:08		0:08:36		0:09:31				0:09:02

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.81%		83.18%		83.54%		79.59%		80.58%				81.54%

				Complaints Received				0		0		0		1		3				4						 

				Complaints Resolved				0		0		2		0		3				5

				Helpline (Transfers from Vendor/other)				291		236		200		305		209				1241

		 		Short Abandon (under 60 seconds)				11		8		2		4		1				26

				% of calls answered in under 10 minutes				90.29%		93.21%		98.89%		84.25%		98.47%				93.02%

				Occupancy				86.80%		78.28%		70.74%		74.27%		73.85%				76.79%

				Max Agents				26		26		25		27		24				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week

				Calls Received				79		86		83		71		73				392

				Calls Handled				76		85		82		68		73				384						Top 5 Call Reasons

				Calls Abandoned				3		1		1		2		0				7

				Abandon % (>5%)(Less Short Aban)				3.80%		1.16%		1.20%		2.82%		0.00%				1.80%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:52		0:03:20		0:00:48		0:01:03		0:00:00				0:01:12

				Average Wait Time (>5 min)				0:00:10		0:00:11		0:00:53		0:00:23		0:00:01				0:00:19						x		x

				Max Wait Time				0:06:11		0:04:22		0:08:26		0:08:59		0:00:07				0:08:59						x		x

				Service Level (<95% calls under 5 min)				94.94%		93.02%		81.93%		88.73%		100.00%				91.72%						x		x

				Talk Time (Avg)				0:07:49		0:07:34		0:07:55		0:08:53		0:06:33				0:07:44						x		x

				Call Handle Time (Avg)				0:11:56		0:12:16		0:11:11		0:12:11		0:10:16				0:11:34						x		x

				Max Agents				2.02		2.35		2.04		1.84		1.67				2				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week

				Calls Received				181		195		200		210		179				965

				Calls Handled				180		187		192		206		177				942						Top 5 Call Reasons

				Calls Abandoned				1		7		8		4		1				21

				Abandon % (>5%)(Less Short Aban)				0.55%		3.59%		4.00%		1.90%		0.56%				2.12%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:54		0:03:12		0:05:36		0:01:52		0:05:02				0:03:19

		 		Average Wait Time (>5 min)				0:00:25		0:01:48		0:02:06		0:00:49		0:00:19				0:01:05						x		x

				Max Wait Time				0:05:04		0:09:19		0:12:05		0:08:36		0:06:15				0:12:05						x		x

				Service Level (<95% calls under 5 min)				81.77%		58.25%		54.00%		70.48%		86.03%				70.11%						x		x

				Talk Time (Avg)				0:04:15		0:04:24		0:04:34		0:03:44		0:04:03				0:04:12						x		x

				Call Handle Time (Avg)				0:06:25		0:07:03		0:07:03		0:05:55		0:06:49				0:06:39						x		x

				Max Agents				2.09		2.44		2.45		2.71		2.24				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week

				Calls Received				291		236		200		305		209				1241

				Calls Handled				282		231		200		299		208				1220

				Calls Abandoned				6		3		0		5		1				15

				Abandon % (>5%)(Less Short Aban)				2.06%		1.27%		0.00%		1.64%		0.48%				1.09%

				Avg Time to Abandon				0:06:36		0:02:07		0:00:00		0:03:51		0:04:56				0:03:30

				Average Wait Time (>5 min)				0:02:03		0:01:22		0:00:23		0:02:04		0:01:21				0:01:26

				Max Wait Time				0:16:41		0:16:53		0:11:57		0:20:54		0:10:01				0:20:54

				Service Level (<95% calls under 5 min)				75.43%		80.34%		95.00%		63.16%		67.94%				76.37%

				Talk Time (Avg)				0:11:53		0:12:25		0:14:25		0:13:10		0:13:49				0:13:08

				Call Handle Time (Avg)				0:21:12		0:21:12		0:24:03		0:22:12		0:23:39				0:22:27

				Percent. calls transferred by vendor				33.64%		30.81%		31.80%		39.05%		35.54%				34.17%

				Max Agents				11.18		9.24		8.82		13.15		9.25				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Aug		3-Aug		4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				10		4		1		13		2				30

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				1		0		0		1		0				2

				Total Requests				12		4		1		14		2				33

				% Connected				83%		100%		100%		93%		100%				95.24%

																						 



























































































































































































7.26.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week

				Calls Received				982		867		813		709		709				4080

				Calls Handled				898		818		755		688		681				3840

				Calls Abandoned				11		14		15		3		9				52

				Abandon % (>5%)(Less Short Aban)				1.12%		1.61%		1.85%		0.42%		1.27%				1.25%

				Avg Time to Abandon				0:18:15		0:10:41		0:15:13		0:16:01		0:12:59				0:14:38

				Average Wait Time (>5 min)				0:02:48		0:02:20		0:03:14		0:01:03		0:01:40				0:02:13

				Max Wait Time				0:12:24		0:12:54		0:14:11		0:11:30		0:16:26				0:16:26

				Service Level (<95% calls under 5 min)				71.89%		78.43%		63.59%		92.95%		78.59%				77.09%

				Talk Time (Avg)				0:06:54		0:07:08		0:07:17		0:07:34		0:07:11				0:07:13

				Call Handle Time (Avg)				0:08:59		0:09:06		0:09:14		0:09:47		0:09:21				0:09:18

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.85%		86.23%		85.91%		87.63%		84.25%				84.78%

				Complaints Received				0		1		1		0		0				2						 

				Complaints Resolved				0		1		1		0		0				2

				Helpline (Transfers from Vendor/other)				316		242		239		230		238				1265

		 		Short Abandon (under 60 seconds)				28		16		8		5		8				65

				% of calls answered in under 10 minutes				87.68%		91.81%		88.56%		96.61%		91.55%				91.24%

				Occupancy				85.78%		81.56%		80.93%		75.08%		75.98%				79.87%

				Max Agents				27		28		27		27		26				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week

				Calls Received				111		132		128		144		134				649

				Calls Handled				109		129		127		142		134				641						Top 5 Call Reasons

				Calls Abandoned				2		2		0		2		0				6

				Abandon % (>5%)(Less Short Aban)				1.80%		1.52%		0.00%		1.39%		0.00%				0.94%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:28		0:04:13		0:00:00		0:01:24		0:00:00				0:01:37

				Average Wait Time (>5 min)				0:00:52		0:01:02		0:00:04		0:00:19		0:00:16				0:00:30						x		x

				Max Wait Time				0:08:13		0:11:28		0:02:41		0:05:08		0:05:57				0:11:28						x		x

				Service Level (<95% calls under 5 min)				72.97%		77.27%		97.64%		88.19%		92.54%				85.72%						x		x

				Talk Time (Avg)				0:07:24		0:07:55		0:07:32		0:07:44		0:08:02				0:07:43						x		x

				Call Handle Time (Avg)				0:11:03		0:11:54		0:11:31		0:11:53		0:12:44				0:11:49						x		x

				Max Agents				2.68		3.41		3.28		3.75		3.79				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week

				Calls Received				237		213		212		178		143				983

				Calls Handled				224		206		210		170		141				951						Top 5 Call Reasons

				Calls Abandoned				12		6		2		6		2				28

				Abandon % (>5%)(Less Short Aban)				5.06%		2.82%		0.94%		3.37%		1.40%				2.72%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:54		0:01:36		0:00:15		0:01:13		0:01:08				0:01:25

		 		Average Wait Time (>5 min)				0:01:33		0:00:46		0:00:12		0:00:42		0:00:31				0:00:44						x		x

				Max Wait Time				0:09:18		0:05:30		0:03:17		0:08:45		0:06:36				0:09:18						x		x

				Service Level (<95% calls under 5 min)				58.23%		66.20%		87.74%		75.84%		76.92%				72.99%						x		x

				Talk Time (Avg)				0:04:36		0:04:09		0:04:46		0:04:46		0:04:39				0:04:35						x		x

				Call Handle Time (Avg)				0:07:21		0:06:46		0:07:32		0:07:10		0:06:47				0:07:07						x		x

				Max Agents				3.06		2.55		2.96		2.32		1.86				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week

				Calls Received				316		242		239		230		238				1265

				Calls Handled				310		241		236		226		234				1247

				Calls Abandoned				4		1		3		0		0				8

				Abandon % (>5%)(Less Short Aban)				1.27%		0.41%		1.26%		0.00%		0.00%				0.59%

				Avg Time to Abandon				0:04:25		0:05:59		0:03:17		0:00:00		0:00:00				0:02:44

				Average Wait Time (>5 min)				0:00:40		0:01:05		0:01:04		0:00:12		0:01:01				0:00:48

				Max Wait Time				0:13:27		0:09:30		0:11:01		0:03:40		0:15:03				0:15:03

				Service Level (<95% calls under 5 min)				84.13%		79.75%		74.48%		92.92%		84.45%				83.15%

				Talk Time (Avg)				0:12:38		0:13:35		0:13:00		0:13:15		0:12:54				0:13:04

				Call Handle Time (Avg)				0:22:58		0:23:49		0:23:31		0:24:35		0:23:27				0:23:40

				Percent. calls transferred by vendor				32.18%		27.91%		29.40%		32.44%		33.57%				31.10%

				Max Agents				13.51		10.78		10.80		11.11		10.76				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jul		27-Jul		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				4		2		0		0		2				8

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		0		0				0

				No Response				0		0		0		0		0				0

				Total Requests				4		2		0		0		2				8

				% Connected				100%		100%		0%		0%		100%				60.00%

																						 



























































































































































































7.19.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week

				Calls Received				955		878		776		686		676				3971

				Calls Handled				909		771		749		657		650				3736

				Calls Abandoned				10		19		0		0		2				31

				Abandon % (>5%)(Less Short Aban)				1.02%		2.16%		0.00%		0.00%		0.30%				0.70%

				Avg Time to Abandon				0:16:55		0:14:33		0:00:00		0:00:00		0:24:48				0:11:15

				Average Wait Time (>5 min)				0:03:01		0:02:47		0:00:52		0:00:44		0:01:17				0:01:44

				Max Wait Time				0:20:28		0:14:08		0:06:26		0:06:28		0:12:05				0:20:28

				Service Level (<95% calls under 5 min)				68.63%		65.95%		94.72%		93.88%		86.39%				81.91%

				Talk Time (Avg)				0:08:27		0:07:07		0:07:06		0:06:44		0:06:35				0:07:12

				Call Handle Time (Avg)				0:11:30		0:09:02		0:08:53		0:08:45		0:08:29				0:09:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.25%		81.69%		82.10%		84.16%						82.55%

				Complaints Received				0		1		0		1		0				2						 

				Complaints Resolved				0		1		0		0		0				1

				Helpline (Transfers from Vendor/other)				219		229		197		185		192				1022

		 		Short Abandon (under 60 seconds)				5		38		17		21		7				88

				% of calls answered in under 10 minutes				90.47%		86.56%		96.52%		95.77%		96.01%				93.07%

				Occupancy				83.50%		81.95%		74.81%		68.52%		70.47%				75.85%

				Max Agents				29		25		29		26		23				29



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week

				Calls Received				107		94		124		81		93				499

				Calls Handled				107		94		123		81		93				498						Top 5 Call Reasons

				Calls Abandoned				0		0		1		0		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.81%		0.00%		0.00%				0.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:00:00		0:04:08		0:00:00		0:00:00				0:00:49

				Average Wait Time (>5 min)				0:00:29		0:00:25		0:00:32		0:01:12		0:00:02				0:00:32						x		x

				Max Wait Time				0:08:06		0:07:24		0:09:06		0:10:19		0:01:16				0:10:19						x		x

				Service Level (<95% calls under 5 min)				84.11%		88.30%		80.65%		81.48%		98.92%				86.69%						x		x

				Talk Time (Avg)				0:07:57		0:08:10		0:08:10		0:08:59		0:06:41				0:07:59						x		x

				Call Handle Time (Avg)				0:11:06		0:11:41		0:12:49		0:12:43		0:10:34				0:11:46						x		x

				Max Agents				2.64		2.44		3.50		2.29		2.18				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week

				Calls Received				189		189		202		189		135				904

				Calls Handled				178		182		193		186		133				872						Top 5 Call Reasons

				Calls Abandoned				10		7		9		3		2				31

				Abandon % (>5%)(Less Short Aban)				5.29%		3.70%		4.46%		1.59%		1.48%				3.30%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:55		0:02:00		0:03:04		0:01:49		0:01:16				0:02:36

		 		Average Wait Time (>5 min)				0:02:37		0:01:42		0:01:24		0:00:40		0:00:32				0:01:23						x		x

				Max Wait Time				0:20:21		0:13:16		0:13:43		0:10:43		0:06:13				0:20:21						x		x

				Service Level (<95% calls under 5 min)				59.79%		63.49%		68.81%		80.42%		80.74%				70.65%						x		x

				Talk Time (Avg)				0:04:09		0:04:46		0:04:28		0:04:28		0:04:21				0:04:26						x		x

				Call Handle Time (Avg)				0:06:54		0:07:24		0:07:10		0:06:34		0:06:37				0:06:55						x		x

				Max Agents				2.13		2.50		2.51		2.26		1.60				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week

				Calls Received				219		229		197		185		192				1022

				Calls Handled				212		229		193		184		192				1010

				Calls Abandoned				5		0		3		0		0				8

				Abandon % (>5%)(Less Short Aban)				2.43%		0.00%		1.52%		0.00%		0.00%				0.79%

				Avg Time to Abandon				0:08:23		0:00:00		0:04:15		0:00:00		0:00:00				0:02:31

				Average Wait Time (>5 min)				0:02:06		0:00:04		0:00:22		0:00:23		0:00:45				0:00:44

				Max Wait Time				0:20:28		0:02:30		0:11:31		0:07:54		0:17:29				0:20:28

				Service Level (<95% calls under 5 min)				75.77%		98.25%		89.80%		89.67%		78.12%				86.32%

				Talk Time (Avg)				0:13:23		0:13:27		0:14:04		0:12:18		0:15:12				0:13:40

				Call Handle Time (Avg)				0:22:58		0:22:47		0:23:46		0:22:43		0:24:59				0:23:26

				Percent. calls transferred by vendor				22.93%		26.08%		25.39%		26.97%		28.40%				25.95%

				Max Agents				14.21		9.93		8.53		7.27		8.80				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jul		20-Jul		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				24		0		0		1		1				26

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				1		0		0		0		0				1

				No Response				8		0		0		0		0				8

				Total Requests				33		0		0		1		1				35

				% Connected				73%		0%		0%		100%		100%				54.55%

																						 



























































































































































































7.12.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week

				Calls Received				950		742		729		557		597				3575

				Calls Handled				877		710		716		551		592				3446

				Calls Abandoned				3		6		2		0		0				11

				Abandon % (>5%)(Less Short Aban)				0.32%		0.81%		0.27%		0.00%		0.00%				0.28%

				Avg Time to Abandon				0:40:30		0:17:10		0:13:30		0:00:00		0:00:00				0:14:14

				Average Wait Time (>5 min)				0:02:54		0:02:25		0:01:40		0:00:52		0:00:35				0:01:41

				Max Wait Time				0:12:18		0:14:21		0:08:31		0:08:06		0:06:43				0:14:21

				Service Level (<95% calls under 5 min)				72.21%		76.15%		85.05%		94.43%		97.32%				85.03%

				Talk Time (Avg)				0:07:26		0:07:19		0:07:14		0:07:53		0:07:32				0:07:28

				Call Handle Time (Avg)				0:09:32		0:09:34		0:09:18		0:10:02		0:09:37				0:09:36

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.09%		84.75%		82.60%		84.72%		86.41%				83.71%

				Complaints Received				4		0		1		0		0				5						 

				Complaints Resolved				4		0		0		0		0				4

				Helpline (Transfers from Vendor/other)				290		217		219		184		173				1083

		 		Short Abandon (under 60 seconds)				41		4		4		2		2				53

				% of calls answered in under 10 minutes				92.21%		92.86%		98.22%		98.92%		99.16%				96.27%

				Occupancy				84.00%		78.91%		71.61%		64.84%		62.19%				72.31%

				Max Agents				30		27		27		26		26				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week

				Calls Received				104		115		91		86		67				463

				Calls Handled				104		113		91		86		65				459						Top 5 Call Reasons

				Calls Abandoned				0		1		0		0		1				2

				Abandon % (>5%)(Less Short Aban)				0.00%		0.87%		0.00%		0.00%		1.49%				0.47%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00		0:00:15		0:00:00		0:00:00		0:01:38				0:00:22

				Average Wait Time (>5 min)				0:00:41		0:00:42		0:00:22		0:00:06		0:00:19				0:00:26						x		x

				Max Wait Time				0:11:09		0:10:39		0:06:52		0:02:09		0:00:00				0:11:09						x		x

				Service Level (<95% calls under 5 min)				78.85%		82.46%		86.81%		95.35%		87.88%				86.27%						x		x

				Talk Time (Avg)				0:07:02		0:07:11		0:07:31		0:08:04		0:00:00				0:05:57						x		x

				Call Handle Time (Avg)				0:11:02		0:10:44		0:12:05		0:11:23		0:07:38				0:10:34						x		x

				Max Agents				2.55		2.69		2.44		2.18		1.72				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week

				Calls Received				191		193		177		173		155				889

				Calls Handled				171		186		173		165		151				846						Top 5 Call Reasons

				Calls Abandoned				20		7		4		7		4				42

				Abandon % (>5%)(Less Short Aban)				10.47%		3.63%		2.26%		4.05%		2.58%				4.60%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:45		0:01:42		0:00:48		0:02:39		0:02:40				0:02:30

		 		Average Wait Time (>5 min)				0:03:31		0:01:21		0:00:41		0:01:09		0:01:29				0:01:38						x		x

				Max Wait Time				0:22:56		0:08:52		0:13:20		0:09:03		0:11:19				0:22:56						x		x

				Service Level (<95% calls under 5 min)				45.55%		58.03%		79.10%		64.74%		61.94%				61.87%						x		x

				Talk Time (Avg)				0:04:55		0:04:41		0:04:59		0:04:34		0:04:44				0:04:46						x		x

				Call Handle Time (Avg)				0:07:42		0:07:06		0:07:26		0:06:25		0:07:54				0:07:18						x		x

				Max Agents				2.63		2.56		2.35		2.36		2.11				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week

				Calls Received				290		217		219		184		173				1083

				Calls Handled				289		215		213		181		172				1070

				Calls Abandoned				1		2		6		3		0				12

				Abandon % (>5%)(Less Short Aban)				0.34%		0.92%		2.74%		1.63%		0.00%				1.13%

				Avg Time to Abandon				0:02:22		0:04:38		0:02:47		0:02:26		0:00:00				0:02:26

				Average Wait Time (>5 min)				0:00:09		0:00:36		0:03:15		0:00:41		0:00:06				0:00:57

				Max Wait Time				0:07:02		0:06:29		0:20:35		0:10:20		0:02:27				0:20:35

				Service Level (<95% calls under 5 min)				94.48%		82.49%		53.88%		85.33%		94.22%				82.08%

				Talk Time (Avg)				0:13:04		0:12:46		0:13:08		0:12:45		0:11:55				0:12:43

				Call Handle Time (Avg)				0:22:44		0:23:46		0:22:49		0:22:28		0:20:56				0:22:32

				Percent. calls transferred by vendor				30.53%		29.25%		30.04%		33.03%		28.98%				30.37%

				Max Agents				12.47		9.60		9.87		8.07		7.73				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jul		13-Jul		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		Week

				Busy		 		0				0		0		0				0

				Caller canceled				0				0		0		0				0

				Connected				0				10		0		0				10

				Error				0				0		0		0				0

				Invalid Number				0				0		0		0				0

				No Answer				0				0		0		0				0

				No Response				0				1		0		0				1

				Total Requests				0				11		0		0				11

				% Connected				0%				91%		0%		0%				22.73%

																						 



























































































































































































7.5.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week

				Calls Received				751		714		652		657		553				3327

				Calls Handled				746		692		611		647		553				3249

				Calls Abandoned				0		1		12		0		0				13

				Abandon % (>5%)(Less Short Aban)				0.00%		0.14%		1.84%		0.00%		0.00%				0.40%

				Avg Time to Abandon				0:00:00		0:44:12		0:13:02		0:00:00		0:00:00				0:11:26

				Average Wait Time (>5 min)				0:00:10		0:01:11		0:02:34		0:01:20		0:00:08				0:01:05

				Max Wait Time				0:04:28		0:07:06		0:13:25		0:08:07		0:03:34				0:13:25

				Service Level (<95% calls under 5 min)				99.33%		90.76%		71.47%		90.56%		100.00%				90.43%

				Talk Time (Avg)				0:07:31		0:07:45		0:06:55		0:07:30		0:07:44				0:07:29

				Call Handle Time (Avg)				0:09:41		0:09:37		0:09:05		0:09:30		0:09:49				0:09:32

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.77%		80.04%		80.94%		82.18%		81.64%				80.71%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		1		1		0		0				2

				Helpline (Transfers from Vendor/other)				246		236		216		221		187				1106

		 		Short Abandon (under 60 seconds)				1		8		6		3		0				18

				% of calls answered in under 10 minutes				99.33%		96.92%		87.88%		98.48%		100.00%				96.52%

				Occupancy				61.12%		70.98%		63.04%		61.03%		56.19%				62.47%

				Max Agents				34		27		25		27		30				34



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week

				Calls Received				70		73		66		83		70				362

				Calls Handled				69		73		65		83		70				360						Top 5 Call Reasons

				Calls Abandoned				1		0		1		0		0				2

				Abandon % (>5%)(Less Short Aban)				1.43%		0.00%		1.52%		0.00%		0.00%				0.59%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:41		0:00:00		0:04:35		0:00:00		0:00:00				0:01:15

				Average Wait Time (>5 min)				0:00:47		0:00:10		0:00:17		0:00:56		0:00:25				0:00:31						x		x

				Max Wait Time				0:07:57		0:04:36		0:07:53		0:07:50		0:08:05				0:08:05						x		x

				Service Level (<95% calls under 5 min)				82.86%		94.52%		86.36%		72.29%		88.57%				84.92%						x		x

				Talk Time (Avg)				0:06:45		0:06:13		0:07:45		0:08:31		0:08:20				0:07:30						x		x

				Call Handle Time (Avg)				0:10:59		0:09:35		0:11:36		0:12:07		0:12:22				0:11:19						x		x

				Max Agents				1.69		1.55		1.67		2.23		1.92				2				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week

				Calls Received				151		164		189		204		166				874

				Calls Handled				148		162		185		202		162				859						Top 5 Call Reasons

				Calls Abandoned				2		2		4		2		4				14

				Abandon % (>5%)(Less Short Aban)				1.32%		1.22%		2.12%		0.98%		2.41%				1.61%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:11		0:00:52		0:01:56		0:00:44		0:03:18				0:01:48

		 		Average Wait Time (>5 min)				0:00:49		0:00:14		0:00:31		0:00:19		0:00:24				0:00:27						x		x

				Max Wait Time				0:07:09		0:04:07		0:05:48		0:04:09		0:09:08				0:09:08						x		x

				Service Level (<95% calls under 5 min)				78.15%		87.80%		74.60%		83.82%		84.34%				81.74%						x		x

				Talk Time (Avg)				0:04:03		0:04:29		0:04:49		0:04:02		0:04:17				0:04:20						x		x

				Call Handle Time (Avg)				0:06:12		0:07:13		0:07:14		0:06:23		0:06:52				0:06:46						x		x

				Max Agents				1.56		2.16		2.69		2.35		2.12				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week

				Calls Received				246		236		216		221		187				1106

				Calls Handled				236		227		208		221		186				1078

				Calls Abandoned				6		7		6		0		0				19

				Abandon % (>5%)(Less Short Aban)				2.44%		2.97%		2.78%		0.00%		0.00%				1.64%

				Avg Time to Abandon				0:02:14		0:03:44		0:04:31		0:00:00		0:00:00				0:02:05

				Average Wait Time (>5 min)				0:04:22		0:05:48		0:03:16		0:00:03		0:00:02				0:02:42

				Max Wait Time				0:18:55		0:18:57		0:22:26		0:03:23		0:01:40				0:22:26

				Service Level (<95% calls under 5 min)				51.65%		41.03%		53.27%		98.19%		98.92%				68.61%

				Talk Time (Avg)				0:13:41		0:11:28		0:13:57		0:12:36		0:14:13				0:13:11

				Call Handle Time (Avg)				0:23:19		0:20:36		0:23:30		0:22:16		0:25:02				0:22:56

				Percent. calls transferred by vendor				32.76%		33.05%		33.13%		33.64%		33.82%				33.28%

				Max Agents				11.33		7.77		9.56		9.17		8.52				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jul		6-Jul		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				29		25		13		0		0				67

				Error				0		0		0		0		0				0

				Invalid Number				1		0		0		0		0				1

				No Answer				4		2		2		0		0				8

				No Response				4		6		3		0		0				13

				Total Requests				38		33		18		0		0				89

				% Connected				76%		76%		72%		0%		0%				44.86%

																						 



























































































































































































6.28.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week

				Calls Received				976		885		692		520						3073

				Calls Handled				926		828		677		520						2951

				Calls Abandoned				6		16		3		0						25

				Abandon % (>5%)(Less Short Aban)				0.61%		1.81%		0.43%		0.00%						0.71%

				Avg Time to Abandon				0:16:42		0:14:46		0:13:16		0:00:00						0:11:11

				Average Wait Time (>5 min)				0:01:54		0:04:32		0:01:30		0:00:01						0:01:59

				Max Wait Time				0:10:48		0:18:36		0:11:05		0:01:50						0:18:36

				Service Level (<95% calls under 5 min)				83.40%		59.66%		87.86%		100.00%						82.73%

				Talk Time (Avg)				0:07:02		0:07:34		0:07:35		0:07:27						0:07:24

				Call Handle Time (Avg)				0:08:57		0:09:36		0:09:50		0:09:38						0:09:30

				Transfer Out				na		na		na		na						na

				First Call Resolution %				81.56%		82.09%		77.44%		79.68%						80.19%

				Complaints Received				0		1		0		0						1						 

				Complaints Resolved				2		1		0		0						3

				Helpline (Transfers from Vendor/other)				332		341		273		190						1136

		 		Short Abandon (under 60 seconds)				21		10		5		0						36

				% of calls answered in under 10 minutes				94.57%		82.26%		96.82%		100.00%						93.41%

				Occupancy				80.71%		88.50%		71.91%		40.04%						70.29%

				Max Agents				30		27		30		36						36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week

				Calls Received				154		178		82		63						477

				Calls Handled				147		171		81		62						461						Top 5 Call Reasons

				Calls Abandoned				7		4		0		0						11

				Abandon % (>5%)(Less Short Aban)				4.55%		2.25%		0.00%		0.00%						1.70%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:42		0:02:22		0:00:00		0:00:00						0:01:31

				Average Wait Time (>5 min)				0:02:05		0:02:26		0:00:08		0:00:07						0:01:11						x		x

				Max Wait Time				0:13:06		0:18:42		0:02:42		0:05:36						0:18:42						x		x

				Service Level (<95% calls under 5 min)				55.19%		61.93%		92.59%		96.77%						76.62%						x		x

				Talk Time (Avg)				0:08:18		0:08:50		0:08:51		0:09:10						0:08:47						x		x

				Call Handle Time (Avg)				0:11:54		0:12:05		0:12:51		0:12:34						0:12:21						x		x

				Max Agents				3.89		4.65		2.34		1.76						5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week

				Calls Received				203		217		186		188						794

				Calls Handled				184		200		175		177						736						Top 5 Call Reasons

				Calls Abandoned				18		17		11		11						57

				Abandon % (>5%)(Less Short Aban)				8.87%		7.83%		5.91%		5.85%						7.12%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:40		0:05:38		0:04:42		0:04:35						0:04:08

		 		Average Wait Time (>5 min)				0:02:36		0:04:26		0:04:03		0:01:55						0:03:15						x		x

				Max Wait Time				0:12:39		0:15:41		0:18:39		0:18:09						0:18:39						x		x

				Service Level (<95% calls under 5 min)				41.87%		31.34%		38.71%		59.57%						42.87%						x		x

				Talk Time (Avg)				0:04:43		0:05:21		0:05:12		0:04:48						0:05:01						x		x

				Call Handle Time (Avg)				0:06:26		0:07:51		0:08:28		0:07:30						0:07:33						x		x

				Max Agents				2.63		3.49		2.71		2.44						3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week

				Calls Received				332		341		273		190						1136

				Calls Handled				312		320		261		189						1082

				Calls Abandoned				20		11		11		1						43

				Abandon % (>5%)(Less Short Aban)				6.02%		3.23%		4.03%		0.53%						3.45%

				Avg Time to Abandon				0:04:38		0:06:44		0:07:21		0:01:45						0:05:07

				Average Wait Time (>5 min)				0:05:30		0:05:16		0:04:35		0:02:33						0:04:28

				Max Wait Time				0:26:06		0:24:22		0:20:00		0:21:20						0:26:06

				Service Level (<95% calls under 5 min)				28.61%		42.01%		50.37%		64.21%						46.30%

				Talk Time (Avg)				0:13:26		0:12:44		0:14:56		0:12:21						0:13:21

				Call Handle Time (Avg)				0:24:21		0:22:43		0:25:44		0:21:39						0:23:36

				Percent. calls transferred by vendor				34.02%		38.53%		39.45%		36.54%						37.13%

				Max Agents				15.36		13.95		12.30		8.03						15

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jun		29-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		Week

				Busy		 		0		0		0		0						0

				Caller canceled				0		0		0		0						0

				Connected				26		27		26		34						113

				Error				0		1		0		0						1

				Invalid Number				0		2		0		0						2

				No Answer				0		4		1		0						5

				No Response				0		5		1		0						6

				Total Requests				26		39		28		34						127

				% Connected				100%		69%		45%		12%						56.46%

																						 



























































































































































































6.21.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week

				Calls Received				861		682		656		626		649				3474

				Calls Handled				800		674		652		594		617				3337

				Calls Abandoned				21		0		0		14		13				48

				Abandon % (>5%)(Less Short Aban)				2.44%		0.00%		0.00%		2.24%		2.00%				1.34%

				Avg Time to Abandon				0:12:18		0:00:00		0:00:00		0:10:14		0:12:26				0:06:59

				Average Wait Time (>5 min)				0:03:13		0:00:31		0:00:23		0:02:26		0:03:02				0:01:55

				Max Wait Time				0:16:09		0:07:31		0:05:07		0:14:01		0:21:08				0:21:08

				Service Level (<95% calls under 5 min)				67.25%		96.04%		99.24%		73.96%		73.19%				81.94%

				Talk Time (Avg)				0:07:27		0:07:40		0:06:55		0:07:59		0:07:44				0:07:33

				Call Handle Time (Avg)				0:09:44		0:09:38		0:08:57		0:10:07		0:09:56				0:09:41

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.86%		80.61%		75.53%		80.90%		82.48%				79.87%

				Complaints Received				0		0		0		2		0				2						 

				Complaints Resolved				0		0		0		1		1				2

				Helpline (Transfers from Vendor/other)				253		225		233		204		198				1113

		 		Short Abandon (under 60 seconds)				6		2		2		7		6				23

				% of calls answered in under 10 minutes				84.67%		98.83%		99.39%		91.53%		87.83%				92.45%

				Occupancy				77.20%		67.68%		64.00%		74.46%		77.60%				72.19%

				Max Agents				30		30		27		25		25				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week

				Calls Received				97		98		96		96		107				494

				Calls Handled				93		98		93		96		106				486						Top 5 Call Reasons

				Calls Abandoned				4		0		3		0		1				8

				Abandon % (>5%)(Less Short Aban)				4.12%		0.00%		3.12%		0.00%		0.93%				1.63%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:02		0:00:00		0:00:44		0:00:00		0:00:49				0:00:43

				Average Wait Time (>5 min)				0:01:15		0:00:25		0:00:27		0:00:50		0:01:16				0:00:50						x		x

				Max Wait Time				0:09:59		0:08:40		0:05:57		0:10:54		0:12:56				0:12:56						x		x

				Service Level (<95% calls under 5 min)				69.07%		88.78%		83.33%		82.29%		71.96%				79.09%						x		x

				Talk Time (Avg)				0:06:49		0:08:43		0:06:53		0:07:43		0:07:14				0:07:28						x		x

				Call Handle Time (Avg)				0:10:35		0:12:31		0:11:43		0:11:43		0:11:10				0:11:32						x		x

				Max Agents				2.19		2.72		2.42		2.50		2.63				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week

				Calls Received				193		194		183		170		162				902

				Calls Handled				187		191		180		168		154				880						Top 5 Call Reasons

				Calls Abandoned				6		3		3		2		8				22

				Abandon % (>5%)(Less Short Aban)				3.11%		1.55%		1.64%		1.18%		4.94%				2.48%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:37		0:01:58		0:00:25		0:03:42		0:03:47				0:02:17

		 		Average Wait Time (>5 min)				0:00:39		0:00:45		0:00:56		0:00:29		0:01:22				0:00:50						x		x

				Max Wait Time				0:06:53		0:09:18		0:08:23		0:08:52		0:14:16				0:14:16						x		x

				Service Level (<95% calls under 5 min)				79.79%		77.84%		75.41%		81.18%		66.67%				76.18%						x		x

				Talk Time (Avg)				0:04:42		0:04:28		0:04:30		0:05:01		0:04:39				0:04:40						x		x

				Call Handle Time (Avg)				0:07:12		0:06:58		0:06:51		0:08:04		0:06:50				0:07:11						x		x

				Max Agents				2.57		2.49		2.69		2.49		2.34				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week

				Calls Received				253		225		233		204		198				1113

				Calls Handled				245		208		218		200		189				1060

				Calls Abandoned				4		12		10		1		8				35

				Abandon % (>5%)(Less Short Aban)				1.58%		5.33%		4.29%		0.49%		4.04%				3.15%

				Avg Time to Abandon				0:06:24		0:05:59		0:04:31		0:02:26		0:09:54				0:05:50

				Average Wait Time (>5 min)				0:04:02		0:04:41		0:08:22		0:02:03		0:06:42				0:05:10

				Max Wait Time				0:20:47		0:30:32		0:30:21		0:15:43		0:29:31				0:30:32

				Service Level (<95% calls under 5 min)				44.18%		47.27%		30.26%		68.81%		43.65%				46.83%

				Talk Time (Avg)				0:14:12		0:13:00		0:14:18		0:13:28		0:13:40				0:13:43

				Call Handle Time (Avg)				0:23:18		0:23:33		0:24:30		0:22:23		0:23:39				0:23:28

				Percent. calls transferred by vendor				29.38%		32.99%		35.52%		32.59%		30.51%				32.20%

				Max Agents				10.89		10.03		9.84		9.41		7.75				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jun		22-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				19		23		34		3		23				102

				Error				0		0		0		0		0				0

				Invalid Number				0		2		0		0		0				2

				No Answer				4		0		0		0		3				7

				No Response				3		4		1		0		5				13

				Total Requests				26		30		35		3		31				125

				% Connected				73%		77%		97%		100%		74%				84.22%

																						 



























































































































































































6.14.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week

				Calls Received				741		682		591		562		625				3201

				Calls Handled				728		682		588		542		613				3153

				Calls Abandoned				0		0		0		12		0				12

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		2.14%		0.00%				0.43%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:08:53		0:00:00				0:01:46

				Average Wait Time (>5 min)				0:00:46		0:00:07		0:00:10		0:01:59		0:00:56				0:00:48

				Max Wait Time				0:04:54		0:02:21		0:04:14		0:13:23		0:09:07				0:13:23

				Service Level (<95% calls under 5 min)				98.25%		100.00%		99.49%		78.47%		93.60%				93.96%

				Talk Time (Avg)				0:07:03		0:07:10		0:07:22		0:08:05		0:06:42				0:07:16

				Call Handle Time (Avg)				0:09:02		0:09:23		0:09:41		0:10:09		0:08:43				0:09:23

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.60%		79.20%		74.05%		74.92%		76.33%				76.82%

				Complaints Received				2		1		0		0		1				4						 

				Complaints Resolved				0		2		6		1		0				9

				Helpline (Transfers from Vendor/other)				235		231		204		176		178				1024

		 		Short Abandon (under 60 seconds)				6		0		3		4		6				19

				% of calls answered in under 10 minutes				98.25%		100.00%		99.49%		88.79%		98.08%				96.92%

				Occupancy				71.78%		60.87%		59.22%		59.46%		62.30%				62.73%

				Max Agents				26		30		30		28		27				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week

				Calls Received				86		119		77		73		73				428

				Calls Handled				84		113		77		73		70				417						Top 5 Call Reasons

				Calls Abandoned				2		5		0		0		3				10

				Abandon % (>5%)(Less Short Aban)				2.33%		4.20%		0.00%		0.00%		4.11%				2.13%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:04		0:02:20		0:00:00		0:00:00		0:02:18				0:01:08

				Average Wait Time (>5 min)				0:00:07		0:01:40		0:00:49		0:00:03		0:00:30				0:00:37						x		x

				Max Wait Time				0:03:52		0:14:01		0:11:01		0:01:35		0:07:35				0:14:01						x		x

				Service Level (<95% calls under 5 min)				94.19%		65.55%		87.01%		98.63%		84.93%				86.06%						x		x

				Talk Time (Avg)				0:06:18		0:07:16		0:05:56		0:07:14		0:07:41				0:06:53						x		x

				Call Handle Time (Avg)				0:09:44		0:11:29		0:09:24		0:10:42		0:11:07				0:10:29						x		x

				Max Agents				1.82		2.88		1.61		1.74		1.73				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week

				Calls Received				148		176		216		168		119				827

				Calls Handled				146		172		214		162		118				812						Top 5 Call Reasons

				Calls Abandoned				2		4		2		6		1				15

				Abandon % (>5%)(Less Short Aban)				1.35%		2.27%		0.93%		3.57%		0.84%				1.79%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:23		0:01:52		0:00:43		0:02:16		0:00:29				0:02:20

		 		Average Wait Time (>5 min)				0:01:22		0:00:36		0:00:41		0:01:02		0:00:05				0:00:45						x		x

				Max Wait Time				0:20:50		0:06:16		0:06:23		0:09:18		0:02:44				0:20:50						x		x

				Service Level (<95% calls under 5 min)				72.30%		78.98%		71.76%		70.83%		97.48%				78.27%						x		x

				Talk Time (Avg)				0:05:58		0:04:53		0:04:41		0:04:55		0:04:55				0:05:04						x		x

				Call Handle Time (Avg)				0:08:50		0:07:06		0:07:08		0:07:08		0:07:35				0:07:33						x		x

				Max Agents				2.35		2.30		2.93		2.30		1.72				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week

				Calls Received				235		231		204		176		178				1024

				Calls Handled				229		219		197		166		167				978

				Calls Abandoned				5		11		6		7		4				33

				Abandon % (>5%)(Less Short Aban)				2.13%		4.76%		2.94%		3.98%		2.25%				3.21%

				Avg Time to Abandon				0:05:05		0:08:50		0:04:36		0:04:45		0:05:25				0:05:44

				Average Wait Time (>5 min)				0:02:59		0:06:34		0:05:36		0:04:45		0:02:31				0:04:29

				Max Wait Time				0:24:24		0:27:40		0:25:08		0:28:11		0:19:49				0:28:11

				Service Level (<95% calls under 5 min)				66.81%		34.35%		43.35%		36.42%		64.33%				49.05%

				Talk Time (Avg)				0:13:28		0:13:33		0:11:42		0:14:02		0:12:13				0:12:59

				Call Handle Time (Avg)				0:21:29		0:22:26		0:20:53		0:24:39		0:21:40				0:22:13

				Percent. calls transferred by vendor				31.71%		33.87%		34.52%		31.32%		28.48%				31.98%

				Max Agents				10.93		8.68		7.22		7.58		7.13				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jun		15-Jun		16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				12		30		30		7		7				86

				Error				0		0		0		0		0				0

				Invalid Number				0		0		1		1		0				2

				No Answer				0		2		0		1		3				6

				No Response				1		0		1		1		0				3

				Total Requests				13		32		32		10		10				97

				% Connected				92%		94%		94%		70%		70%				83.96%

																						 



























































































































































































6.7.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week

				Calls Received				750		684		717		622		477				3250

				Calls Handled				749		679		712		608		477				3225

				Calls Abandoned				0		0		0		1		0				1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.16%		0.00%				0.03%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:36:26		0:00:00				0:07:17

				Average Wait Time (>5 min)				0:00:06		0:00:29		0:00:18		0:00:35		0:00:01				0:00:18

				Max Wait Time				0:02:46		0:06:51		0:06:36		0:08:04		0:00:58				0:08:04

				Service Level (<95% calls under 5 min)				99.87%		98.83%		98.05%		95.02%		100.00%				98.35%

				Talk Time (Avg)				0:08:12		0:07:48		0:06:57		0:07:33		0:07:25				0:07:35

				Call Handle Time (Avg)				0:10:33		0:10:09		0:09:05		0:10:06		0:09:22				0:09:51

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.16%		78.69%		77.37%		74.95%		78.99%				78.23%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		1		3		0		0				4

				Helpline (Transfers from Vendor/other)				240		204		241		210		149				1044

		 		Short Abandon (under 60 seconds)				1		2		1		2		0				6

				% of calls answered in under 10 minutes				99.87%		99.27%		99.30%		97.75%		100.00%				99.24%

				Occupancy				69.33%		67.17%		60.02%		62.63%		46.62%				61.15%

				Max Agents				32		29		31		28		29				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week

				Calls Received				92		95		92		85		66				430

				Calls Handled				91		93		88		83		65				420						Top 5 Call Reasons

				Calls Abandoned				1		2		3		2		1				9

				Abandon % (>5%)(Less Short Aban)				1.09%		2.11%		3.26%		2.35%		1.52%				2.07%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:26		0:04:33		0:03:33		0:03:20		0:00:40				0:02:42

				Average Wait Time (>5 min)				0:00:48		0:02:05		0:00:11		0:01:31		0:00:16				0:00:58						x		x

				Max Wait Time				0:09:18		0:25:03		0:04:07		0:09:55		0:04:59				0:25:03						x		x

				Service Level (<95% calls under 5 min)				71.74%		61.05%		86.96%		67.06%		93.94%				76.15%						x		x

				Talk Time (Avg)				0:06:55		0:07:56		0:06:25		0:08:11		0:07:33				0:07:24						x		x

				Call Handle Time (Avg)				0:10:30		0:11:52		0:09:25		0:12:09		0:11:13				0:11:01						x		x

				Max Agents				2.12		2.45		1.84		2.24		1.62				2				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week

				Calls Received				210		181		185		168		144				888

				Calls Handled				203		177		183		167		142				872						Top 5 Call Reasons

				Calls Abandoned				7		4		2		1		2				16

				Abandon % (>5%)(Less Short Aban)				3.33%		2.21%		1.08%		0.60%		1.39%				1.72%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:46		0:05:53		0:01:49		0:03:13		0:02:51				0:03:30

		 		Average Wait Time (>5 min)				0:01:27		0:01:24		0:00:13		0:00:20		0:00:35				0:00:47						x		x

				Max Wait Time				0:12:55		0:20:21		0:04:13		0:04:45		0:07:16				0:20:21						x		x

				Service Level (<95% calls under 5 min)				61.90%		68.51%		90.81%		86.90%		81.94%				78.01%						x		x

				Talk Time (Avg)				0:04:30		0:04:34		0:04:54		0:05:19		0:04:16				0:04:42						x		x

				Call Handle Time (Avg)				0:06:44		0:07:05		0:06:39		0:07:49		0:06:30				0:06:57						x		x

				Max Agents				2.52		2.25		2.27		2.48		1.67				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week

				Calls Received				240		204		241		210		149				1044

				Calls Handled				233		201		234		202		145				1015

				Calls Abandoned				6		1		6		7		4				24

				Abandon % (>5%)(Less Short Aban)				2.50%		0.49%		2.49%		3.33%		2.68%				2.30%

				Avg Time to Abandon				0:07:20		0:07:33		0:06:40		0:08:23		0:02:58				0:06:34

				Average Wait Time (>5 min)				0:03:57		0:01:03		0:09:04		0:04:08		0:04:06				0:04:27

				Max Wait Time				0:24:28		0:13:56		0:38:16		0:30:53		0:22:18				0:38:16

				Service Level (<95% calls under 5 min)				49.79%		74.26%		30.42%		62.68%		57.05%				54.84%

				Talk Time (Avg)				0:13:49		0:13:00		0:14:42		0:14:03		0:11:46				0:13:28

				Call Handle Time (Avg)				0:24:09		0:22:21		0:24:06		0:23:54		0:20:38				0:23:01

				Percent. calls transferred by vendor				32.00%		29.82%		33.61%		33.76%		31.24%				32.09%

				Max Agents				10.98		8.51		11.29		9.12		5.34				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jun		8-Jun		9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				18		2		32		12		8				72

				Error				0		0		0		0		0				0

				Invalid Number				1		0		1		0		0				2

				No Answer				1		0		3		0		1				5

				No Response				1		0		0		1		0				2

				Total Requests				21		2		36		13		9				81

				% Connected				86%		100%		89%		92%		89%				91.16%

																						 



























































































































































































5.31.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week

				Calls Received				637		546		595		527		518				2823

				Calls Handled				637		546		595		527		518				2823

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:02		0:00:00		0:00:00		0:00:00		0:00:02				0:00:01

				Max Wait Time				0:01:31		0:00:23		0:00:02		0:00:02		0:02:54				0:02:54

				Service Level (<95% calls under 5 min)				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%

				Talk Time (Avg)				0:07:17		0:07:41		0:07:34		0:06:59		0:07:24				0:07:23

				Call Handle Time (Avg)				0:09:30		0:10:04		0:09:58		0:09:30		0:09:31				0:09:43

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.39%		80.43%		77.90%		79.89%		82.42%				79.81%

				Complaints Received				1		1		2		0		0				4						 

				Complaints Resolved				1		1		1		0		0				3

				Helpline (Transfers from Vendor/other)				199		170		201		172		139				881

		 		Short Abandon (under 60 seconds)				0		0		0		0		0				0

				% of calls answered in under 10 minutes				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%

				Occupancy				51.56%		47.28%		46.17%		40.30%		42.15%				45.49%

				Max Agents				32		32		36		32		33				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week

				Calls Received				108		107		100		102		58				475

				Calls Handled				101		104		95		101		58				459						Top 5 Call Reasons

				Calls Abandoned				3		2		4		0		0				9

				Abandon % (>5%)(Less Short Aban)				2.78%		1.87%		4.00%		0.00%		0.00%				1.73%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:24		0:03:08		0:01:16		0:00:00		0:00:00				0:01:09

				Average Wait Time (>5 min)				0:01:47		0:00:57		0:00:58		0:00:46		0:00:05				0:00:54						x		x

				Max Wait Time				0:12:07		0:09:22		0:08:49		0:08:55		0:02:04				0:12:07						x		x

				Service Level (<95% calls under 5 min)				57.69%		71.70%		71.72%		82.18%		96.55%				75.97%						x		x

				Talk Time (Avg)				0:06:53		0:07:59		0:06:19		0:08:04		0:08:32				0:07:33						x		x

				Call Handle Time (Avg)				0:11:00		0:11:14		0:10:38		0:11:16		0:11:38				0:11:09						x		x

				Max Agents				2.57		2.62		2.24		2.55		1.50				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week

				Calls Received				157		169		162		160		150				798

				Calls Handled				149		154		154		157		143				757						Top 5 Call Reasons

				Calls Abandoned				5		14		7		3		7				36

				Abandon % (>5%)(Less Short Aban)				3.18%		8.28%		4.32%		1.88%		4.67%				4.47%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:54		0:04:03		0:03:50		0:01:10		0:02:13				0:03:26

		 		Average Wait Time (>5 min)				0:01:33		0:02:52		0:01:17		0:00:58		0:01:03				0:01:32						x		x

				Max Wait Time				0:19:52		0:16:39		0:12:26		0:08:41		0:08:03				0:19:52						x		x

				Service Level (<95% calls under 5 min)				66.88%		52.07%		66.05%		70.00%		60.67%				63.13%						x		x

				Talk Time (Avg)				0:04:28		0:04:01		0:04:04		0:04:40		0:03:45				0:04:11						x		x

				Call Handle Time (Avg)				0:06:07		0:05:27		0:06:13		0:06:43		0:05:58				0:06:05						x		x

				Max Agents				2.03		1.87		1.66		1.81		1.31				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week

				Calls Received				199		170		201		172		139				881

				Calls Handled				192		168		188		162		134				844

				Calls Abandoned				5		1		12		8		2				28

				Abandon % (>5%)(Less Short Aban)				2.51%		0.59%		5.97%		4.65%		1.44%				3.03%

				Avg Time to Abandon				0:01:58		0:02:00		0:06:58		0:07:35		0:09:26				0:05:35

				Average Wait Time (>5 min)				0:03:28		0:01:50		0:11:18		0:06:05		0:02:30				0:05:02

				Max Wait Time				0:32:09		0:15:55		0:27:08		0:25:43		0:22:28				0:32:09

				Service Level (<95% calls under 5 min)				55.84%		72.78%		12.00%		43.86%		77.21%				52.34%

				Talk Time (Avg)				0:12:44		0:13:56		0:13:37		0:15:51		0:13:36				0:13:56

				Call Handle Time (Avg)				0:21:37		0:22:55		0:23:08		0:25:23		0:21:39				0:22:56

				Percent. calls transferred by vendor				31.24%		31.14%		33.78%		32.64%		26.83%				31.13%

				Max Agents				9.19		7.31		7.77		7.45		5.72				9

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-May		1-Jun		2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				15		9		36		11		7				78

				Error				0		0		0		0		0				0

				Invalid Number				1		0		0		0		0				1

				No Answer				1		0		0		2		0				3

				No Response				0		0		0		3		0				3

				Total Requests				17		9		36		17		7				86

				% Connected				88%		100%		100%		65%		100%				90.59%

																						 



























































































































































































5.24.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week

				Calls Received						654		742		617		588				2601

				Calls Handled						629		707		617		588				2541

				Calls Abandoned						1		0		0		0				1

				Abandon % (>5%)(Less Short Aban)						0.15%		0.00%		0.00%		0.00%				0.04%

				Avg Time to Abandon						0:38:27		0:00:00		0:00:00		0:00:00				0:09:36

				Average Wait Time (>5 min)						0:00:36		0:00:21		0:00:03		0:00:07				0:00:17

				Max Wait Time						0:07:43		0:00:00		0:13:04		0:03:26				0:13:04

				Service Level (<95% calls under 5 min)						91.13%		95.28%		99.68%		100.00%				96.52%

				Talk Time (Avg)						0:07:30		0:08:37		0:07:31		0:07:36				0:07:48

				Call Handle Time (Avg)						0:10:23		0:11:03		0:09:52		0:10:05				0:10:21

				Transfer Out						na		na		na		na				na

				First Call Resolution %						na 		58.82%		81.37%		82.99%				74.40%

				Complaints Received						0		0		0		0				0						 

				Complaints Resolved						0		0		0		0				0

				Helpline (Transfers from Vendor/other)						269		217		221		220				927

		 		Short Abandon (under 60 seconds)						11		26		0		0				37

				% of calls answered in under 10 minutes						96.18%		95.28%		99.68%		100.00%				97.78%

				Occupancy						63.31%		74.04%		49.07%		51.09%				59.38%

				Max Agents						29		31		34		33				34



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week

				Calls Received						125		157		157		153				592

				Calls Handled						124		148		156		152				580						Top 5 Call Reasons

				Calls Abandoned						1		8		1		1				11

				Abandon % (>5%)(Less Short Aban)						0.80%		5.10%		0.64%		0.65%				1.80%						Call Reason		Count of Calls

				Avg Time to Abandon						0:02:12		0:01:03		0:01:07		0:01:01				0:01:20

				Average Wait Time (>5 min)						0:01:09		0:01:28		0:01:25		0:01:10				0:01:18						x		x

				Max Wait Time						0:11:14		0:10:49		0:16:45		0:10:10				0:16:45						x		x

				Service Level (<95% calls under 5 min)						75.20%		67.52%		68.79%		77.78%				72.32%						x		x

				Talk Time (Avg)						0:07:04		0:07:53		0:07:16		0:07:34				0:07:26						x		x

				Call Handle Time (Avg)						0:11:19		0:11:40		0:11:11		0:11:14				0:11:21						x		x

				Max Agents						3.12		3.84		3.88		3.80				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week

				Calls Received						206		205		174		126				711

				Calls Handled						169		198		166		125				658						Top 5 Call Reasons

				Calls Abandoned						37		7		8		1				53

				Abandon % (>5%)(Less Short Aban)						17.96%		3.41%		4.60%		0.79%				6.69%						Call Reason		Count of Calls

				Avg Time to Abandon						0:06:42		0:01:58		0:01:54		0:02:43				0:03:19

		 		Average Wait Time (>5 min)						0:05:42		0:01:37		0:00:30		0:00:13				0:02:00						x		x

				Max Wait Time						0:32:23		0:13:30		0:07:28		0:03:25				0:32:23						x		x

				Service Level (<95% calls under 5 min)						27.18%		56.59%		76.44%		87.30%				61.88%						x		x

				Talk Time (Avg)						0:04:53		0:04:32		0:03:50		0:03:30				0:04:11						x		x

				Call Handle Time (Avg)						0:06:45		0:06:48		0:05:47		0:05:10				0:06:07						x		x

				Max Agents						2.51		2.81		2.13		1.38				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week

				Calls Received						269		217		221		220				927

				Calls Handled						261		214		215		205				895

				Calls Abandoned						6		2		6		11				25

				Abandon % (>5%)(Less Short Aban)						2.23%		0.92%		2.71%		5.00%				2.72%

				Avg Time to Abandon						0:02:50		0:09:32		0:06:56		0:10:15				0:07:23

				Average Wait Time (>5 min)						0:08:19		0:03:54		0:03:34		0:08:12				0:05:59

				Max Wait Time						0:30:24		0:18:43		0:26:41		0:31:37				0:31:37

				Service Level (<95% calls under 5 min)						39.93%		43.98%		56.11%		38.89%				44.73%

				Talk Time (Avg)						0:14:48		0:14:19		0:12:23		0:13:10				0:13:40

				Call Handle Time (Avg)						0:23:34		0:22:56		0:22:13		0:23:56				0:23:09

				Percent. calls transferred by vendor						41.13%		29.25%		35.82%		37.41%				35.90%

				Max Agents						11.79		9.74		7.79		7.93				12

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-May		25-May		26-May		27-May		28-May		29-May		30-May		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						30		13		5		25				73

				Error						0		0		0		0				0

				Invalid Number						0		0		0		0				0

				No Answer						0		3		0		1				4

				No Response						2		0		1		3				6

				Total Requests						32		16		6		29				83

				% Connected						94%		81%		83%		86%				86.14%

																						 



























































































































































































5.17.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week

				Calls Received				1071		845		654		609		645				3824

				Calls Handled				984		812		629		583		614				3622

				Calls Abandoned				23		3		1		0		0				27

				Abandon % (>5%)(Less Short Aban)				2.15%		0.36%		0.15%		0.00%		0.00%				0.53%

				Avg Time to Abandon				0:13:09		0:23:58		0:38:27		0:00:00		0:00:00				0:15:06

				Average Wait Time (>5 min)				0:03:05		0:01:11		0:00:36		0:00:30		0:00:16				0:01:08

				Max Wait Time				0:27:54		0:38:27		0:07:43		0:00:00		0:08:59				0:38:27

				Service Level (<95% calls under 5 min)				65.27%		85.09%		91.13%		95.73%		95.04%				86.45%

				Talk Time (Avg)				0:06:55		0:07:24		0:07:30		0:08:18		0:08:01				0:07:37

				Call Handle Time (Avg)				0:09:18		0:09:38		0:10:23		0:11:05		0:10:32				0:10:11

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.12%		82.30%		82.36%		82.73%		82.63%				82.03%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		1				1

				Helpline (Transfers from Vendor/other)				303		238		194		159		209				1103

		 		Short Abandon (under 60 seconds)				18		11		11		16		28				84

				% of calls answered in under 10 minutes				86.55%		94.32%		96.18%		95.73%		95.19%				93.60%

				Occupancy				88.18%		80.04%		63.31%		70.40%		66.21%				73.63%

				Max Agents				30		30		29		26		30				30



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week

				Calls Received				105		88		78		93		96				460

				Calls Handled				103		83		78		93		94				451						Top 5 Call Reasons

				Calls Abandoned				1		0		0		0		2				3

				Abandon % (>5%)(Less Short Aban)				0.95%		0.00%		0.00%		0.00%		2.08%				0.61%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:01		0:00:00		0:00:00		0:00:00		0:00:39				0:00:20

				Average Wait Time (>5 min)				0:00:26		0:01:04		0:00:36		0:00:02		0:00:53				0:00:36						x		x

				Max Wait Time				0:06:49		0:09:26		0:11:31		0:01:16		0:10:31				0:11:31						x		x

				Service Level (<95% calls under 5 min)				85.58%		70.11%		87.18%		98.92%		79.17%				84.19%						x		x

				Talk Time (Avg)				0:07:22		0:10:16		0:07:07		0:06:41		0:07:58				0:07:52						x		x

				Call Handle Time (Avg)				0:11:22		0:13:34		0:11:15		0:10:34		0:10:37				0:11:28						x		x

				Max Agents				2.63		2.53		1.95		2.18		2.22				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week

				Calls Received				197		185		190		135		138				845

				Calls Handled				191		178		178		133		133				813						Top 5 Call Reasons

				Calls Abandoned				2		2		11		2		5				22

				Abandon % (>5%)(Less Short Aban)				1.02%		1.08%		5.79%		1.48%		3.62%				2.60%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:19		0:04:45		0:04:07		0:01:16		0:01:42				0:02:25

		 		Average Wait Time (>5 min)				0:00:26		0:00:48		0:01:29		0:00:32		0:00:37				0:00:46						x		x

				Max Wait Time				0:07:38		0:11:03		0:15:18		0:06:13		0:05:52				0:15:18						x		x

				Service Level (<95% calls under 5 min)				80.71%		77.30%		62.11%		80.74%		74.64%				75.10%						x		x

				Talk Time (Avg)				0:04:55		0:04:46		0:04:31		0:04:21		0:04:54				0:04:41						x		x

				Call Handle Time (Avg)				0:07:00		0:06:48		0:07:10		0:06:37		0:07:18				0:06:58						x		x

				Max Agents				2.97		2.69		2.84		1.60		2.16				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week

				Calls Received				303		238		194		159		209				1103

				Calls Handled				287		204		181		154		207				1033

				Calls Abandoned				13		8		9		3		2				35

				Abandon % (>5%)(Less Short Aban)				4.29%		3.36%		4.64%		1.89%		0.96%				3.03%

				Avg Time to Abandon				0:06:49		0:11:12		0:06:25		0:02:42		0:01:21				0:05:41

				Average Wait Time (>5 min)				0:08:02		0:07:30		0:07:07		0:01:56		0:06:21				0:06:11

				Max Wait Time				0:34:31		0:35:23		0:26:02		0:16:20		0:36:26				0:36:26

				Service Level (<95% calls under 5 min)				37.33%		47.86%		40.31%		65.61%		31.10%				44.44%

				Talk Time (Avg)				0:14:28		0:16:21		0:14:10		0:14:30		0:12:55				0:14:28

				Call Handle Time (Avg)				0:23:58		0:26:51		0:22:31		0:23:49		0:22:24				0:23:54

				Percent. calls transferred by vendor				28.29%		28.17%		29.66%		26.11%		32.40%				28.93%

				Max Agents				13.58		10.58		8.01		7.91		9.70				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-May		18-May		19-May		20-May		21-May		22-May		23-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		0		0		0				1

				Connected				8		23		23		4		14				72

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		1		1		0		0				2

				No Response				1		1		1		0		0				3

				Total Requests				9		26		25		4		14				78

				% Connected				89%		88%		92%		100%		100%				93.87%

																						 



























































































































































































5.9.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week

				Calls Received				1070		877		805		870		742				4364

				Calls Handled				1028		838		775		832		708				4181

				Calls Abandoned				5		0		6		6		1				18

				Abandon % (>5%)(Less Short Aban)				0.47%		0.00%		0.75%		0.69%		0.13%				0.41%

				Avg Time to Abandon				0:15:16		0:00:00		0:10:31		0:16:27		0:41:35				0:16:45

				Average Wait Time (>5 min)				0:00:55		0:00:38		0:00:52		0:01:21		0:01:00				0:00:57

				Max Wait Time				0:07:21		0:08:45		0:18:33		0:00:00		0:22:11				0:22:11

				Service Level (<95% calls under 5 min)				89.44%		90.88%		95.28%		95.63%		87.47%				91.74%

				Talk Time (Avg)				0:06:54		0:07:37		0:07:39		0:07:09		0:07:50				0:07:26

				Call Handle Time (Avg)				0:08:54		0:09:43		0:09:47		0:09:21		0:10:22				0:09:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.47%		84.54%		83.86%		80.75%		76.75%				81.67%

				Complaints Received				1		0		0		0		1				2						 

				Complaints Resolved				1		0		0		4		1				6

				Helpline (Transfers from Vendor/other)				265		218		212		201		198				1094

		 		Short Abandon (under 60 seconds)				19		24		18		10		21				92

				% of calls answered in under 10 minutes				96.07%		95.55%		95.90%		95.63%		93.26%				95.28%

				Occupancy				79.82%		77.85%		77.05%		83.05%		77.81%				79.12%

				Max Agents				34		34		29		29		29				34



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week

				Calls Received				114		125		103		91		79				512

				Calls Handled				111		119		102		91		75				498						Top 5 Call Reasons

				Calls Abandoned				2		5		1		0		3				11

				Abandon % (>5%)(Less Short Aban)				1.75%		4.00%		0.97%		0.00%		3.80%				2.10%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:16		0:03:17		0:00:39		0:00:00		0:05:25				0:02:31

				Average Wait Time (>5 min)				0:00:52		0:01:18		0:00:50		0:00:07		0:01:12				0:00:51						x		x

				Max Wait Time				0:21:30		0:10:58		0:10:15		0:03:38		0:19:37				0:21:30						x		x

				Service Level (<95% calls under 5 min)				83.19%		72.80%		79.61%		96.70%		75.95%				81.65%						x		x

				Talk Time (Avg)				0:08:15		0:08:22		0:08:37		0:07:40		0:09:37				0:08:30						x		x

				Call Handle Time (Avg)				0:12:29		0:12:27		0:12:14		0:11:23		0:13:41				0:12:26						x		x

				Max Agents				3.08		3.29		2.77		2.30		2.28				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week

				Calls Received				200		178		186		168		153				885

				Calls Handled				196		175		184		168		149				872						Top 5 Call Reasons

				Calls Abandoned				3		3		0		0		4				10

				Abandon % (>5%)(Less Short Aban)				1.50%		1.69%		0.00%		0.00%		2.61%				1.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:40		0:00:22		0:00:00		0:00:00		0:01:38				0:00:32

		 		Average Wait Time (>5 min)				0:00:32		0:00:27		0:00:03		0:00:07		0:00:53				0:00:24						x		x

				Max Wait Time				0:06:49		0:06:16		0:02:00		0:02:14		0:09:00				0:09:00						x		x

				Service Level (<95% calls under 5 min)				80.00%		81.46%		96.77%		93.45%		67.32%				83.80%						x		x

				Talk Time (Avg)				0:04:40		0:04:10		0:05:02		0:04:28		0:05:34				0:04:46						x		x

				Call Handle Time (Avg)				0:07:07		0:06:13		0:07:01		0:06:39		0:08:04				0:07:00						x		x

				Max Agents				3.10		2.42		2.87		2.48		2.67				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week

				Calls Received				265		218		212		201		198				1094

				Calls Handled				262		211		204		197		187				1061

				Calls Abandoned				3		6		5		4		9				27

				Abandon % (>5%)(Less Short Aban)				1.13%		2.75%		2.36%		1.99%		4.55%				2.56%

				Avg Time to Abandon				0:03:30		0:02:29		0:06:47		0:05:51		0:10:03				0:05:44

				Average Wait Time (>5 min)				0:01:07		0:04:49		0:04:18		0:06:26		0:11:29				0:05:37

				Max Wait Time				0:15:02		0:27:32		0:25:09		0:37:30		0:31:52				0:37:30

				Service Level (<95% calls under 5 min)				72.83%		39.17%		45.71%		50.25%		20.41%				45.67%

				Talk Time (Avg)				0:14:33		0:14:26		0:13:57		0:14:54		0:15:49				0:14:43

				Call Handle Time (Avg)				0:23:01		0:24:20		0:22:41		0:25:11		0:26:16				0:24:17

				Percent. calls transferred by vendor				24.77%		24.86%		26.34%		23.10%		26.68%				25.15%

				Max Agents				11.46		9.92		9.52		8.98		9.34				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-May		11-May		12-May		13-May		14-May		15-May		16-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				6		16		8		8		7				45

				Error				0		0		0		0		0				0

				Invalid Number				0		1		0		0		0				1

				No Answer				0		2		0		1		1				4

				No Response				1		0		1		0		2				4

				Total Requests				7		19		9		9		10				54

				% Connected				87%		84%		89%		89%		70%				83.80%

																						 



























































































































































































5.3.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week

				Calls Received				847		704		868		711		834				3964

				Calls Handled				812		690		833		691		793				3819

				Calls Abandoned				6		3		2		2		8				21

				Abandon % (>5%)(Less Short Aban)				0.70%		0.42%		0.29%		0.28%		0.96%				0.53%

				Avg Time to Abandon				0:15:09		0:13:01		0:25:00		0:20:34		0:13:32				0:17:27

				Average Wait Time (>5 min)				0:01:28		0:01:22		0:01:05		0:01:33		0:02:08				0:01:31

				Max Wait Time				0:26:08		0:27:54		0:28:13		0:18:11		0:09:44				0:28:13

				Service Level (<95% calls under 5 min)				79.03%		88.52%		86.65%		83.83%		74.34%				82.47%

				Talk Time (Avg)				0:08:17		0:08:08		0:07:56		0:07:07		0:07:00				0:07:41

				Call Handle Time (Avg)				0:11:22		0:11:42		0:10:19		0:09:22		0:09:08				0:10:23

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.95%		83.21%		84.62%		84.55%		82.01%				83.27%

				Complaints Received				2		0		0		0		0				2						 

				Complaints Resolved				1		1		0		1		0				3

				Helpline (Transfers from Vendor/other)				174		128		192		186		227				907

		 		Short Abandon (under 60 seconds)				21		3		13		8		17				62

				% of calls answered in under 10 minutes				88.98%		96.15%		90.79%		96.06%		95.08%				93.41%

				Occupancy				68.98%		59.84%		74.81%		76.19%		77.31%				71.43%

				Max Agents				30		34		35		30		30				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week

				Calls Received				87		100		87		89		91				454

				Calls Handled				86		95		87		87		89				444						Top 5 Call Reasons

				Calls Abandoned				1		4		0		2		2				9

				Abandon % (>5%)(Less Short Aban)				1.15%		4.00%		0.00%		2.25%		2.20%				1.92%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:17		0:03:18		0:00:00		0:01:23		0:00:37				0:01:07

				Average Wait Time (>5 min)				0:00:29		0:01:27		0:00:31		0:00:43		0:00:03				0:00:38						x		x

				Max Wait Time				0:05:38		0:12:15		0:07:38		0:08:06		0:01:55				0:12:15						x		x

				Service Level (<95% calls under 5 min)				82.76%		66.00%		83.91%		82.02%		96.70%				82.28%						x		x

				Talk Time (Avg)				0:07:49		0:08:42		0:09:49		0:08:28		0:06:33				0:08:16						x		x

				Call Handle Time (Avg)				0:11:39		0:12:38		0:13:48		0:11:56		0:09:51				0:11:58						x		x

				Max Agents				2.23		2.67		2.67		2.31		1.95				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week

				Calls Received				163		194		183		206		174				920

				Calls Handled				160		181		164		186		167				858						Top 5 Call Reasons

				Calls Abandoned				2		13		19		20		4				58

				Abandon % (>5%)(Less Short Aban)				1.23%		6.70%		10.38%		9.71%		2.30%				6.06%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:15		0:04:48		0:05:36		0:05:40		0:01:15				0:03:42

		 		Average Wait Time (>5 min)				0:00:29		0:02:19		0:03:23		0:05:46		0:00:56				0:02:34						x		x

				Max Wait Time				0:09:04		0:11:56		0:25:40		0:24:48		0:07:19				0:25:40						x		x

				Service Level (<95% calls under 5 min)				80.37%		50.00%		39.89%		28.64%		66.67%				53.11%						x		x

				Talk Time (Avg)				0:04:29		0:04:26		0:05:07		0:05:33		0:04:41				0:04:51						x		x

				Call Handle Time (Avg)				0:06:21		0:06:21		0:07:53		0:07:51		0:06:52				0:07:03						x		x

				Max Agents				2.26		2.55		2.87		3.24		2.55				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week

				Calls Received				174		128		192		186		227				907

				Calls Handled				167		125		183		181		217				873

				Calls Abandoned				6		2		9		5		10				32

				Abandon % (>5%)(Less Short Aban)				3.50%		1.58%		4.43%		2.69%		4.41%				3.32%

				Avg Time to Abandon				0:12:37		0:07:11		0:07:49		0:10:09		0:09:09				0:09:23

				Average Wait Time (>5 min)				0:06:01		0:03:04		0:05:56		0:03:48		0:08:11				0:05:24

				Max Wait Time				0:26:08		0:27:54		0:28:13		0:33:00		0:28:04				0:33:00

				Service Level (<95% calls under 5 min)				39.65%		64.94%		32.18%		51.61%		33.04%				44.28%

				Talk Time (Avg)				0:12:15		0:12:23		0:14:31		0:13:35		0:12:27				0:13:02

				Call Handle Time (Avg)				0:20:44		0:21:36		0:23:07		0:22:16		0:21:49				0:21:54

				Percent. calls transferred by vendor				20.54%		18.18%		22.12%		26.16%		27.22%				22.84%

				Max Agents				11.20		10.32		8.17		8.05		9.47				11

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-May		4-May		5-May		6-May		7-May		8-May		9-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				32		19		21		7		7				86

				Error				0		1		0		0		0				1

				Invalid Number				0		0		1		0		0				1

				No Answer				0		0		1		0		0				1

				No Response				0		0		0		0		0				0

				Total Requests				32		20		23		7		7				89

				% Connected				100%		95%		91%		100%		100%				97.26%

																						 



























































































































































































4.26.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week

				Calls Received				1207		996		1077		1058		884				5222

				Calls Handled				1150		929		1038		1012		867				4996

				Calls Abandoned				7		18		8		14		7				55

				Abandon % (>5%)(Less Short Aban)				0.60%		1.80%		0.73%		1.33%		0.78%				1.05%

				Avg Time to Abandon				0:19:21		0:12:40		0:15:48		0:12:27		0:12:56				0:14:38

				Average Wait Time (>5 min)				0:01:59		0:04:02		0:02:17		0:02:17		0:01:21				0:02:23

				Max Wait Time				0:21:51		0:30:33		0:35:27		0:29:52		0:41:38				0:41:38

				Service Level (<95% calls under 5 min)				77.81%		56.59%		78.96%		68.91%		88.55%				74.16%

				Talk Time (Avg)				0:07:33		0:08:11		0:08:09		0:07:55		0:07:27				0:07:51

				Call Handle Time (Avg)				0:10:38		0:11:04		0:10:57		0:10:41		0:10:17				0:10:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.29%		81.99%		80.06%		82.46%		82.19%				81.60%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		0		1		0		0				1

				Helpline (Transfers from Vendor/other)				198		202		216		221		167				1004

		 		Short Abandon (under 60 seconds)				16		14		11		3		5				49

				% of calls answered in under 10 minutes				95.08%		80.61%		91.50%		91.06%		90.93%				89.84%

				Occupancy				86.23%		83.27%		82.62%		80.21%		68.25%				80.12%

				Max Agents				31		27		32		31		32				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week

				Calls Received				141		159		131		168		98				697

				Calls Handled				136		155		127		164		97				679						Top 5 Call Reasons

				Calls Abandoned				5		4		4		4		0				17

				Abandon % (>5%)(Less Short Aban)				3.55%		2.52%		3.05%		2.38%		0.00%				2.30%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:59		0:03:39		0:02:00		0:02:34		0:00:00				0:02:26

				Average Wait Time (>5 min)				0:02:45		0:01:13		0:02:00		0:02:30		0:01:20				0:01:57						x		x

				Max Wait Time				0:14:25		0:10:48		0:13:17		0:14:08		0:10:45				0:14:25						x		x

				Service Level (<95% calls under 5 min)				49.65%		68.55%		61.83%		53.57%		74.49%				61.62%						x		x

				Talk Time (Avg)				0:07:29		0:07:25		0:09:27		0:08:06		0:07:24				0:07:58						x		x

				Call Handle Time (Avg)				0:11:53		0:11:53		0:14:22		0:12:04		0:12:42				0:12:34						x		x

				Max Agents				3.59		4.09		4.05		4.40		2.74				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week

				Calls Received				166		206		192		168		145				877

				Calls Handled				164		192		182		166		139				843						Top 5 Call Reasons

				Calls Abandoned				2		14		10		2		6				34

				Abandon % (>5%)(Less Short Aban)				1.20%		6.80%		5.21%		1.19%		4.14%				3.71%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:47		0:04:01		0:00:46		0:01:49		0:01:24				0:01:45

		 		Average Wait Time (>5 min)				0:00:56		0:03:41		0:00:54		0:01:04		0:01:14				0:01:33						x		x

				Max Wait Time				0:12:32		0:14:02		0:08:34		0:10:58		0:17:16				0:17:16						x		x

				Service Level (<95% calls under 5 min)				73.49%		37.86%		67.71%		75.60%		67.59%				64.45%						x		x

				Talk Time (Avg)				0:05:17		0:05:19		0:04:39		0:05:25		0:05:16				0:05:11						x		x

				Call Handle Time (Avg)				0:07:55		0:07:49		0:06:59		0:07:57		0:07:22				0:07:36						x		x

				Max Agents				2.89		3.33		2.82		2.93		2.28				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week

				Calls Received				198		202		216		221		167				1004

				Calls Handled				195		193		204		209		154				955

				Calls Abandoned				2		7		11		11		13				43

				Abandon % (>5%)(Less Short Aban)				0.90%		3.51%		5.09%		4.91%		7.60%				4.40%

				Avg Time to Abandon				0:07:46		0:07:39		0:06:33		0:05:57		0:12:56				0:08:10

				Average Wait Time (>5 min)				0:01:38		0:07:06		0:06:08		0:05:46		0:09:27				0:06:01

				Max Wait Time				0:21:51		0:30:33		0:35:27		0:29:52		0:41:38				0:41:38

				Service Level (<95% calls under 5 min)				63.77%		44.52%		34.23%		37.04%		39.16%				43.74%

				Talk Time (Avg)				0:12:24		0:13:05		0:12:41		0:13:29		0:11:49				0:12:41

				Call Handle Time (Avg)				0:21:43		0:22:41		0:21:17		0:22:40		0:20:35				0:21:47

				Percent. calls transferred by vendor				16.40%		20.28%		20.06%		20.89%		18.89%				19.30%

				Max Agents				13.18		13.17		13.06		13.13		10.43				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		1-May		2-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				6		55		38		31		34				164

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		5		1		1		0				7

				No Response				3		8		0		0		1				12

				Total Requests				9		68		39		32		35				183

				% Connected				67%		81%		97%		97%		97%				87.80%

																						 



























































































































































































4.19.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week

				Calls Received				2814		3964		1115		998		947				9838

				Calls Handled				1845		2689		1093		940		923				7490

				Calls Abandoned				769		950		2		21		8				1750

				Abandon % (>5%)(Less Short Aban)				26.84%		23.71%		0.16%		2.06%		0.86%				10.73%

				Avg Time to Abandon				0:25:01		0:21:02		0:03:46		0:12:11		0:14:25				0:15:17

				Average Wait Time (>5 min)				0:39:10		0:38:49		0:01:00		0:03:05		0:02:25				0:16:54

				Max Wait Time				2:05:07		1:59:40		0:16:47		0:25:03		0:44:28				2:05:07

				Service Level (<95% calls under 5 min)				25.69%		22.82%		92.55%		67.79%		77.45%				57.26%

				Talk Time (Avg)				0:09:55		0:10:00		0:08:01		0:08:15		0:07:57				0:08:50

				Call Handle Time (Avg)				0:14:09		0:14:08		0:11:17		0:11:16		0:10:57				0:12:21

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.10%		82.94%		80.64%		80.47%		81.01%				81.43%

				Complaints Received				0		0		0		0		1				1						 

				Complaints Resolved				0		1		3		0		0				4

				Helpline (Transfers from Vendor/other)				341		490		211		172		185				1399

		 		Short Abandon (under 60 seconds)				38		103		10		11		1				163

				% of calls answered in under 10 minutes				29.85%		23.31%		97.57%		81.85%		89.14%				64.34%

				Occupancy				90.71%		93.42%		75.45%		72.67%		66.00%				79.65%

				Max Agents				38		41		35		32		37				41



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week

				Calls Received				273		333		146		103		101				956

				Calls Handled				251		296		144		100		99				890						Top 5 Call Reasons

				Calls Abandoned				22		37		1		2		2				64

				Abandon % (>5%)(Less Short Aban)				8.06%		11.11%		0.68%		1.94%		1.98%				4.75%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:26		0:05:17		0:00:54		0:02:16		0:03:22				0:03:15

				Average Wait Time (>5 min)				0:06:01		0:07:14		0:01:25		0:00:48		0:00:46				0:03:14						x		x

				Max Wait Time				0:31:33		0:32:50		0:12:25		0:10:31		0:08:08				0:32:50						x		x

				Service Level (<95% calls under 5 min)				34.80%		20.72%		64.38%		81.37%		75.25%				55.30%						x		x

				Talk Time (Avg)				0:08:46		0:08:58		0:08:44		0:08:10		0:08:13				0:08:34						x		x

				Call Handle Time (Avg)				0:13:02		0:12:56		0:13:38		0:12:46		0:12:36				0:12:59						x		x

				Max Agents				7.73		9.40		4.36		2.84		2.77				9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week

				Calls Received				273		281		220		185		171				1130

				Calls Handled				244		244		214		179		165				1046						Top 5 Call Reasons

				Calls Abandoned				29		37		6		6		5				83

				Abandon % (>5%)(Less Short Aban)				10.62%		13.17%		2.73%		3.24%		2.92%				6.54%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:54		0:04:35		0:02:20		0:03:50		0:02:52				0:03:54

		 		Average Wait Time (>5 min)				0:07:40		0:07:18		0:02:41		0:02:00		0:02:08				0:04:21						x		x

				Max Wait Time				0:35:40		0:22:24		0:14:46		0:15:38		0:12:22				0:35:40						x		x

				Service Level (<95% calls under 5 min)				21.98%		7.47%		41.36%		68.65%		52.05%				38.30%						x		x

				Talk Time (Avg)				0:05:56		0:05:38		0:04:59		0:04:07		0:05:13				0:05:10						x		x

				Call Handle Time (Avg)				0:08:29		0:08:13		0:07:35		0:06:50		0:08:17				0:07:52						x		x

				Max Agents				4.60		4.45		3.61		2.72		3.04				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week

				Calls Received				341		490		211		172		185				1399

				Calls Handled				258		372		207		161		173				1171

				Calls Abandoned				70		94		2		9		11				186

				Abandon % (>5%)(Less Short Aban)				20.44%		19.24%		1.03%		5.48%		5.72%				10.38%

				Avg Time to Abandon				0:26:32		0:24:44		0:03:46		0:08:11		0:11:13				0:14:53

				Average Wait Time (>5 min)				0:58:28		1:01:32		0:01:00		0:06:36		0:08:37				0:27:14

				Max Wait Time				1:38:08		1:42:29		0:16:47		0:25:03		0:44:28				1:42:29

				Service Level (<95% calls under 5 min)				5.79%		4.30%		81.87%		30.84%		35.37%				31.63%

				Talk Time (Avg)				0:13:17		0:13:24		0:11:18		0:14:13		0:12:39				0:12:58

				Call Handle Time (Avg)				0:21:13		0:21:20		0:20:19		0:23:07		0:21:26				0:21:29

				Percent. calls transferred by vendor				12.12%		12.36%		18.92%		17.23%		19.54%				16.03%

				Max Agents				39.91		39.98		14.66		13.28		11.73				40

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		Week

				Busy		 		1		6		0		0		0				7

				Caller canceled				5		18		0		0		0				23

				Connected				277		1044		14		37		41				1413

				Error				0		37		0		0		0				37

				Invalid Number				0		1		0		0		0				1

				No Answer				19		97		0		2		1				119

				No Response				51		218		0		1		6				276

				Total Requests				353		1421		14		40		48				1876

				% Connected				78%		73%		100%		93%		85%				85.97%

																						 



























































































































































































4.12.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week

				Calls Received				1795		1601		1649		1779		1725				8549

				Calls Handled				1497		1418		1394		1441		1383				7134

				Calls Abandoned				169		93		135		221		192				811

				Abandon % (>5%)(Less Short Aban)				9.42%		5.74%		8.21%		12.41%		11.18%				9.39%

				Avg Time to Abandon				0:12:26		0:12:47		0:12:28		0:12:04		0:13:34				0:12:40

				Average Wait Time (>5 min)				0:11:38		0:09:11		0:09:31		0:13:05		0:14:02				0:11:29

				Max Wait Time				1:02:39		0:55:05		0:55:22		0:58:11		0:53:22				1:02:39

				Service Level (<95% calls under 5 min)				27.16%		41.37%		32.09%		19.86%		27.92%				29.68%

				Talk Time (Avg)				0:07:43		0:08:19		0:08:10		0:07:49		0:09:09				0:08:14

				Call Handle Time (Avg)				0:11:01		0:11:48		0:11:22		0:11:18		0:13:12				0:11:44

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.62%		83.21%		81.94%		83.21%		81.42%				82.48%

				Complaints Received				4		2		0		0		0				6						 

				Complaints Resolved				3		2		0		0		0				5

				Helpline (Transfers from Vendor/other)				351		250		294		373		234				1502

		 		Short Abandon (under 60 seconds)				36		19		26		28		38				147

				% of calls answered in under 10 minutes				38.94%		68.44%		49.85%		29.21%		41.38%				45.56%

				Occupancy				92.02%		91.86%		88.49%		91.78%		93.45%				91.52%

				Max Agents				37		36		37		33		33				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week

				Calls Received				192		159		154		174		171				850

				Calls Handled				182		153		152		171		166				824						Top 5 Call Reasons

				Calls Abandoned				9		6		2		3		2				22

				Abandon % (>5%)(Less Short Aban)				4.69%		3.77%		1.30%		1.72%		1.17%				2.53%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:54		0:01:54		0:01:04		0:01:48		0:05:28				0:03:01

				Average Wait Time (>5 min)				0:04:05		0:01:50		0:00:53		0:02:10		0:01:28				0:02:05						x		x

				Max Wait Time				0:20:38		0:12:30		0:11:15		0:13:41		0:12:49				0:20:38						x		x

				Service Level (<95% calls under 5 min)				48.69%		64.15%		75.32%		58.05%		63.53%				61.95%						x		x

				Talk Time (Avg)				0:07:53		0:09:42		0:09:43		0:09:12		0:09:23				0:09:10						x		x

				Call Handle Time (Avg)				0:11:37		0:13:47		0:14:01		0:13:37		0:13:24				0:13:17						x		x

				Max Agents				4.72		4.69		4.74		5.17		4.94				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week

				Calls Received				241		237		214		254		221				1167

				Calls Handled				231		219		203		232		209				1094						Top 5 Call Reasons

				Calls Abandoned				9		18		11		22		11				71

				Abandon % (>5%)(Less Short Aban)				3.73%		7.59%		5.14%		8.66%		4.98%				6.02%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:03		0:02:17		0:01:31		0:02:00		0:02:46				0:02:31

		 		Average Wait Time (>5 min)				0:03:14		0:04:39		0:00:56		0:02:58		0:02:49				0:02:55						x		x

				Max Wait Time				0:19:04		0:20:40		0:07:47		0:13:44		0:21:10				0:21:10						x		x

				Service Level (<95% calls under 5 min)				48.55%		28.69%		65.42%		37.01%		53.85%				46.70%						x		x

				Talk Time (Avg)				0:05:05		0:05:44		0:04:42		0:05:52		0:05:12				0:05:19						x		x

				Call Handle Time (Avg)				0:07:44		0:08:31		0:07:14		0:08:29		0:07:43				0:07:56						x		x

				Max Agents				3.97		4.15		3.27		4.38		3.59				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week

				Calls Received				351		250		294		373		234				1502

				Calls Handled				295		212		249		303		194				1252

				Calls Abandoned				46		35		41		61		34				216

				Abandon % (>5%)(Less Short Aban)				13.10%		13.82%		13.84%		16.43%		14.48%				14.33%

				Avg Time to Abandon				0:15:22		0:13:40		0:13:00		0:14:23		0:15:43				0:14:25

				Average Wait Time (>5 min)				0:25:30		0:26:14		0:22:33		0:26:40		0:24:49				0:25:09

				Max Wait Time				1:02:39		0:55:05		0:55:22		0:58:11		0:50:05				1:02:39

				Service Level (<95% calls under 5 min)				6.98%		2.60%		13.16%		4.53%		6.94%				6.84%

				Talk Time (Avg)				0:12:06		0:12:39		0:13:31		0:13:17		0:12:25				0:12:47

				Call Handle Time (Avg)				0:20:36		0:21:24		0:22:15		0:22:32		0:20:48				0:21:31

				Percent. calls transferred by vendor				19.55%		15.62%		17.83%		20.97%		13.57%				17.51%

				Max Agents				23.38		21.44		21.80		25.75		24.91				26

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		3		2		2		4				12

				Connected				218		220		178		227		219				1062

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				18		6		2		13		18				57

				No Response				28		22		11		27		19				107

				Total Requests				266		251		193		269		260				1239

				% Connected				82%		88%		92%		84%		84%				86.09%

																						 



























































































































































































4.5.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week

				Calls Received				1523		1255		1384		1227		1311				6700

				Calls Handled				1297		1139		1139		1078		1152				5805

				Calls Abandoned				136		61		154		82		101				533

				Abandon % (>5%)(Less Short Aban)				8.91%		4.84%		11.08%		6.67%		7.67%				7.83%

				Avg Time to Abandon				0:13:35		0:09:15		0:13:12		0:11:57		0:11:25				0:11:53

				Average Wait Time (>5 min)				0:12:21		0:05:25		0:12:00		0:10:00		0:08:54				0:09:44

				Max Wait Time				1:00:18		0:33:45		0:56:55		0:44:29		0:38:21				1:00:18

				Service Level (<95% calls under 5 min)				37.44%		60.41%		30.71%		33.15%		31.16%				38.57%

				Talk Time (Avg)				0:09:45		0:09:47		0:09:32		0:10:08		0:09:03				0:09:39

				Call Handle Time (Avg)				0:14:05		0:14:29		0:13:21		0:14:37		0:12:43				0:13:51

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.85%		81.44%		81.02%		79.93%		80.17%				81.08%

				Complaints Received				0		0		1		0		0				1						 

				Complaints Resolved				0		0		0		1		0				1

				Helpline (Transfers from Vendor/other)				277		206		264		237		273				1257

		 		Short Abandon (under 60 seconds)				19		16		21		9		12				77

				% of calls answered in under 10 minutes				50.28%		76.65%		46.69%		60.98%		49.58%				56.83%

				Occupancy				88.02%		82.48%		86.98%		87.68%		89.10%				86.85%

				Max Agents				34		31		32		32		35				35



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week

				Calls Received				185		141		143		158		112				739

				Calls Handled				175		138		136		148		108				705						Top 5 Call Reasons

				Calls Abandoned				9		3		7		9		4				32

				Abandon % (>5%)(Less Short Aban)				4.86%		2.13%		4.90%		5.70%		3.57%				4.23%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:04		0:02:08		0:01:57		0:07:04		0:01:28				0:03:20

				Average Wait Time (>5 min)				0:02:36		0:00:27		0:01:29		0:03:39		0:00:55				0:01:49						x		x

				Max Wait Time				0:14:57		0:06:20		0:13:00		0:16:31		0:10:13				0:16:31						x		x

				Service Level (<95% calls under 5 min)				50.81%		83.69%		65.03%		39.49%		76.79%				63.16%						x		x

				Talk Time (Avg)				0:08:15		0:09:23		0:09:04		0:10:22		0:08:41				0:09:09						x		x

				Call Handle Time (Avg)				0:12:30		0:13:27		0:12:42		0:14:19		0:12:25				0:13:04						x		x

				Max Agents				4.18		3.54		3.84		4.71		2.98				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week

				Calls Received				245		206		243		248		213				1155

				Calls Handled				233		193		228		234		207				1095						Top 5 Call Reasons

				Calls Abandoned				12		13		13		13		6				57

				Abandon % (>5%)(Less Short Aban)				4.90%		6.31%		5.35%		5.24%		2.82%				4.92%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:21		0:02:15		0:05:21		0:02:44		0:06:35				0:03:51

		 		Average Wait Time (>5 min)				0:02:56		0:02:12		0:05:02		0:03:12		0:03:20				0:03:20						x		x

				Max Wait Time				0:13:12		0:13:51		0:22:47		0:23:28		0:19:43				0:23:28						x		x

				Service Level (<95% calls under 5 min)				37.96%		46.60%		30.45%		37.10%		48.36%				40.09%						x		x

				Talk Time (Avg)				0:04:58		0:05:07		0:05:52		0:05:46		0:05:02				0:05:21						x		x

				Call Handle Time (Avg)				0:06:55		0:07:25		0:08:24		0:08:26		0:07:32				0:07:44						x		x

				Max Agents				3.58		3.18		4.25		4.39		3.46				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week

				Calls Received				277		206		264		237		273				1257

				Calls Handled				234		193		232		206		243				1107

				Calls Abandoned				39		10		27		26		29				131

				Abandon % (>5%)(Less Short Aban)				14.08%		5.00%		10.40%		10.95%		10.44%				10.17%

				Avg Time to Abandon				0:14:26		0:05:57		0:14:00		0:12:18		0:10:15				0:11:23

				Average Wait Time (>5 min)				0:21:12		0:06:17		0:19:19		0:17:23		0:14:00				0:15:38

				Max Wait Time				1:00:18		0:33:45		0:56:55		0:44:29		0:38:21				1:00:18

				Service Level (<95% calls under 5 min)				17.09%		25.04%		21.16%		14.58%		12.34%				18.04%

				Talk Time (Avg)				0:13:05		0:11:56		0:14:22		0:13:08		0:13:17				0:13:09

				Call Handle Time (Avg)				0:21:22		0:20:32		0:22:53		0:21:49		0:21:47				0:21:40

				Percent. calls transferred by vendor				18.19%		16.41%		19.08%		19.32%		20.82%				18.76%

				Max Agents				26.49		23.56		22.99		22.32		20.00				26

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		Week

				Busy		 		0		0		0		0		1				1

				Caller canceled				1		1		2		1		1				6

				Connected				236		83		143		144		125				731

				Error				1		0		1		1		0				3

				Invalid Number				0		0		0		0		0				0

				No Answer				11		6		9		1		9				36

				No Response				47		24		33		14		4				122

				Total Requests				296		114		188		161		140				899

				% Connected				80%		81%		81%		89%		89%				84.39%

																						 



























































































































































































3.29.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week

				Calls Received				2006		2042		1633		1450		1304				8435

				Calls Handled				1447		1393		1237		1214		1243				6534

				Calls Abandoned				338		497		271		149		24				1279

				Abandon % (>5%)(Less Short Aban)				16.88%		23.61%		16.55%		10.29%		1.87%				13.84%

				Avg Time to Abandon				0:13:11		0:17:09		0:14:23		0:11:44		0:12:14				0:13:44

				Average Wait Time (>5 min)				0:21:23		0:30:06		0:19:36		0:12:14		0:03:38				0:17:23

				Max Wait Time				1:21:12		1:20:49		1:02:57		0:42:34		0:24:33				1:21:12

				Service Level (<95% calls under 5 min)				21.10%		21.75%		22.86%		25.31%		73.72%				32.95%

				Talk Time (Avg)				0:10:37		0:10:33		0:09:50		0:09:27		0:09:08				0:09:55

				Call Handle Time (Avg)				0:15:29		0:15:35		0:14:25		0:13:38		0:13:19				0:14:29

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.05%		80.96%		77.93%		82.07%		82.87%				81.18%

				Complaints Received				0		2		0		1		0				3						 

				Complaints Resolved				1		2		1		1		0				5

				Helpline (Transfers from Vendor/other)				283		252		274		254		225				1288

		 		Short Abandon (under 60 seconds)				20		31		18		19		9				97

				% of calls answered in under 10 minutes				30.23%		28.46%		30.29%		47.90%		88.43%				45.06%

				Occupancy				89.15%		89.90%		90.00%		88.97%		81.39%				87.88%

				Max Agents				36		29		27		29		34				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week

				Calls Received				208		232		156		152		179				927

				Calls Handled				196		220		149		149		175				889						Top 5 Call Reasons

				Calls Abandoned				11		12		7		3		3				36

				Abandon % (>5%)(Less Short Aban)				5.29%		5.17%		4.49%		1.97%		1.68%				3.72%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:42		0:02:42		0:02:01		0:02:24		0:02:58				0:02:21

				Average Wait Time (>5 min)				0:01:19		0:03:17		0:01:52		0:01:12		0:01:36				0:01:51						x		x

				Max Wait Time				0:12:58		0:22:48		0:13:42		0:10:47		0:12:18				0:22:48						x		x

				Service Level (<95% calls under 5 min)				62.98%		43.53%		50.64%		68.42%		58.66%				56.85%						x		x

				Talk Time (Avg)				0:08:53		0:09:24		0:09:26		0:09:12		0:07:35				0:08:54						x		x

				Call Handle Time (Avg)				0:12:42		0:13:46		0:13:52		0:12:49		0:11:20				0:12:53						x		x

				Max Agents				4.87		5.96		3.88		3.68		3.77				6				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week

				Calls Received				244		219		227		242		217				1149

				Calls Handled				202		211		211		230		207				1061						Top 5 Call Reasons

				Calls Abandoned				42		8		16		12		10				88

				Abandon % (>5%)(Less Short Aban)				17.21%		3.65%		7.05%		4.96%		4.61%				7.50%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:55		0:03:40		0:02:20		0:02:42		0:02:19				0:03:23

		 		Average Wait Time (>5 min)				0:12:01		0:04:08		0:01:59		0:02:31		0:01:35				0:04:26						x		x

				Max Wait Time				0:37:21		0:13:13		0:13:56		0:15:20		0:11:04				0:37:21						x		x

				Service Level (<95% calls under 5 min)				9.02%		27.85%		50.66%		45.87%		55.76%				37.83%						x		x

				Talk Time (Avg)				0:05:54		0:05:26		0:05:26		0:04:51		0:04:35				0:05:14						x		x

				Call Handle Time (Avg)				0:08:58		0:07:43		0:07:40		0:06:57		0:06:45				0:07:36						x		x

				Max Agents				4.02		3.62		3.59		3.55		3.11				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week

				Calls Received				283		252		274		254		225				1288

				Calls Handled				194		200		224		221		216				1055

				Calls Abandoned				44		43		43		28		7				165

				Abandon % (>5%)(Less Short Aban)				15.62%		16.93%		15.80%		10.98%		2.97%				12.46%

				Avg Time to Abandon				0:14:57		0:13:25		0:17:33		0:11:48		0:09:35				0:13:27

				Average Wait Time (>5 min)				0:33:35		0:36:53		0:28:59		0:16:40		0:05:02				0:24:13

				Max Wait Time				1:21:12		1:20:49		1:02:57		0:42:34		0:24:33				1:21:12

				Service Level (<95% calls under 5 min)				5.60%		5.45%		11.62%		8.27%		37.54%				13.70%

				Talk Time (Avg)				0:14:12		0:13:29		0:13:38		0:12:49		0:11:51				0:13:11

				Call Handle Time (Avg)				0:22:57		0:21:54		0:22:16		0:21:12		0:20:26				0:21:45

				Percent. calls transferred by vendor				14.11%		12.34%		16.78%		17.52%		17.25%				15.60%

				Max Agents				32.77		35.43		29.06		25.18		23.43				35

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				4		5		6		0		0				15

				Connected				255		289		273		164		70				1051

				Error				0		1		0		0		0				1

				Invalid Number				48		0		0		0		0				48

				No Answer				8		21		24		4		8				65

				No Response				29		33		26		13		11				112

				Total Requests				344		349		329		181		89				1292

				% Connected				74%		83%		83%		91%		88%				83.60%

																						 



























































































































































































3.22.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week

				Calls Received				2136		2355		1772		1634		1550				9447

				Calls Handled				1194		1578		1362		1228		1315				6677

				Calls Abandoned				645		452		234		203		111				1644

				Abandon % (>5%)(Less Short Aban)				29.22%		18.68%		13.19%		12.47%		6.90%				16.09%

				Avg Time to Abandon				0:22:52		0:16:36		0:13:35		0:11:31		0:11:51				0:15:17

				Average Wait Time (>5 min)				0:33:43		0:23:15		0:14:53		0:15:39		0:11:18				0:19:45

				Max Wait Time				1:36:16		1:27:44		0:59:09		0:52:56		0:37:21				1:36:16

				Service Level (<95% calls under 5 min)				4.97%		11.74%		20.36%		31.36%		46.59%				23.00%

				Talk Time (Avg)				0:10:07		0:09:44		0:08:39		0:10:51		0:09:47				0:09:50

				Call Handle Time (Avg)				0:14:43		0:13:49		0:12:45		0:15:59		0:14:26				0:14:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.20%		79.55%		80.77%		80.98%		79.58%				79.41%

				Complaints Received				3		0		2		0		1				6						 

				Complaints Resolved				5		2		2		0		1				10

				Helpline (Transfers from Vendor/other)				684		403		358		191		236				1872

		 		Short Abandon (under 60 seconds)				36		28		25		18		19				126

				% of calls answered in under 10 minutes				5.78%		22.67%		34.29%		42.36%		66.86%				34.39%

				Occupancy				95.20%		95.17%		90.24%		90.50%		85.67%				91.36%

				Max Agents				33		40		39		29		32				40



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week

				Calls Received				276		204		197		194		157				1028

				Calls Handled				179		191		181		179		149				879						Top 5 Call Reasons

				Calls Abandoned				97		12		16		14		8				147

				Abandon % (>5%)(Less Short Aban)				35.14%		5.88%		8.12%		7.22%		5.10%				12.29%						Call Reason		Count of Calls

				Avg Time to Abandon				0:20:14		0:04:03		0:04:44		0:03:39		0:02:41				0:07:04

				Average Wait Time (>5 min)				0:23:49		0:03:12		0:05:51		0:03:17		0:02:48				0:07:47						x		x

				Max Wait Time				1:34:17		0:17:16		0:27:30		0:21:44		0:19:39				1:34:17						x		x

				Service Level (<95% calls under 5 min)				19.20%		46.08%		35.03%		39.90%		52.23%				38.49%						x		x

				Talk Time (Avg)				0:08:08		0:08:46		0:09:15		0:08:40		0:09:11				0:08:48						x		x

				Call Handle Time (Avg)				0:11:05		0:12:06		0:12:40		0:12:24		0:13:32				0:12:21						x		x

				Max Agents				7.09		5.13		5.10		4.74		3.84				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week

				Calls Received				243		237		225		269		225				1199

				Calls Handled				222		214		210		233		209				1088						Top 5 Call Reasons

				Calls Abandoned				21		22		15		36		16				110

				Abandon % (>5%)(Less Short Aban)				8.64%		9.28%		6.67%		13.38%		7.11%				9.02%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:05		0:05:43		0:02:30		0:07:07		0:02:37				0:04:12

		 		Average Wait Time (>5 min)				0:05:31		0:05:04		0:03:10		0:10:58		0:01:26				0:05:13						x		x

				Max Wait Time				0:21:00		0:20:02		0:17:47		0:22:40		0:09:50				0:22:40						x		x

				Service Level (<95% calls under 5 min)				27.16%		24.89%		49.33%		9.67%		54.67%				33.14%						x		x

				Talk Time (Avg)				0:05:12		0:04:54		0:04:30		0:05:27		0:04:59				0:05:00						x		x

				Call Handle Time (Avg)				0:07:00		0:06:42		0:06:24		0:07:26		0:06:56				0:06:53						x		x

				Max Agents				3.46		3.19		2.99		3.85		3.22				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week

				Calls Received				684		403		358		191		236				1872

				Calls Handled				442		226		277		140		182				1267

				Calls Abandoned				121		101		39		20		28				310

				Abandon % (>5%)(Less Short Aban)				17.74%		25.06%		10.95%		10.47%		11.99%				15.24%

				Avg Time to Abandon				0:18:18		0:21:40		0:11:33		0:11:09		0:11:30				0:14:50

				Average Wait Time (>5 min)				0:39:42		0:47:22		0:18:51		0:19:48		0:22:56				0:29:43

				Max Wait Time				1:36:16		1:27:44		0:59:09		0:52:56		0:37:21				1:36:16

				Service Level (<95% calls under 5 min)				8.29%		6.91%		12.41%		7.74%		3.50%				7.77%

				Talk Time (Avg)				0:13:46		0:13:54		0:11:47		0:12:39		0:13:33				0:13:07

				Call Handle Time (Avg)				0:21:32		0:22:12		0:20:38		0:20:51		0:22:46				0:21:35

				Percent. calls transferred by vendor				32.02%		17.11%		20.20%		11.69%		15.23%				19.25%

				Max Agents				35.02		28.14		24.39		27.97		27.06				35

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				6		15		2		3		0				26

				Connected				452		640		194		201		159				1646

				Error				0		17		2		8		2				29

				Invalid Number				235		321		112		36		29				733

				No Answer				127		71		26		14		10				248

				No Response				76		112		42		29		14				273

				Total Requests				896		1176		378		291		214				2955

				% Connected				50%		54%		51%		69%		74%				59.91%

																						 



























































































































































































3.15.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week

				Calls Received				1203		1036		947		974		1193				5353

				Calls Handled				1073		972		882		918		1072				4918

				Calls Abandoned				44		16		16		18		49				143

				Abandon % (>5%)(Less Short Aban)				3.68%		1.53%		1.57%		1.75%		3.80%				2.47%

				Avg Time to Abandon				0:10:38		0:11:26		0:11:04		0:11:00		0:12:42				0:11:22

				Average Wait Time (>5 min)				0:04:56		0:02:45		0:03:08		0:02:43		0:05:50				0:03:52

				Max Wait Time				0:25:46		0:22:32		0:34:42		0:28:08		0:36:29				0:36:29

				Service Level (<95% calls under 5 min)				45.17%		73.55%		71.24%		75.62%		54.24%				63.96%

				Talk Time (Avg)				0:08:37		0:08:35		0:09:03		0:09:21		0:08:47				0:08:53

				Call Handle Time (Avg)				0:12:18		0:12:24		0:12:37		0:13:20		0:12:31				0:12:38

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.83%		83.51%		81.12%		80.27%		77.00%				80.95%

				Complaints Received				0		0		4		0		0				4						 

				Complaints Resolved				0		0		2		0		0				2

				Helpline (Transfers from Vendor/other)				281		176		205		190		270				1122

		 		Short Abandon (under 60 seconds)				12		5		15		7		10				49

				% of calls answered in under 10 minutes				76.33%		90.17%		85.60%		89.44%		74.63%				83.23%

				Occupancy				87.29%		80.65%		72.00%		75.27%		78.62%				78.77%

				Max Agents				35		35		35		37		37				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week

				Calls Received				155		150		157		144		166				772

				Calls Handled				148		145		149		141		158				741						Top 5 Call Reasons

				Calls Abandoned				7		5		8		3		8				31

				Abandon % (>5%)(Less Short Aban)				4.52%		3.33%		5.10%		2.08%		4.82%				3.97%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:08		0:01:31		0:01:55		0:01:58		0:03:38				0:02:26

				Average Wait Time (>5 min)				0:01:22		0:01:36		0:01:09		0:01:01		0:01:02				0:01:14						x		x

				Max Wait Time				0:10:44		0:12:10		0:10:36		0:11:51		0:13:46				0:13:46						x		x

				Service Level (<95% calls under 5 min)				66.45%		59.33%		67.52%		70.83%		72.89%				67.40%						x		x

				Talk Time (Avg)				0:08:06		0:08:01		0:08:30		0:08:21		0:07:50				0:08:09						x		x

				Call Handle Time (Avg)				0:11:36		0:11:32		0:11:37		0:11:51		0:11:39				0:11:39						x		x

				Max Agents				3.82		3.72		3.84		3.71		4.09				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week

				Calls Received				256		246		257		252		200				1211

				Calls Handled				238		235		224		225		179				1101						Top 5 Call Reasons

				Calls Abandoned				18		11		33		27		20				109

				Abandon % (>5%)(Less Short Aban)				7.03%		4.47%		12.84%		10.71%		10.00%				9.01%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:02		0:01:33		0:03:32		0:03:05		0:05:24				0:03:19

		 		Average Wait Time (>5 min)				0:03:02		0:02:24		0:05:40		0:04:59		0:04:36				0:04:08						x		x

				Max Wait Time				0:13:06		0:11:19		0:18:26		0:18:39		0:30:14				0:30:14						x		x

				Service Level (<95% calls under 5 min)				35.94%		36.18%		25.68%		32.94%		47.00%				35.55%						x		x

				Talk Time (Avg)				0:04:48		0:04:21		0:05:11		0:04:51		0:04:31				0:04:44						x		x

				Call Handle Time (Avg)				0:06:46		0:06:19		0:07:15		0:07:01		0:06:28				0:06:45						x		x

				Max Agents				3.58		3.30		3.62		3.51		2.57				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week

				Calls Received				281		176		205		190		270				1122

				Calls Handled				259		156		173		169		209				965

				Calls Abandoned				12		9		12		11		33				77

				Abandon % (>5%)(Less Short Aban)				4.18%		4.90%		5.97%		5.94%		12.07%				6.61%

				Avg Time to Abandon				0:04:34		0:06:49		0:09:01		0:08:10		0:12:34				0:08:13

				Average Wait Time (>5 min)				0:04:55		0:05:05		0:08:30		0:07:11		0:17:54				0:08:43

				Max Wait Time				0:25:46		0:22:32		0:34:42		0:28:08		0:36:29				0:36:29

				Service Level (<95% calls under 5 min)				37.06%		30.30%		18.44%		16.97%		8.25%				22.20%

				Talk Time (Avg)				0:12:11		0:11:22		0:13:52		0:13:26		0:13:04				0:12:47

				Call Handle Time (Avg)				0:20:27		0:20:02		0:23:09		0:22:27		0:21:27				0:21:30

				Percent. calls transferred by vendor				23.36%		16.99%		21.65%		19.51%		22.63%				20.83%

				Max Agents				17.31		13.36		14.19		15.96		17.74				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				31		23		22		42		33				151

				Error				0		0		0		0		0				0

				Invalid Number				6		12		8		8		16				50

				No Answer				4		2		2		8		9				25

				No Response				2		1		7		9		9				28

				Total Requests				43		38		39		67		67				254

				% Connected				72%		61%		56%		63%		49%				60.19%

																						 



























































































































































































3.1.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week

				Calls Received				1487		1213		1103		957		1040				5800

				Calls Handled				1290		1138		1023		925		988				5364

				Calls Abandoned				43		17		29		23		17				129

				Abandon % (>5%)(Less Short Aban)				2.90%		1.42%		2.36%		2.28%		1.62%				2.11%

				Avg Time to Abandon				0:12:12		0:10:57		0:12:08		0:09:50		0:10:16				0:11:05

				Average Wait Time (>5 min)				0:03:53		0:02:31		0:04:08		0:03:31		0:02:32				0:03:19

				Max Wait Time				0:17:16		0:24:30		0:42:18		0:27:39		0:27:40				0:42:18

				Service Level (<95% calls under 5 min)				55.21%		75.31%		61.61%		86.92%		75.65%				70.94%

				Talk Time (Avg)				0:08:33		0:08:11		0:08:46		0:09:01		0:09:11				0:08:44

				Call Handle Time (Avg)				0:12:12		0:11:43		0:12:10		0:12:36		0:12:33				0:12:15

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.29%		85.83%		81.98%		83.79%		82.20%				83.42%

				Complaints Received				2		0		3		0		0				5						 

				Complaints Resolved				2		0		1		0		0				3

				Helpline (Transfers from Vendor/other)				240		221		223		208		210				1102

		 		Short Abandon (under 60 seconds)				83		23		12		0		6				124

				% of calls answered in under 10 minutes				82.99%		91.06%		84.94%		90.94%		89.08%				87.80%

				Occupancy				94.71%		85.77%		88.55%		84.53%		79.42%				86.60%

				Max Agents				47		43		36		33		36				47



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week

				Calls Received				159		119		104		135		124				641

				Calls Handled				151		119		104		127		124				625						Top 5 Call Reasons

				Calls Abandoned				8		0		0		8		0				16

				Abandon % (>5%)(Less Short Aban)				5.03%		0.00%		0.00%		5.93%		0.00%				2.19%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:52		0:00:00		0:00:00		0:02:47		0:00:00				0:01:19

				Average Wait Time (>5 min)				0:02:33		0:00:50		0:00:34		0:01:13		0:00:43				0:01:10						x		x

				Max Wait Time				0:17:16		0:07:13		0:06:26		0:12:29		0:08:13				0:17:16						x		x

				Service Level (<95% calls under 5 min)				48.43%		76.47%		84.62%		64.44%		75.81%				69.95%						x		x

				Talk Time (Avg)				0:09:10		0:08:57		0:08:57		0:08:56		0:08:20				0:08:52						x		x

				Call Handle Time (Avg)				0:13:10		0:12:24		0:11:25		0:12:42		0:11:32				0:12:14						x		x

				Max Agents				4.42		3.28		2.64		3.58		3.18				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week

				Calls Received				343		288		312		292		279				1514

				Calls Handled				282		253		269		252		230				1286						Top 5 Call Reasons

				Calls Abandoned				61		35		43		40		49				228

				Abandon % (>5%)(Less Short Aban)				17.78%		12.15%		13.78%		13.70%		17.56%				14.99%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:16		0:03:54		0:04:26		0:04:58		0:04:41				0:04:51

		 		Average Wait Time (>5 min)				0:09:37		0:07:31		0:06:42		0:08:37		0:06:18				0:07:45						x		x

				Max Wait Time				0:30:50		0:20:28		0:21:18		0:29:29		0:20:12				0:30:50						x		x

				Service Level (<95% calls under 5 min)				17.20%		13.54%		18.27%		9.93%		15.77%				14.94%						x		x

				Talk Time (Avg)				0:05:29		0:05:23		0:05:16		0:04:51		0:05:03				0:05:12						x		x

				Call Handle Time (Avg)				0:07:47		0:07:24		0:07:15		0:07:02		0:07:13				0:07:20						x		x

				Max Agents				4.88		4.16		4.33		3.94		3.69				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week

				Calls Received				240		221		223		208		210				1102

				Calls Handled				233		206		179		181		196				995

				Calls Abandoned				6		8		27		15		9				65

				Abandon % (>5%)(Less Short Aban)				2.35%		3.54%		12.31%		7.34%		4.32%				5.97%

				Avg Time to Abandon				0:03:56		0:04:29		0:10:33		0:06:46		0:04:52				0:06:07

				Average Wait Time (>5 min)				0:01:07		0:03:42		0:11:42		0:06:40		0:05:45				0:05:47

				Max Wait Time				0:17:16		0:24:30		0:42:18		0:27:39		0:27:40				0:42:18

				Service Level (<95% calls under 5 min)				78.76%		38.28%		28.25%		26.72%		39.34%				42.27%

				Talk Time (Avg)				0:11:40		0:10:52		0:12:22		0:13:37		0:14:19				0:12:34

				Call Handle Time (Avg)				0:20:25		0:19:30		0:21:50		0:21:56		0:23:42				0:21:28

				Percent. calls transferred by vendor				16.14%		18.22%		20.22%		21.73%		20.19%				19.30%

				Max Agents				18.39		16.07		12.77		13.20		14.67				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				2		18		54		19		25				118

				Error				0		0		0		0		0				0

				Invalid Number				0		3		11		1		3				18

				No Answer				0		0		1		0		0				1

				No Response				0		3		8		5		5				21

				Total Requests				2		24		74		25		33				158

				% Connected				100%		75%		73%		76%		76%				79.95%

																						 



























































































































































































2.23.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week

				Calls Received				1439		1244		1204		1202		1252				6341

				Calls Handled				1382		1163		1136		1143		1186				6009

				Calls Abandoned				23		27		26		18		14				107

				Abandon % (>5%)(Less Short Aban)				1.56%		2.05%		2.07%		1.47%		1.08%				1.65%

				Avg Time to Abandon				0:08:18		0:10:12		0:10:27		0:10:37		0:10:37				0:10:02

				Average Wait Time (>5 min)				0:02:00		0:02:27		0:02:40		0:02:00		0:01:37				0:02:09

				Max Wait Time				0:11:11		0:22:37		0:33:54		0:18:44		0:12:51				0:33:54

				Service Level (<95% calls under 5 min)				80.78%		78.63%		72.03%		80.94%		81.62%				78.80%

				Talk Time (Avg)				0:09:09		0:09:10		0:08:48		0:09:20		0:08:22				0:08:58

				Call Handle Time (Avg)				0:13:18		0:13:04		0:12:06		0:12:55		0:11:49				0:12:38

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.51%		84.74%		82.79%		83.98%		84.35%				83.68%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		1		0		0		0				1

				Helpline (Transfers from Vendor/other)				254		218		252		261		279				1264

		 		Short Abandon (under 60 seconds)				8		7		10		10		26				61

				% of calls answered in under 10 minutes				95.38%		90.07%		90.15%		91.23%		92.43%				91.85%

				Occupancy				83.45%		84.28%		85.97%		na		82.05%				83.94%

				Max Agents				48		46		47		42		48				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week

				Calls Received				196		212		173		213		261				1055

				Calls Handled				179		205		163		204		249				1000						Top 5 Call Reasons

				Calls Abandoned				17		7		10		9		12				55

				Abandon % (>5%)(Less Short Aban)				8.67%		3.30%		5.78%		4.23%		4.60%				5.32%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:02		0:02:35		0:04:51		0:02:28		0:02:43				0:03:07

				Average Wait Time (>5 min)				0:03:14		0:02:40		0:03:33		0:01:59		0:01:48				0:02:38						x		x

				Max Wait Time				0:12:42		0:13:18		0:17:40		0:12:14		0:15:54				0:17:40						x		x

				Service Level (<95% calls under 5 min)				38.78%		47.64%		47.98%		53.05%		59.77%				49.44%						x		x

				Talk Time (Avg)				0:09:42		0:09:17		0:10:11		0:08:20		0:09:13				0:09:20						x		x

				Call Handle Time (Avg)				0:13:34		0:13:11		0:13:08		0:11:04		0:12:49				0:12:45						x		x

				Max Agents				5.40		6.00		4.76		5.01		7.09				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week

				Calls Received				320		295		300		325		293				1533

				Calls Handled				261		232		249		280		258				1280						Top 5 Call Reasons

				Calls Abandoned				59		63		51		45		35				253

				Abandon % (>5%)(Less Short Aban)				18.44%		21.36%		17.00%		13.85%		11.95%				16.52%						Call Reason		Count of Calls

				Avg Time to Abandon				0:09:10		0:10:11		0:06:37		0:05:00		0:05:35				0:07:18

		 		Average Wait Time (>5 min)				0:11:54		0:16:03		0:07:45		0:08:12		0:06:26				0:10:04						x		x

				Max Wait Time				0:42:56		0:40:22		0:23:22		0:23:38		0:23:18				0:42:56						x		x

				Service Level (<95% calls under 5 min)				12.19%		4.41%		16.33%		13.85%		27.30%				14.82%						x		x

				Talk Time (Avg)				0:05:40		0:05:26		0:04:55		0:05:02		0:04:55				0:05:11						x		x

				Call Handle Time (Avg)				0:07:59		0:07:51		0:07:09		0:07:23		0:07:12				0:07:30						x		x

				Max Agents				4.63		4.05		3.96		4.59		4.13				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week

				Calls Received				254		218		252		261		279				1264

				Calls Handled				240		188		225		242		265				1161

				Calls Abandoned				10		17		18		10		9				65

				Abandon % (>5%)(Less Short Aban)				4.06%		7.79%		7.31%		3.92%		3.40%				5.30%

				Avg Time to Abandon				0:05:08		0:07:24		0:08:21		0:04:05		0:04:19				0:05:51

				Average Wait Time (>5 min)				0:03:07		0:06:12		0:06:34		0:03:25		0:02:52				0:04:26

				Max Wait Time				0:11:11		0:22:37		0:33:54		0:18:44		0:12:51				0:33:54

				Service Level (<95% calls under 5 min)				35.57%		23.97%		31.91%		38.33%		41.38%				34.23%

				Talk Time (Avg)				0:11:54		0:11:31		0:11:56		0:13:57		0:11:55				0:12:14

				Call Handle Time (Avg)				0:21:19		0:20:43		0:20:31		0:23:56		0:21:32				0:21:36

				Percent. calls transferred by vendor				17.65%		17.52%		20.93%		21.71%		22.28%				20.02%

				Max Agents				22.02		15.51		14.87		18.46		18.33				22

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Feb		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		29-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		1		0				1

				Connected				10		40		26		17		8				101

				Error				0		0		0		0		0				0

				Invalid Number				0		0		4		3		0				7

				No Answer				1		1		0		1		0				3

				No Response				0		0		6		4		0				10

				Total Requests				11		41		36		26		8				122

				% Connected				91%		98%		72%		65%		100%				85.22%

																						 



























































































































































































2.16.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						1643		1390		1204		1156				5393

				Calls Handled						1469		1220		1055		1106				4851

				Calls Abandoned						61		73		55		18				208

				Abandon % (>5%)(Less Short Aban)						3.69%		5.23%		4.25%		1.51%				3.67%

				Avg Time to Abandon						0:11:15		0:09:39		0:11:50		0:09:12				0:10:29

				Average Wait Time (>5 min)						0:05:43		0:05:54		0:05:50		0:02:31				0:05:00

				Max Wait Time						0:36:19		0:35:21		0:52:33		0:31:55				0:52:33

				Service Level (<95% calls under 5 min)						35.61%		36.25%		52.02%		81.53%				51.35%

				Talk Time (Avg)						0:08:54		0:08:58		0:09:18		0:09:07				0:09:04

				Call Handle Time (Avg)						0:12:37		0:12:39		0:13:28		0:13:34				0:13:04

				Transfer Out						na		na		na		na				na

				First Call Resolution %						82.12%		84.28%		82.59%		83.79%				83.20%

				Complaints Received						1		0		1		0				2						 

				Complaints Resolved						7		2		1		0				10

				Helpline (Transfers from Vendor/other)						345		303		221		208				1077

		 		Short Abandon (under 60 seconds)						21		22		16		6				65

				% of calls answered in under 10 minutes						76.55%		68.84%		76.74%		88.97%				77.78%

				Occupancy						92.13%		94.63%		90.17%		75.86%				88.20%

				Max Agents						51		42		33		47				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						227		176		171		154				728

				Calls Handled						220		172		164		151				707						Top 5 Call Reasons

				Calls Abandoned						7		4		7		3				21

				Abandon % (>5%)(Less Short Aban)						3.08%		2.27%		4.09%		1.95%				2.85%						Call Reason		Count of Calls

				Avg Time to Abandon						0:01:36		0:03:10		0:02:35		0:00:42				0:02:00

				Average Wait Time (>5 min)						0:00:43		0:00:54		0:02:07		0:01:27				0:01:17						x		x

				Max Wait Time						0:09:21		0:09:37		0:13:50		0:12:18				0:13:50						x		x

				Service Level (<95% calls under 5 min)						76.65%		70.45%		47.95%		61.04%				64.02%						x		x

				Talk Time (Avg)						0:08:53		0:08:59		0:10:40		0:09:32				0:09:31						x		x

				Call Handle Time (Avg)						0:12:14		0:11:56		0:14:37		0:13:39				0:13:06						x		x

				Max Agents						5.98		4.56		5.33		4.58				6				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						354		317		281		491				1443

				Calls Handled						256		279		249		436				1220						Top 5 Call Reasons

				Calls Abandoned						98		38		32		23				191

				Abandon % (>5%)(Less Short Aban)						27.68%		11.99%		11.39%		4.68%				13.94%						Call Reason		Count of Calls

				Avg Time to Abandon						0:08:10		0:06:00		0:05:04		0:08:04				0:06:49

		 		Average Wait Time (>5 min)						0:16:38		0:09:28		0:06:44		0:06:42				0:09:53						x		x

				Max Wait Time						0:31:22		0:30:46		0:22:04		0:18:42				0:31:22						x		x

				Service Level (<95% calls under 5 min)						5.65%		5.68%		19.22%		42.48%				18.26%						x		x

				Talk Time (Avg)						0:06:07		0:05:31		0:05:16		0:04:57				0:05:27						x		x

				Call Handle Time (Avg)						0:08:09		0:07:38		0:07:54		0:06:52				0:07:38						x		x

				Max Agents						4.63		4.73		4.37		4.07				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Calls Received						345		303		221		208				1077

				Calls Handled						310		252		170		185				916

				Calls Abandoned						16		29		31		10				85

				Abandon % (>5%)(Less Short Aban)						4.76%		9.49%		13.83%		4.68%				8.19%

				Avg Time to Abandon						0:05:53		0:05:48		0:09:33		0:08:04				0:07:19

				Average Wait Time (>5 min)						0:06:16		0:08:37		0:13:08		0:06:42				0:08:40

				Max Wait Time						0:36:19		0:35:21		0:52:33		0:31:55				0:52:33

				Service Level (<95% calls under 5 min)						29.14%		15.81%		25.00%		42.48%				28.11%

				Talk Time (Avg)						0:12:49		0:12:54		0:12:57		0:11:42				0:12:35

				Call Handle Time (Avg)						0:22:10		0:21:57		0:22:58		0:21:29				0:22:08

				Percent. calls transferred by vendor						21.00%		21.80%		18.36%		17.99%				19.79%

				Max Agents						22.78		17.76		15.65		17.62				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Feb		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		Week

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		0		0				0

				Connected						26		58		74		49				207

				Error						0		0		0		0				0

				Invalid Number						9		12		3		15				39

				No Answer						0		4		4		1				9

				No Response						8		7		6		3				24

				Total Requests						43		81		87		68				279

				% Connected						60%		72%		85%		72%				72.30%

																						 



























































































































































































2.9.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				1450		1399		1162		1138		1033				6182

				Calls Handled				1306		1259		1092		1057		847				5560

				Calls Abandoned				51		47		27		16		54				194

				Abandon % (>5%)(Less Short Aban)				3.49%		3.33%		2.07%		1.42%		0.00%				2.06%

				Avg Time to Abandon				0:11:34		0:10:23		0:07:37		0:15:16		na				0:11:13

				Average Wait Time (>5 min)				0:04:57		0:04:20		0:02:35		0:02:52		0:01:16				0:03:12

				Max Wait Time				0:25:52		0:27:38		0:29:25		0:27:24		0:07:40				0:29:25

				Service Level (<95% calls under 5 min)				53.34%		55.47%		83.15%		72.03%		72.70%				67.34%

				Talk Time (Avg)				0:08:41		0:08:50		0:08:48		0:09:19		0:08:39				0:08:52

				Call Handle Time (Avg)				0:12:31		0:12:24		0:13:15		0:13:19		0:11:37				0:12:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.27%		81.38%		84.40%		83.77%		82.93%				82.95%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		2		0		0		0				2

				Helpline (Transfers from Vendor/other)				293		266		183		199		126				1067

		 		Short Abandon (under 60 seconds)				21		24		6		14		4				69

				% of calls answered in under 10 minutes				75.15%		83.12%		87.74%		90.04%		76.79%				82.57%

				Occupancy				88.96%		93.52%		74.60%		84.46%		81.78%				84.66%

				Max Agents				47		44		42		44		44				47



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				172		187		206		190		178				933

				Calls Handled				166		179		197		177		174				893						Top 5 Call Reasons

				Calls Abandoned				5		8		9		12		4				38

				Abandon % (>5%)(Less Short Aban)				2.91%		4.28%		4.37%		6.32%		2.25%				4.03%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:20		0:03:32		0:02:34		0:02:01		0:02:30				0:02:47

				Average Wait Time (>5 min)				0:03:32		0:01:32		0:03:22		0:02:42		0:01:59				0:02:37						x		x

				Max Wait Time				0:19:59		0:19:11		0:26:36		0:12:12		0:24:42				0:26:36						x		x

				Service Level (<95% calls under 5 min)				44.44%		72.19%		34.95%		45.26%		59.55%				51.28%						x		x

				Talk Time (Avg)				0:09:44		0:10:27		0:10:02		0:09:56		0:09:21				0:09:54						x		x

				Call Handle Time (Avg)				0:12:46		0:14:07		0:13:27		0:13:45		0:12:44				0:13:21						x		x

				Max Agents				4.74		5.62		5.88		5.40		4.92				6				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				292		288		324		319		273				1496

				Calls Handled				259		251		287		287		240				1324						Top 5 Call Reasons

				Calls Abandoned				33		37		37		32		33				172

				Abandon % (>5%)(Less Short Aban)				11.30%		12.85%		11.42%		10.03%		12.09%				11.54%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:35		0:03:43		0:05:05		0:05:23		0:04:02				0:04:45

		 		Average Wait Time (>5 min)				0:08:13		0:07:44		0:03:45		0:04:56		0:06:55				0:06:18						x		x

				Max Wait Time				0:22:32		0:21:51		0:18:07		0:23:58		0:22:34				0:23:58						x		x

				Service Level (<95% calls under 5 min)				19.86%		17.71%		33.02%		32.60%		17.22%				24.08%						x		x

				Talk Time (Avg)				0:04:49		0:05:13		0:04:49		0:04:50		0:04:42				0:04:52						x		x

				Call Handle Time (Avg)				0:06:59		0:07:34		0:07:10		0:07:01		0:07:07				0:07:10						x		x

				Max Agents				4.02		4.23		4.57		4.48		3.79				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Calls Received				293		266		183		199		214				1155

				Calls Handled				271		238		149		186		190				1035

				Calls Abandoned				9		14		17		7		15				62

				Abandon % (>5%)(Less Short Aban)				3.19%		5.41%		9.03%		3.47%		7.09%				5.64%

				Avg Time to Abandon				0:05:20		0:06:28		0:06:43		0:07:41		0:07:40				0:06:46

				Average Wait Time (>5 min)				0:04:51		0:06:44		0:09:33		0:03:56		0:08:00				0:06:36

				Max Wait Time				0:25:52		0:27:38		0:29:25		0:27:24		0:41:23				0:41:23

				Service Level (<95% calls under 5 min)				58.21%		35.23%		19.49%		59.18%		26.85%				39.79%

				Talk Time (Avg)				0:13:17		0:12:47		0:12:22		0:12:29		0:15:06				0:13:12

				Call Handle Time (Avg)				0:22:54		0:22:11		0:22:32		0:21:28		0:25:29				0:22:54

				Percent. calls transferred by vendor				20.21%		19.01%		15.75%		17.49%		20.72%				18.63%

				Max Agents				20.13		17.56		17.88		15.35		19.13				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Feb		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		1		0		2				3

				Connected				14		49		69		25		31				188

				Error				0		0		0		0		0				0

				Invalid Number				1		5		10		5		5				26

				No Answer				0		2		10		0		4				16

				No Response				1		6		20		2		1				30

				Total Requests				16		62		110		32		43				263

				% Connected				88%		79%		63%		78%		72%				75.90%

																						 



























































































































































































2.2.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				1508		1394		1146		1176		1111				6335

				Calls Handled				1289		1227		1103		1105		1093				5817

				Calls Abandoned				116		64		20		22		3				225

				Abandon % (>5%)(Less Short Aban)				7.50%		4.58%		1.64%		1.86%		0.29%				3.17%

				Avg Time to Abandon				0:11:06		0:12:46		0:06:24		0:11:29		0:05:24				0:09:26

				Average Wait Time (>5 min)				0:07:05		0:05:37		0:01:24		0:02:50		0:00:55				0:03:34

				Max Wait Time				0:21:09		0:21:56		0:20:19		0:34:44		0:22:59				0:34:44

				Service Level (<95% calls under 5 min)				31.70%		46.70%		93.43%		71.50%		89.81%				66.63%

				Talk Time (Avg)				0:09:08		0:08:40		0:09:45		0:09:06		0:08:43				0:09:04

				Call Handle Time (Avg)				0:12:46		0:12:11		0:14:53		0:12:27		0:12:09				0:12:53

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.37%		82.83%		83.53%		83.19%		84.46%				83.68%

				Complaints Received				0		2		0		0		1				3						 

				Complaints Resolved				0		2		0		0		1				3

				Helpline (Transfers from Vendor/other)				298		262		147		217		192				1116

		 		Short Abandon (under 60 seconds)				22		31		1		17		3				74

				% of calls answered in under 10 minutes				58.58%		71.38%		94.84%		89.15%		97.00%				82.19%

				Occupancy				89.29%		90.64%		52.11%		88.68%		75.16%				79.18%

				Max Agents				45		44		48		45		46				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				191		208		204		157		146				906

				Calls Handled				181		197		195		151		141				865						Top 5 Call Reasons

				Calls Abandoned				10		9		8		6		5				38

				Abandon % (>5%)(Less Short Aban)				5.24%		4.33%		3.92%		3.82%		3.42%				4.15%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:06		0:03:52		0:04:17		0:03:40		0:03:12				0:03:13

				Average Wait Time (>5 min)				0:02:27		0:02:36		0:01:34		0:02:40		0:02:05				0:02:16						x		x

				Max Wait Time				0:16:02		0:12:33		0:11:14		0:17:17		0:14:34				0:17:17						x		x

				Service Level (<95% calls under 5 min)				47.12%		43.75%		53.43%		54.78%		56.85%				51.19%						x		x

				Talk Time (Avg)				0:08:39		0:09:56		0:09:23		0:09:42		0:08:41				0:09:16						x		x

				Call Handle Time (Avg)				0:12:05		0:13:25		0:12:31		0:13:22		0:11:59				0:12:40						x		x

				Max Agents				4.86		5.87		5.42		4.48		3.75				6				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				349		300		341		328		313				1631

				Calls Handled				284		221		268		287		268				1328						Top 5 Call Reasons

				Calls Abandoned				65		79		73		41		45				303

				Abandon % (>5%)(Less Short Aban)				18.62%		26.33%		21.41%		12.50%		14.38%				18.65%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:23		0:07:47		0:07:24		0:04:22		0:05:36				0:06:30

		 		Average Wait Time (>5 min)				0:11:56		0:16:42		0:12:57		0:05:24		0:07:30				0:10:53						x		x

				Max Wait Time				0:32:37		0:43:16		0:28:25		0:19:10		0:22:22				0:43:16						x		x

				Service Level (<95% calls under 5 min)				7.74%		8.00%		5.57%		20.73%		17.57%				11.92%						x		x

				Talk Time (Avg)				0:04:48		0:05:06		0:05:15		0:05:21		0:05:21				0:05:10						x		x

				Call Handle Time (Avg)				0:06:46		0:07:05		0:07:19		0:07:34		0:07:49				0:07:18						x		x

				Max Agents				4.27		3.48		4.36		4.83		4.65				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Calls Received				298		262		147		217		192				1116

				Calls Handled				294		256		134		205		183				1072

				Calls Abandoned				1		6		6		6		5				24

				Abandon % (>5%)(Less Short Aban)				0.39%		2.15%		4.21%		2.81%		2.42%				2.40%

				Avg Time to Abandon				0:03:18		0:06:16		0:06:24		0:07:53		0:05:24				0:05:51

				Average Wait Time (>5 min)				0:01:16		0:01:37		0:03:35		0:01:40		0:03:41				0:02:21

				Max Wait Time				0:16:40		0:00:00		0:20:19		0:34:44		0:22:59				0:34:44

				Service Level (<95% calls under 5 min)				80.47%		67.94%		40.17%		76.08%		40.12%				60.96%

				Talk Time (Avg)				0:12:33		0:13:08		0:12:10		0:13:49		0:14:57				0:13:19

				Call Handle Time (Avg)				0:21:33		0:22:35		0:21:09		0:22:46		0:24:41				0:22:32

				Percent. calls transferred by vendor				19.76%		18.79%		12.83%		18.45%		17.28%				17.42%

				Max Agents				20.78		17.67		22.54		15.25		14.42				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Feb		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				8		1		36		9		14				68

				Error				0		0		0		1		0				1

				Invalid Number				0		0		11		0		0				11

				No Answer				0		0		0		1		0				1

				No Response				0		2		4		1		2				9

				Total Requests				8		3		51		12		16				90

				% Connected				100%		33%		71%		75%		88%				73.28%

																						 



























































































































































































1.26.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				1634		1555		1524		1437		1442				7592

				Calls Handled				1386		1360		1188		1252		1347				6534

				Calls Abandoned				120		71		195		85		36				507

				Abandon % (>5%)(Less Short Aban)				7.30%		4.56%		12.75%		5.91%		2.39%				6.58%

				Avg Time to Abandon				0:10:45		0:12:22		0:10:54		0:10:20		0:11:30				0:11:10

				Average Wait Time (>5 min)				0:07:41		0:06:10		0:09:51		0:06:27		0:04:12				0:06:52

				Max Wait Time				0:34:38		0:32:18		0:27:15		0:27:41		0:34:41				0:34:41

				Service Level (<95% calls under 5 min)				28.29%		37.44%		16.67%		29.55%		56.71%				33.73%

				Talk Time (Avg)				0:09:10		0:08:55		0:09:10		0:09:15		0:09:10				0:09:08

				Call Handle Time (Avg)				0:12:20		0:12:14		0:12:42		0:12:43		0:12:34				0:12:31

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.72%		80.51%		83.58%		82.94%		82.59%				81.67%

				Complaints Received				5		0		1		1		2				9						 

				Complaints Resolved				5		0		1		0		2				8

				Helpline (Transfers from Vendor/other)				335		319		320		307		340				1621

		 		Short Abandon (under 60 seconds)				33		19		21		19		15				107

				% of calls answered in under 10 minutes				50.45%		66.25%		34.10%		62.36%		76.73%				57.98%

				Occupancy				94.53%		94.18%		95.23%		89.83%		86.40%				92.03%

				Max Agents				48		47		44		49		51				51



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				203		265		236		276		312				1292

				Calls Handled				193		252		227		267		282				1221						Top 5 Call Reasons

				Calls Abandoned				10		12		9		8		29				68

				Abandon % (>5%)(Less Short Aban)				4.93%		4.53%		3.81%		2.90%		9.29%				5.09%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:08		0:03:00		0:04:01		0:02:32		0:04:19				0:04:00

				Average Wait Time (>5 min)				0:02:49		0:02:02		0:02:19		0:01:01		0:08:11				0:03:16						x		x

				Max Wait Time				0:24:55		0:14:18		0:14:11		0:09:16		0:39:35				0:39:35						x		x

				Service Level (<95% calls under 5 min)				51.23%		48.68%		44.49%		67.64%		23.72%				47.15%						x		x

				Talk Time (Avg)				0:09:56		0:08:40		0:09:48		0:08:06		0:09:43				0:09:14						x		x

				Call Handle Time (Avg)				0:13:54		0:11:55		0:12:55		0:11:20		0:12:50				0:12:34						x		x

				Max Agents				5.96		6.67		6.52		6.73		8.04				8				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				293		318		293		323		316				1543

				Calls Handled				274		253		250		259		277				1313						Top 5 Call Reasons

				Calls Abandoned				19		65		43		64		38				229

				Abandon % (>5%)(Less Short Aban)				6.48%		20.44%		14.68%		19.81%		12.03%				14.69%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:30		0:07:00		0:05:00		0:05:47		0:05:56				0:05:14

		 		Average Wait Time (>5 min)				0:02:24		0:13:12		0:08:22		0:10:48		0:06:11				0:08:11						x		x

				Max Wait Time				0:13:46		0:23:54		0:24:18		0:24:03		0:29:30				0:29:30						x		x

				Service Level (<95% calls under 5 min)				38.57%		6.29%		12.29%		9.91%		24.05%				18.22%						x		x

				Talk Time (Avg)				0:04:56		0:05:59		0:05:19		0:05:18		0:04:43				0:05:15						x		x

				Call Handle Time (Avg)				0:07:09		0:08:19		0:07:04		0:07:14		0:06:35				0:07:16						x		x

				Max Agents				4.35		4.67		3.92		4.16		4.05				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Calls Received				335		319		320		307		340				1621

				Calls Handled				309		283		262		271		282				1406

				Calls Abandoned				12		16		27		19		34				108

				Abandon % (>5%)(Less Short Aban)				3.56%		5.06%		8.48%		6.22%		9.91%				6.65%

				Avg Time to Abandon				0:06:33		0:06:30		0:05:56		0:04:58		0:10:31				0:06:53

				Average Wait Time (>5 min)				0:02:49		0:06:30		0:09:01		0:06:38		0:11:26				0:07:16

				Max Wait Time				0:34:38		0:32:18		0:27:15		0:27:41		0:34:41				0:34:41

				Service Level (<95% calls under 5 min)				69.33%		31.54%		27.83%		30.57%		16.10%				35.07%

				Talk Time (Avg)				0:13:29		0:13:06		0:12:52		0:13:29		0:14:36				0:13:30

				Call Handle Time (Avg)				0:21:54		0:22:11		0:21:44		0:22:36		0:24:48				0:22:38

				Percent. calls transferred by vendor				20.50%		20.51%		21.00%		21.36%		23.58%				21.39%

				Max Agents				22.86		19.72		19.51		19.63		20.28				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Jan		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		1				1

				Connected				25		38		78		44		56				241

				Error				0		0		0		0		0				0

				Invalid Number				0		10		14		6		4				34

				No Answer				1		3		8		6		4				22

				No Response				0		6		6		2		9				23

				Total Requests				26		57		106		58		74				321

				% Connected				96%		67%		74%		76%		76%				77.56%

																						 



























































































































































































1.19.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		19-Jan

				Calls Received						2042		1735		1601		1424				6802

				Calls Handled						1713		1301		1258		1358				5629

				Calls Abandoned						154		300				18				472

				Abandon % (>5%)(Less Short Aban)						7.56%		17.02%		13.00%		1.18%				9.69%

				Avg Time to Abandon						0:11:09		0:12:31		0:12:20		0:09:22				0:11:20

				Average Wait Time (>5 min)						0:08:01		0:14:18		0:12:37		0:02:16				0:09:18

				Max Wait Time						0:42:13		0:58:18		0:51:32		0:29:12				0:58:18

				Service Level (<95% calls under 5 min)						19.93%		9.98%		10.48%		81.08%				30.37%

				Talk Time (Avg)						0:08:18		0:09:01		0:09:06		0:09:09				0:08:53

				Call Handle Time (Avg)						0:11:33		0:12:17		0:12:33		0:12:45				0:12:17

				Transfer Out						na		na				na				na

				First Call Resolution %						80.32%		77.53%		78.09%		NA				78.65%

				Complaints Received						1		0				0				1						 

				Complaints Resolved						1		0				0				1

				Helpline (Transfers from Vendor/other)						392		374		326		307				1399

		 		Short Abandon (under 60 seconds)						43		30		17		14				104

				% of calls answered in under 10 minutes						57.73%		16.76%		42.12%		90.77%				51.85%

				Occupancy						96.23%		96.59%		95.95%		79.81%				92.15%

				Max Agents						53		43		42		51				53



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		19-Jan

				Calls Received						312		244		222		190				968

				Calls Handled						266		219		217		182				884						Top 5 Call Reasons

				Calls Abandoned						44		25				8				77

				Abandon % (>5%)(Less Short Aban)						14.10%		10.25%		1.80%		4.21%				7.59%						Call Reason		Count of Calls

				Avg Time to Abandon						0:08:46		0:04:52		0:01:21		0:03:11				0:04:32

				Average Wait Time (>5 min)						0:10:34		0:09:30		0:01:14		0:02:38				0:05:59						x		x

				Max Wait Time						0:32:43		0:27:28		0:15:06		0:12:54				0:32:43						x		x

				Service Level (<95% calls under 5 min)						12.26%		14.75%		67.57%		49.47%				36.01%						x		x

				Talk Time (Avg)						0:10:51		0:10:58		0:10:07		0:10:37				0:10:38						x		x

				Call Handle Time (Avg)						0:14:38		0:14:15		0:13:39		0:14:50				0:14:20						x		x

				Max Agents						8.65		6.93		7.00		6.00				9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		19-Jan

				Calls Received						338		351		397		317				1403

				Calls Handled						284		298		334		295				1211						Top 5 Call Reasons

				Calls Abandoned						54		53				22				129

				Abandon % (>5%)(Less Short Aban)						15.98%		15.10%		15.87%		6.94%				13.47%						Call Reason		Count of Calls

				Avg Time to Abandon						0:06:37		0:04:33		0:04:34		0:03:35				0:04:49

		 		Average Wait Time (>5 min)						0:12:00		0:06:00		0:08:45		0:02:35				0:07:20						x		x

				Max Wait Time						0:33:40		0:18:37		0:21:27		0:12:29				0:33:40						x		x

				Service Level (<95% calls under 5 min)						10.36%		19.66%		14.86%		38.17%				20.76%						x		x

				Talk Time (Avg)						0:05:24		0:05:12		0:05:36		0:04:36				0:05:12						x		x

				Call Handle Time (Avg)						0:07:29		0:07:31		0:07:46		0:07:00				0:07:26						x		x

				Max Agents						4.73		4.98		6.00		4.59				6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		19-Jan

				Calls Received						392		374		326		307				1399

				Calls Handled						355		335		272		273				1236

				Calls Abandoned						32		34				17				83

				Abandon % (>5%)(Less Short Aban)						8.12%		9.09%		14.16%		5.64%				9.25%

				Avg Time to Abandon						0:06:33		0:09:22		0:11:21		0:06:09				0:08:21

				Average Wait Time (>5 min)						0:08:14		0:10:58		0:19:03		0:05:35				0:10:57

				Max Wait Time						0:42:13		0:58:18		0:51:32		0:29:12				0:58:18

				Service Level (<95% calls under 5 min)						31.87%		22.46%		6.88%		33.52%				23.68%

				Talk Time (Avg)						0:11:36		0:12:32		0:13:47		0:13:08				0:12:45

				Call Handle Time (Avg)						0:20:11		0:21:09		0:23:00		0:22:20				0:21:40

				Percent. calls transferred by vendor						19.20%		21.56%		NA		21.56%				20.77%

				Max Agents						25.54		22.86		21.00		21.90				26

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Jan		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		19-Jan

				Busy		 				0		0		0		0				0

				Caller canceled						0		0		3		1				4

				Connected						112		107		161		53				433

				Error						1		0		1		0				2

				Invalid Number						1		0		0		23				24

				No Answer						8		8		12		6				34

				No Response						18		6		23		8				55

				Total Requests						140		121		200		91				552

				% Connected						80%		88%		81%		58%				76.79%

																						 



























































































































































































1.12.2020 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week

				Calls Received				1602		1527		1501		1366		1193				7189

				Calls Handled				1523		1456		1439		1338		1160				6916

				Calls Abandoned				73		18		12		9		19				131

				Abandon % (>5%)(Less Short Aban)				4.53%		1.20%		0.81%		0.62%		1.46%				1.73%

				Avg Time to Abandon				0:10:09		0:11:28		0:15:16		0:05:14		0:09:23				0:10:18

				Average Wait Time (>5 min)				0:04:42		0:01:55		0:01:51		0:01:21		0:02:28				0:02:27

				Max Wait Time				0:35:54		0:10:08		0:20:47		0:28:34		0:31:36				0:35:54

				Service Level (<95% calls under 5 min)				90.85%		81.19%		82.87%		92.94%		83.71%				86.31%

				Talk Time (Avg)				0:09:40		0:09:33		0:10:10		0:09:38		0:09:32				0:09:43

				Call Handle Time (Avg)				0:13:30		0:13:24		0:13:59		0:13:28		0:13:11				0:13:30

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.47%		83.49%		80.65%		82.25%		81.53%				82.08%

				Complaints Received				0		1		3		0		0				4						 

				Complaints Resolved				0		1		3		0		0				4

				Helpline (Transfers from Vendor/other)				269		227		185		210		204				1095

		 		Short Abandon (under 60 seconds)				0		18		12		7		5				42

				% of calls answered in under 10 minutes				92.26%		95.33%		94.71%		95.97%		89.20%				93.49%

				Occupancy				91.18%		84.91%		85.88%		77.83%		68.69%				81.70%

				Max Agents				52		52		53		49		53				53



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week

				Calls Received				227		227		215		205		179				1053

				Calls Handled				215		202		206		188		166				977						Top 5 Call Reasons

				Calls Abandoned				11		25		9		17		13				75

				Abandon % (>5%)(Less Short Aban)				4.85%		11.01%		4.19%		8.29%		7.26%				7.12%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:17		0:04:36		0:03:05		0:05:31		0:04:13				0:04:20

				Average Wait Time (>5 min)				0:03:38		0:07:28		0:02:54		0:03:48		0:03:46				0:04:18						x		x

				Max Wait Time				0:18:01		0:27:08		0:16:15		0:17:23		0:17:45				0:27:08						x		x

				Service Level (<95% calls under 5 min)				42.92%		14.54%		41.86%		35.12%		45.25%				35.94%						x		x

				Talk Time (Avg)				0:09:52		0:10:41		0:09:37		0:10:26		0:10:11				0:10:09						x		x

				Call Handle Time (Avg)				0:13:48		0:14:31		0:13:17		0:14:44		0:13:53				0:14:02						x		x

				Max Agents				6.60		6.52		6.08		6.15		5.12				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week

				Calls Received				349		328		302		354		241				1574

				Calls Handled				282		305		273		291		223				1374						Top 5 Call Reasons

				Calls Abandoned				65		22		29		63		16				195

				Abandon % (>5%)(Less Short Aban)				18.62%		6.71%		9.60%		17.80%		6.64%				11.87%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:10		0:02:39		0:04:50		0:08:02		0:02:05				0:04:45

		 		Average Wait Time (>5 min)				0:11:57		0:02:33		0:06:31		0:08:09		0:01:46				0:06:11						x		x

				Max Wait Time				0:27:03		0:14:48		0:22:21		0:34:18		0:11:03				0:34:18						x		x

				Service Level (<95% calls under 5 min)				12.64%		32.93%		22.19%		28.25%		51.87%				29.58%						x		x

				Talk Time (Avg)				0:05:33		0:04:52		0:05:06		0:05:33		0:05:04				0:05:13						x		x

				Call Handle Time (Avg)				0:07:26		0:06:39		0:07:04		0:07:47		0:06:47				0:07:08						x		x

				Max Agents				4.66		4.51		4.29		5.03		3.36				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week

				Calls Received				269		227		185		210		204				1095

				Calls Handled				248		223		182		202		184				1039

				Calls Abandoned				17		4		3		6		17				47

				Abandon % (>5%)(Less Short Aban)				6.36%		1.61%		1.54%		3.02%		8.41%				4.19%

				Avg Time to Abandon				0:06:15		0:05:14		0:06:40		0:05:14		0:09:23				0:06:33

				Average Wait Time (>5 min)				0:04:39		0:01:04		0:01:51		0:03:32		0:11:12				0:04:27

				Max Wait Time				0:35:54		0:10:08		0:20:47		0:28:34		0:31:36				0:35:54

				Service Level (<95% calls under 5 min)				54.93%		65.89%		76.45%		49.60%		16.59%				52.69%

				Talk Time (Avg)				0:13:38		0:12:56		0:13:38		0:13:17		0:13:14				0:13:20

				Call Handle Time (Avg)				0:23:06		0:22:14		0:22:25		0:22:17		0:22:18				0:22:28

				Percent. calls transferred by vendor				16.79%		14.87%		12.33%		15.37%		17.10%				15.29%

				Max Agents				26.40		23.50		21.91		20.62		17.32				26

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Jan		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		2		1				3

				Connected				7		6		17		36		71				137

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				0		0		0		2		1				3

				No Response				10		0		0		2		17				29

				Total Requests				17		6		17		42		90				172

				% Connected				41%		100%		100%		86%		79%				81.16%

																						 



























































































































































































1.5.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				2118		1720		1654		1478		1420				8390

				Calls Handled				1782		1567		1555		1408		1381				7692

				Calls Abandoned				150		56		27		21		16				270

				Abandon % (>5%)(Less Short Aban)				7.06%		3.24%		1.65%		1.43%		1.13%				2.90%

				Avg Time to Abandon				0:10:50		0:10:37		0:11:43		0:10:50		0:08:30				0:10:30

				Average Wait Time (>5 min)				0:08:12		0:04:11		0:02:36		0:02:32		0:01:47				0:03:51

				Max Wait Time				0:34:46		0:25:09		0:24:36		0:18:37		0:20:02				0:34:46

				Service Level (<95% calls under 5 min)				12.54%		58.10%		76.72%		75.57%		85.69%				61.73%

				Talk Time (Avg)				0:08:16		0:09:33		0:09:54		0:09:51		0:09:48				0:09:28

				Call Handle Time (Avg)				0:11:13		0:13:18		0:13:51		0:13:55		0:13:40				0:13:12

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.49%		80.05%		80.98%		77.88%		79.34%				79.15%

				Complaints Received				1		1		0		1		1				4						 

				Complaints Resolved				1		1		0		1		1				4

				Helpline (Transfers from Vendor/other)				502		243		243		247		229				1464

		 		Short Abandon (under 60 seconds)				39		31		20		18		7				115

				% of calls answered in under 10 minutes				47.48%		81.01%		90.34%		92.04%		94.79%				81.13%

				Occupancy				96.74%		89.36%		88.84%		83.67%		76.08%				86.94%

				Max Agents				58		51		58		53		54				58



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				222		238		208		202		217				1087

				Calls Handled				206		226		199		193		209				1033						Top 5 Call Reasons

				Calls Abandoned				16		12		9		9		8				54

				Abandon % (>5%)(Less Short Aban)				7.21%		5.04%		4.33%		4.46%		3.69%				4.95%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:46		0:03:41		0:03:13		0:01:49		0:05:58				0:03:17

				Average Wait Time (>5 min)				0:03:33		0:02:33		0:02:27		0:04:13		0:05:06				0:03:34						x		x

				Max Wait Time				0:17:08		0:15:05		0:14:21		0:17:45		0:25:52				0:25:52						x		x

				Service Level (<95% calls under 5 min)				45.05%		42.86%		45.19%		35.15%		33.18%				40.29%						x		x

				Talk Time (Avg)				0:09:48		0:09:42		0:10:03		0:10:07		0:10:00				0:09:56						x		x

				Call Handle Time (Avg)				0:13:45		0:13:17		0:13:23		0:14:08		0:13:38				0:13:38						x		x

				Max Agents				6.29		6.67		5.89		6.06		6.33				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				373		382		362		385		302				1804

				Calls Handled				273		308		325		309		287				1502						Top 5 Call Reasons

				Calls Abandoned				100		74		35		75		14				298

				Abandon % (>5%)(Less Short Aban)				26.81%		19.37%		9.67%		19.48%		4.64%				15.99%						Call Reason		Count of Calls

				Avg Time to Abandon				0:09:29		0:06:50		0:02:57		0:05:31		0:03:04				0:05:34

		 		Average Wait Time (>5 min)				0:16:23		0:10:23		0:05:07		0:09:05		0:01:25				0:08:28						x		x

				Max Wait Time				0:45:50		0:40:54		0:16:59		0:26:55		0:11:01				0:45:50						x		x

				Service Level (<95% calls under 5 min)				7.24%		9.16%		14.36%		10.91%		60.60%				20.45%						x		x

				Talk Time (Avg)				0:05:41		0:05:22		0:04:44		0:05:27		0:05:06				0:05:16						x		x

				Call Handle Time (Avg)				0:08:13		0:07:35		0:07:04		0:08:06		0:07:16				0:07:38						x		x

				Max Agents				4.99		5.19		5.11		5.56		4.63				6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Calls Received				502		243		243		247		229				1464

				Calls Handled				467		237		234		240		220				1399

				Calls Abandoned				28		5		7		7		8				55

				Abandon % (>5%)(Less Short Aban)				5.59%		1.99%		2.83%		2.80%		3.43%				3.33%

				Avg Time to Abandon				0:07:02		0:05:27		0:05:45		0:06:11		0:05:20				0:05:57

				Average Wait Time (>5 min)				0:08:34		0:03:25		0:02:33		0:03:07		0:04:05				0:04:20

				Max Wait Time				0:34:46		0:25:09		0:24:36		0:18:37		0:20:02				0:34:46

				Service Level (<95% calls under 5 min)				24.34%		47.17%		65.38%		51.58%		35.80%				44.85%

				Talk Time (Avg)				0:13:22		0:13:16		0:13:20		0:13:25		0:13:31				0:13:22

				Call Handle Time (Avg)				0:22:18		0:22:22		0:22:22		0:22:41		0:22:12				0:22:23

				Percent. calls transferred by vendor				23.70%		14.13%		14.69%		16.71%		16.13%				17.07%

				Max Agents				29.65		25.71		25.37		24.04		23.38				30

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Jan		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				3		1		0		0		0				4

				Connected				116		27		38		13		14				208

				Error				1		0		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				5		6		1		1		1				14

				No Response				17		4		2		1		0				24

				Total Requests				142		38		41		15		15				251

				% Connected				82%		71%		93%		87%		93%				85.09%

																						 



























































































































































































12.29.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				2281		1772				2017		1731				7801

				Calls Handled				1901		1557				1734		1553				6745

				Calls Abandoned				190		80				134		78				482

				Abandon % (>5%)(Less Short Aban)				8.33%		4.51%				6.64%		4.51%				6.00%

				Avg Time to Abandon				0:10:59		0:13:52				0:10:39		0:11:30				0:11:45

				Average Wait Time (>5 min)				0:08:38		0:05:02				0:07:08		0:05:12				0:06:30

				Max Wait Time				0:19:47		0:20:39				0:23:25		0:25:33				0:25:33

				Service Level (<95% calls under 5 min)				18.19%		45.60%				32.23%		46.04%				35.52%

				Talk Time (Avg)				0:07:41		0:08:07				0:07:26		0:07:42				0:07:44

				Call Handle Time (Avg)				0:09:46		0:10:08				0:09:27		0:09:56				0:09:49

				Transfer Out				na		na				na		na				na

				First Call Resolution %				80.53%		79.33%				77.81%		78.89%				79.14%

				Complaints Received				1		1				0		0				2						 

				Complaints Resolved				1		1				0		0				2

				Helpline (Transfers from Vendor/other)				602		424				575		481				2082

		 		Short Abandon (under 60 seconds)				53		23				42		25				143

				% of calls answered in under 10 minutes				45.51%		76.07%				64.60%		74.41%				65.15%

				Occupancy				92.95%		91.41%				96.19%		90.27%				92.71%

				Max Agents				38		38				38		38				38



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				293		334				209		213				1049

				Calls Handled				253		300				191		206				950						Top 5 Call Reasons

				Calls Abandoned				40		33				17		7				97

				Abandon % (>5%)(Less Short Aban)				13.65%		9.88%				8.13%		3.29%				8.74%						Call Reason		Count of Calls

				Avg Time to Abandon				0:09:10		0:07:48				0:07:42		0:02:29				0:06:47

				Average Wait Time (>5 min)				0:14:18		0:09:51				0:05:13		0:05:07				0:08:37						x		x

				Max Wait Time				0:41:29		0:36:50				0:31:04		0:19:46				0:41:29						x		x

				Service Level (<95% calls under 5 min)				10.58%		25.15%				42.31%		28.64%				26.67%						x		x

				Talk Time (Avg)				0:09:07		0:09:34				0:09:22		0:10:08				0:09:32						x		x

				Call Handle Time (Avg)				0:12:38		0:13:16				0:13:16		0:14:29				0:13:24						x		x

				Max Agents				7.11		8.84				5.66		6.63				9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				279		239				356		303				1177

				Calls Handled				253		208				291		255				1007						Top 5 Call Reasons

				Calls Abandoned				25		31				65		47				168

				Abandon % (>5%)(Less Short Aban)				8.96%		12.97%				18.26%		15.51%				13.93%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:16		0:10:18				0:05:04		0:06:25				0:06:45

		 		Average Wait Time (>5 min)				0:05:52		0:09:11				0:09:36		0:09:35				0:08:33						x		x

				Max Wait Time				0:20:40		0:32:30				0:21:03		0:23:47				0:32:30						x		x

				Service Level (<95% calls under 5 min)				19.00%		31.80%				10.39%		14.52%				18.93%						x		x

				Talk Time (Avg)				0:05:17		0:05:05				0:05:38		0:05:19				0:05:19						x		x

				Call Handle Time (Avg)				0:07:58		0:07:39				0:08:06		0:07:34				0:07:49						x		x

				Max Agents				4.48		3.54				5.24		4.29				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Calls Received				602		424				575		481				2082

				Calls Handled				569		413				534		448				1964

				Calls Abandoned				28		10				38		25				101

				Abandon % (>5%)(Less Short Aban)				4.65%		2.36%				6.61%		5.20%				4.71%

				Avg Time to Abandon				0:05:56		0:06:10				0:04:10		0:07:46				0:06:00

				Average Wait Time (>5 min)				0:08:48		0:03:29				0:05:23		0:05:30				0:05:47

				Max Wait Time				0:43:21		0:32:50				0:35:42		0:32:58				0:43:21

				Service Level (<95% calls under 5 min)				28.09%		63.12%				52.10%		56.87%				50.05%

				Talk Time (Avg)				0:14:46		0:14:34				0:14:06		0:14:22				0:14:27

				Call Handle Time (Avg)				0:25:04		0:25:54				0:23:26		0:25:35				0:24:59

				Percent. calls transferred by vendor				26.39%		23.93%				28.51%		27.79%				26.65%

				Max Agents				28.36		20.34				24.81		21.96				28

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Dec		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		Week

				Busy		 		0		0				0		0				0

				Caller canceled				0		0				0		0				0

				Connected				68		27				59		38				192

				Error				0		0				0		0				0

				Invalid Number				0		0				0		0				0

				No Answer				2		3				1		0				6

				No Response				11		0				7		3				21

				Total Requests				81		30				67		41				219

				% Connected				84%		90%				88%		93%				88.67%

																						 



























































































































































































12.22.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received		1136		6667		501				1353		1618				11275

				Calls Handled		1126		4481		501				1339		1509				8956

				Calls Abandoned		4		1576		0				0		23				1603

				Abandon % (>5%)(Less Short Aban)		0.35%		23.52%		0.00%				0.00%		1.42%				5.06%

				Avg Time to Abandon		0:08:38		0:16:57		0:00:00				0:00:00		0:14:21				0:07:59

				Average Wait Time (>5 min)		0:00:32		0:31:46		0:00:00				0:00:32		0:02:52				0:07:08

				Max Wait Time		0:10:32		1:31:37		0:00:02				0:05:38		0:12:42				1:31:37

				Service Level (<95% calls under 5 min)		94.01%		4.40%		100.00%				98.74%		72.31%				73.89%

				Talk Time (Avg)		0:09:07		0:09:54		0:08:59				0:07:56		0:08:13				0:08:49

				Call Handle Time (Avg)		0:11:26		0:13:14		0:11:17				0:10:08		0:10:30				0:11:19

				Transfer Out		na		na		na				na		na				na

				First Call Resolution %		85.11%		89.02%		86.39%				83.92%		79.20%				84.73%

				Complaints Received		0		2		0				0		0				2						 

				Complaints Resolved		0		2		0				1		1				4

				Helpline (Transfers from Vendor/other)		301		1060		100				333		445				2239

		 		Short Abandon (under 60 seconds)		3		128		0				4		28				163

				% of calls answered in under 10 minutes		98.24%		5.05%		100.00%				98.97%		90.91%				78.63%

				Occupancy		57.55%		95.83%		39.15%				67.58%		87.67%				69.56%

				Max Agents		74		90		38				38		38				90



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received		110		685		30				173		219				1217

				Calls Handled		104		550		30				165		202				1051						Top 5 Call Reasons

				Calls Abandoned		3		134		0				8		17				162

				Abandon % (>5%)(Less Short Aban)		2.73%		19.56%		0.00%				4.62%		7.76%				6.93%						Call Reason		Count of Calls

				Avg Time to Abandon		0:00:45		0:17:44		0:00:00				0:02:29		0:05:23				0:05:16

				Average Wait Time (>5 min)		0:00:42		0:28:41		0:00:02				0:01:46		0:03:59				0:07:02						x		x

				Max Wait Time		0:06:24		1:06:27		0:00:12				0:14:42		0:19:06				1:06:27						x		x

				Service Level (<95% calls under 5 min)		80.00%		4.23%		100.00%				60.69%		34.70%				55.92%						x		x

				Talk Time (Avg)		0:09:20		0:10:15		0:11:27				0:07:33		0:08:58				0:09:30						x		x

				Call Handle Time (Avg)		0:12:33		0:13:03		0:16:07				0:10:55		0:12:45				0:13:04						x		x

				Max Agents		2.69		13.52		1.07				4.00		5.72				14				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received		11		496		118				247		276				1148

				Calls Handled		0:00:00		416		115				222		232				996						Top 5 Call Reasons

				Calls Abandoned		0		80		3				25		44				152

				Abandon % (>5%)(Less Short Aban)		0.00%		16.13%		2.54%				10.12%		15.94%				8.95%						Call Reason		Count of Calls

				Avg Time to Abandon		0:00:00		0:06:47		0:05:47				0:04:49		0:05:02				0:04:29

		 		Average Wait Time (>5 min)		0:00:02		0:09:43		0:01:05				0:03:31		0:06:05				0:04:05						x		x

				Max Wait Time		0:00:10		0:28:06		0:11:48				0:20:26		0:25:46				0:28:06						x		x

				Service Level (<95% calls under 5 min)		100.00%		11.29%		75.42%				35.22%		18.12%				48.01%						x		x

				Talk Time (Avg)		0:04:12		0:05:10		0:04:19				0:04:12		0:04:56				0:04:33						x		x

				Call Handle Time (Avg)		0:06:35		0:07:49		0:06:35				0:05:52		0:07:13				0:06:48						x		x

				Max Agents		1.00		7.31		1.68				2.89		3.72				7				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Calls Received		301		1060		100				333		445				2239

				Calls Handled		279		802		147				316		420				1964

				Calls Abandoned		10		210		1				14		19				254

				Abandon % (>5%)(Less Short Aban)		3.32%		19.84%		1.00%				4.20%		4.27%				6.53%

				Avg Time to Abandon		0:05:24		0:21:51		0:04:46				0:05:44		0:09:08				0:09:22

				Average Wait Time (>5 min)		0:04:01		0:54:39		0:03:03				0:05:08		0:07:12				0:14:48

				Max Wait Time		0:22:31		1:31:37		0:19:20				0:24:54		0:38:50				1:31:37

				Service Level (<95% calls under 5 min)		45.45%		4.68%		82.20%				44.55%		44.65%				44.31%

				Talk Time (Avg)		0:16:36		0:14:01		0:15:03				0:13:56		0:14:50				0:14:53

				Call Handle Time (Avg)		0:27:16		0:21:36		0:26:14				0:25:10		0:26:10				0:25:17

				Percent. calls transferred by vendor		26.50%		15.90%		19.96%				24.61%		27.50%				22.89%

				Max Agents		12.33		88.29		7.30				14.78		20.69				88

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Dec		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		Week

				Busy		0		0		0				0		0				0

				Caller canceled		0		29		0				0		0				29

				Connected		16		1348		0				26		26				1416

				Error		0.00%		4		0				0		0				4

				Invalid Number		0.00%		10		0				0		0				10

				No Answer		0:00:00		217		0				0		0				217

				No Response		0:00:00		328		0				4		3				336

				Total Requests		0:00:00		1936		0				30		29				2012

				% Connected		94%		70%		0%				87%		90%				68.01%

																						 



























































































































































































12.15.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received				3213		2717		2518		2587		3078		1069		15182

				Calls Handled				2566		2368		2170		2477		2621		913		13116

				Calls Abandoned				377		326		143		93		239		3		1181

				Abandon % (>5%)(Less Short Aban)				11.75%		11.88%		5.69%		3.52%		7.73%		0.28%		6.81%

				Avg Time to Abandon				0:11:52		0:11:25		0:11:41		0:11:31		0:10:53		0:15:05		0:12:04

				Average Wait Time (>5 min)				0:12:44		0:11:53		0:08:05		0:05:27		0:09:36		0:00:56		0:08:07

				Max Wait Time				0:49:06		0:48:14		0:45:55		0:48:45		0:43:04		0:08:19		0:49:06

				Service Level (<95% calls under 5 min)				7.80%		73.38%		8.71%		82.39%		9.33%		75.68%		42.88%

				Talk Time (Avg)				0:09:20		0:09:39		0:09:18		0:09:11		0:09:00		0:09:27		0:09:19

				Call Handle Time (Avg)				0:12:36		0:13:17		0:12:02		0:12:06		0:12:07		0:11:46		0:12:19

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				85.55%		86.22%		84.82%		86.88%		87.22%		89.01%		86.62%

				Complaints Received				0		1		2		0		1		0		4						 

				Complaints Resolved				1		1		2		0		0		1		5

				Helpline (Transfers from Vendor/other)				596		531		631		602		738		242		3340

		 		Short Abandon (under 60 seconds)				62		4		50		19		44		2		181

				% of calls answered in under 10 minutes				42.77%		74.52%		58.44%		84.99%		47.63%		85.41%		65.63%

				Occupancy				97.40%		97.50%		94.04%		96.01%		95.58%		45.22%		87.63%

				Max Agents				72		75		78		87		86		79		87



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received				505		542		493		581		562		137		2820

				Calls Handled				445		443		445		521		498		135		2487						Top 5 Call Reasons

				Calls Abandoned				58		98		46		54		64		2		322

				Abandon % (>5%)(Less Short Aban)				11.49%		18.08%		9.33%		9.29%		11.39%		1.46%		10.17%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:31		0:10:21		0:05:25		0:06:52		0:06:38		0:02:45		0:06:15

				Average Wait Time (>5 min)				0:10:19		0:15:50		0:11:11		0:07:42		0:08:07		0:01:51		0:09:10						x		x

				Max Wait Time				0:28:14		0:45:41		0:28:50		0:30:53		0:37:01		0:11:32		0:45:41						x		x

				Service Level (<95% calls under 5 min)				9.15%		9.98%		19.35%		17.76%		13.70%		56.20%		21.02%						x		x

				Talk Time (Avg)				0:09:08		0:09:45		0:09:42		0:09:32		0:09:11		0:11:01		0:09:43						x		x

				Call Handle Time (Avg)				0:12:23		0:12:56		0:12:44		0:12:41		0:12:06		0:14:33		0:12:53						x		x

				Max Agents				11.48		11.45		11.41		14.23		13.26		4.36		14				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received				418		423		442		406		415		89		2193

				Calls Handled				352		351		370		351		353		86		1863						Top 5 Call Reasons

				Calls Abandoned				66		72		72		55		62		2		329

				Abandon % (>5%)(Less Short Aban)				15.79%		17.02%		16.29%		13.55%		14.94%		2.25%		13.31%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:59		0:07:16		0:04:30		0:04:40		0:03:59		0:02:13		0:04:46

		 		Average Wait Time (>5 min)				0:08:12		0:10:15		0:07:09		0:06:16		0:05:46		0:00:36		0:06:22						x		x

				Max Wait Time				0:33:40		0:26:50		0:18:00		0:19:21		0:21:15		0:10:59		0:33:40						x		x

				Service Level (<95% calls under 5 min)				14.11%		11.82%		15.38%		26.85%		21.93%		80.90%		28.50%						x		x

				Talk Time (Avg)				0:05:25		0:05:30		0:05:50		0:05:37		0:04:39		0:05:58		0:05:29						x		x

				Call Handle Time (Avg)				0:08:17		0:08:05		0:08:28		0:08:14		0:07:05		0:08:19		0:08:04						x		x

				Max Agents				6.48		6.41		6.96		6.42		5.56		1.59		7				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Calls Received				596		531		631		602		738		242		3340

				Calls Handled				476		425		571		520		613		242		2846

				Calls Abandoned				106		86		55		51		110		0		408

				Abandon % (>5%)(Less Short Aban)				17.72%		16.26%		8.75%		8.48%		14.93%		0.00%		11.02%

				Avg Time to Abandon				0:12:20		0:10:38		0:12:45		0:09:31		0:10:34		0:00:00		0:09:18

				Average Wait Time (>5 min)				0:26:04		0:21:24		0:14:47		0:12:11		0:19:59		0:00:08		0:15:45

				Max Wait Time				0:49:06		0:48:14		0:45:55		0:48:45		0:43:04		0:04:20		0:49:06

				Service Level (<95% calls under 5 min)				10.59%		9.98%		19.74%		22.37%		8.55%		93.80%		27.51%

				Talk Time (Avg)				0:15:47		0:14:21		0:16:30		0:16:02		0:14:49		0:16:39		0:15:41

				Call Handle Time (Avg)				0:25:04		0:23:53		0:25:23		0:24:59		0:23:36		0:25:25		0:24:43

				Percent. calls transferred by vendor				18.55%		19.54%		25.06%		23.27%		23.98%		22.64%		22.17%

				Max Agents				47.77		45.32		40.29		40.67		47.18		11.56		48

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Dec		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		Week

				Busy		 		1		0		0		0		1		0		2

				Caller canceled				3		3		2		4		1		0		13

				Connected				293		277		175		197		294		0		1236

				Error				0		0		1		1		2		0		4

				Invalid Number				0		0		0		0		0		0		0

				No Answer				21		26		10		9		24		0		90

				No Response				29		48		14		23		28		0		142

				Total Requests				347		354		202		234		350		0		1487

				% Connected				84%		78%		87%		84%		84%		0%		69.58%

																						 



























































































































































































12.8.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				2407		2413		2098		2437		2374		418		12147

				Calls Handled				2253		2283		1947		2159		2084		386		11112

				Calls Abandoned				27		6		35		94		91		10		263

				Abandon % (>5%)(Less Short Aban)				1.12%		0.25%		1.67%		3.86%		3.84%		2.39%		2.19%

				Avg Time to Abandon				0:16:34		0:47:30		0:13:54		0:12:23		0:12:01		0:12:22		0:19:07

				Average Wait Time (>5 min)				0:02:43		0:02:20		0:03:32		0:05:26		0:05:11		0:03:35		0:03:48

				Max Wait Time				0:19:50		0:08:44		0:13:49		0:16:38		0:27:07		0:12:53		0:27:07

				Service Level (<95% calls under 5 min)				73.08%		85.12%		67.92%		40.75%		31.66%		57.42%		59.32%

				Talk Time (Avg)				0:07:42		0:07:54		0:08:15		0:07:51		0:08:24		0:07:45		0:07:58

				Call Handle Time (Avg)				0:09:38		0:09:54		0:10:24		0:09:39		0:10:49		0:09:37		0:10:00

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				86.22%		85.28%		85.59%		86.04%		85.28%		84.04%		85.41%

				Complaints Received				0		3		0		2		1		0		6						 

				Complaints Resolved				1		1		0		2		0		0		4

				Helpline (Transfers from Vendor/other)				750		735		596		754		626		127		3588

		 		Short Abandon (under 60 seconds)				27		28		33		36		54		8		186

				% of calls answered in under 10 minutes				91.86%		94.61%		88.61%		77.88%		72.66%		87.32%		85.49%

				Occupancy				85.94%		91.82%		91.56%		89.64%		95.27%		90.46%		90.78%

				Max Agents				70		69		77		83		74		11		83



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				457		456		485		548		452		57		2455

				Calls Handled				378		390		386		461		371		57		2043						Top 5 Call Reasons

				Calls Abandoned				76		63		99		80		80		0		398

				Abandon % (>5%)(Less Short Aban)				16.63%		13.82%		20.41%		14.60%		17.70%		0.00%		13.86%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:22		0:06:00		0:11:03		0:07:21		0:08:50		0:00:00		0:06:46

				Average Wait Time (>5 min)				0:10:02		0:08:49		0:17:16		0:09:43		0:13:57		0:00:17		0:10:00						x		x

				Max Wait Time				0:30:10		0:25:49		0:40:55		0:31:35		0:45:46		0:06:37		0:45:46						x		x

				Service Level (<95% calls under 5 min)				16.08%		18.32%		6.19%		17.95%		17.74%		92.98%		28.21%						x		x

				Talk Time (Avg)				0:09:05		0:08:51		0:10:08		0:09:08		0:10:06		0:10:04		0:09:33						x		x

				Call Handle Time (Avg)				0:12:23		0:11:59		0:13:08		0:12:35		0:12:56		0:12:49		0:12:38						x		x

				Max Agents				10.40		10.38		11.24		12.88		10.66		1.62		13				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				356		365		363		408		350		40		1882

				Calls Handled				331		333		314		349		317		40		1684						Top 5 Call Reasons

				Calls Abandoned				25		31		48		59		33		0		196

				Abandon % (>5%)(Less Short Aban)				7.02%		8.49%		13.22%		14.46%		9.43%		0.00%		8.77%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:33		0:03:59		0:04:02		0:04:36		0:03:16		0:00:00		0:03:04

		 		Average Wait Time (>5 min)				0:02:39		0:03:42		0:06:08		0:07:04		0:03:09		0:00:01		0:03:47						x		x

				Max Wait Time				0:11:29		0:14:06		0:18:10		0:18:53		0:18:01		0:00:02		0:18:53						x		x

				Service Level (<95% calls under 5 min)				38.76%		30.96%		21.76%		16.67%		39.14%		100.00%		41.22%						x		x

				Talk Time (Avg)				0:05:03		0:05:04		0:05:22		0:05:04		0:05:15		0:05:00		0:05:08						x		x

				Call Handle Time (Avg)				0:07:19		0:07:48		0:08:06		0:07:22		0:07:11		0:07:50		0:07:36						x		x

				Max Agents				5.38		5.78		5.68		5.72		5.07		0.70		6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Calls Received				750		735		596		754		626		127		3588

				Calls Handled				663		648		556		677		580		125		3249

				Calls Abandoned				80		74		34		57		40		2		287

				Abandon % (>5%)(Less Short Aban)				10.67%		10.07%		5.70%		7.56%		6.40%		1.57%		7.00%

				Avg Time to Abandon				0:11:18		0:08:15		0:03:51		0:06:29		0:06:28		0:09:12		0:07:35

				Average Wait Time (>5 min)				0:15:33		0:15:13		0:06:56		0:09:51		0:08:18		0:03:55		0:09:57

				Max Wait Time				0:46:38		0:41:00		0:23:38		0:39:00		0:27:07		0:20:03		0:46:38

				Service Level (<95% calls under 5 min)				16.67%		4.99%		20.51%		23.92%		15.57%		47.24%		21.48%

				Talk Time (Avg)				0:16:38		0:16:09		0:16:11		0:15:40		0:15:29		0:16:30		0:16:06

				Call Handle Time (Avg)				0:26:14		0:26:25		0:26:33		0:25:53		0:25:25		0:25:28		0:25:59

				Percent. calls transferred by vendor				31.16%		30.46%		28.41%		30.94%		26.37%		30.38%		29.62%

				Max Agents				38.64		36.74		30.19		35.32		34.89		7.07		39

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Dec		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		2		0		0		0		2

				Connected				144		160		66		125		90		4		589

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				5		10		5		4		4		0		28

				No Response				12		22		6		14		9		0		63

				Total Requests				161		192		79		143		103		4		682

				% Connected				89%		83%		84%		87%		87%		100%		88.52%

																						 



























































































































































































12.1.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				2991		2796		2208		2383		1941		199		12518

				Calls Handled				2546		1913		2090		2176		1932		199		10856

				Calls Abandoned				206		13		24		68		1		0		312

				Abandon % (>5%)(Less Short Aban)				6.89%		0.65%		1.09%		2.85%		0.05%		0.00%		1.92%

				Avg Time to Abandon				0:11:10		0:17:43		0:15:27		0:12:19		0:16:50		0:00:00		0:12:14

				Average Wait Time (>5 min)				0:07:11		0:01:51		0:02:08		0:03:33		0:00:18		0:00:00		0:02:30

				Max Wait Time				0:19:57		0:14:24		0:13:31		0:18:38		0:05:44		0:00:02		0:19:57

				Service Level (<95% calls under 5 min)				28.85%		79.10%		91.80%		57.66%		99.07%		100.00%		76.08%

				Talk Time (Avg)				0:08:01		0:07:43		0:07:51		0:08:07		0:07:52		0:07:59		0:07:55

				Call Handle Time (Avg)				0:10:00		0:09:42		0:09:49		0:10:11		0:09:54		0:09:48		0:09:54

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				85.24%		85.82%		85.94%		87.38%		87.95%		86.80%		86.52%

				Complaints Received				1		0		0		0		1		0		2						 

				Complaints Resolved				1		1		0		0		1		0		3

				Helpline (Transfers from Vendor/other)				946		650		661		719		565		72		3613

		 		Short Abandon (under 60 seconds)				63		18		29		33		3		0		146

				% of calls answered in under 10 minutes				62.12%		94.27%		93.43%		83.72%		99.54%		100.00%		88.85%

				Occupancy				97.28%		69.44%		87.15%		86.30%		72.97%		41.82%		75.83%

				Max Agents				78		77		71		72		75		12		78



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				356		365		345		371		311		30		1778

				Calls Handled				325		340		319		348		301		30		1663						Top 5 Call Reasons

				Calls Abandoned				30		25		26		19		10		0		110

				Abandon % (>5%)(Less Short Aban)				8.43%		6.85%		7.54%		5.12%		3.22%		0.00%		5.19%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:08		0:03:52		0:06:59		0:03:04		0:03:37		0:00:00		0:03:46

				Average Wait Time (>5 min)				0:04:16		0:02:37		0:05:10		0:02:50		0:01:42		0:00:53		0:02:54						x		x

				Max Wait Time				0:28:58		0:17:34		0:25:01		0:20:44		0:10:57		0:06:16		0:28:58						x		x

				Service Level (<95% calls under 5 min)				34.08%		38.08%		40.29%		43.67%		58.52%		73.33%		48.00%						x		x

				Talk Time (Avg)				0:09:55		0:09:04		0:10:00		0:08:33		0:09:01		0:13:51		0:10:04						x		x

				Call Handle Time (Avg)				0:13:36		0:12:52		0:13:22		0:12:10		0:12:26		0:17:37		0:13:40						x		x

				Max Agents				9.82		9.73		9.47		9.41		8.32		1.17		10				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				353		377		377		383		366		45		1901

				Calls Handled				322		320		333		350		347		45		1717						Top 5 Call Reasons

				Calls Abandoned				31		57		44		33		19		0		184

				Abandon % (>5%)(Less Short Aban)				8.78%		15.12%		11.67%		8.62%		5.19%		0.00%		8.23%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:26		0:03:21		0:03:58		0:03:24		0:03:16		0:00:00		0:03:04

		 		Average Wait Time (>5 min)				0:04:50		0:05:09		0:05:30		0:04:12		0:02:54		0:00:24		0:03:49						x		x

				Max Wait Time				0:22:41		0:16:38		0:19:38		0:18:22		0:16:08		0:03:29		0:22:41						x		x

				Service Level (<95% calls under 5 min)				31.16%		18.57%		25.73%		30.55%		44.54%		82.22%		38.80%						x		x

				Talk Time (Avg)				0:05:31		0:05:41		0:05:04		0:05:11		0:04:40		0:04:21		0:05:04						x		x

				Call Handle Time (Avg)				0:07:43		0:08:20		0:07:18		0:07:34		0:06:55		0:06:13		0:07:20						x		x

				Max Agents				5.52		5.92		5.40		5.89		5.33		0.62		6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Calls Received				946		650		661		719		565		72		3613

				Calls Handled				834		529		579		621		555		72		3190

				Calls Abandoned				93		110		71		78		10		0		362

				Abandon % (>5%)(Less Short Aban)				9.83%		16.92%		10.74%		10.85%		1.77%		0.00%		8.35%

				Avg Time to Abandon				0:07:53		0:13:36		0:09:01		0:08:19		0:02:12		0:00:00		0:06:50

				Average Wait Time (>5 min)				0:13:33		0:25:34		0:20:35		0:16:37		0:01:03		0:00:04		0:12:54

				Max Wait Time				0:37:41		0:54:20		0:42:32		0:48:36		0:12:58		0:02:14		0:54:20

				Service Level (<95% calls under 5 min)				11.43%		18.44%		5.68%		10.17%		69.73%		97.22%		35.45%

				Talk Time (Avg)				0:15:47		0:17:57		0:16:57		0:16:22		0:15:14		0:18:25		0:16:47

				Call Handle Time (Avg)				0:25:17		0:28:29		0:27:42		0:25:43		0:25:08		0:29:24		0:26:57

				Percent. calls transferred by vendor				31.63%		23.25%		29.94%		30.17%		29.11%		36.18%		30.05%

				Max Agents				46.93		33.47		35.61		35.47		30.68		4.70		47

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Dec		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		Week

				Busy		 		0		0		0		1		0		0		1

				Caller canceled				1		1		0		0		0		0		2

				Connected				180		175		194		158		7		0		714

				Error				0		0		0		0		0		0		0

				Invalid Number				0		1		0		0		0		0		1

				No Answer				4		16		14		9		0		0		43

				No Response				30		24		30		20		0		0		104

				Total Requests				215		217		238		188		7		0		865

				% Connected				84%		81%		82%		84%		100%		0%		71.65%

																						 



























































































































































































11.24.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				1695		1456		1338						184		4673

				Calls Handled				1695		1455		1338						178		4666

				Calls Abandoned				0		0		0						0		0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%						0.00%		0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00						0:00:00		0:00:00

				Average Wait Time (>5 min)				0:00:01		0:00:01		0:00:00						0:01:14		0:00:19

				Max Wait Time				0:01:41		0:00:56		0:00:40						0:08:08		0:08:08

				Service Level (<95% calls under 5 min)				100.00%		99.93%		100.00%						93.48%		98.35%

				Talk Time (Avg)				0:07:52		0:07:42		0:08:04						0:07:58		0:07:54

				Call Handle Time (Avg)				0:09:52		0:09:38		0:09:59						0:09:31		0:09:45

				Transfer Out				na		na		na						na		na

				First Call Resolution %				85.15%		86.63%		82.92%						94.19%		87.22%

				Complaints Received				1		0		0						0		1						 

				Complaints Resolved				3		0		0						0		3

				Helpline (Transfers from Vendor/other)				570		499		513						0		1582

		 		Short Abandon (under 60 seconds)				0		1		0						4		5

				% of calls answered in under 10 minutes				100.00%		99.93%		100.00%						96.74%		99.17%

				Occupancy				52.60%		50.15%		47.81%						65.63%		54.05%

				Max Agents				84		77		81						8		84



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				329		312		297								938

				Calls Handled				287		280		219								786						Top 5 Call Reasons

				Calls Abandoned				38		32		78								148

				Abandon % (>5%)(Less Short Aban)				11.55%		10.26%		26.26%								16.02%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:24		0:05:59		0:12:51								0:08:04

				Average Wait Time (>5 min)				0:05:39		0:04:13		0:16:43								0:08:51						x		x

				Max Wait Time				0:25:17		0:24:03		0:46:27								0:46:27						x		x

				Service Level (<95% calls under 5 min)				23.01%		40.71%		6.73%								23.48%						x		x

				Talk Time (Avg)				0:09:44		0:09:43		0:10:39								0:10:02						x		x

				Call Handle Time (Avg)				0:13:59		0:13:42		0:14:16								0:13:59						x		x

				Max Agents				8.92		8.52		6.94								9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				372		312		206								890

				Calls Handled				334		287		201								822						Top 5 Call Reasons

				Calls Abandoned				38		25		4								67

				Abandon % (>5%)(Less Short Aban)				10.22%		8.01%		1.94%								6.72%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:04		0:02:04		0:01:02								0:02:03

		 		Average Wait Time (>5 min)				0:04:30		0:03:29		0:00:31								0:02:50						x		x

				Max Wait Time				0:21:25		0:15:42		0:06:34								0:21:25						x		x

				Service Level (<95% calls under 5 min)				23.12%		33.01%		81.07%								45.73%						x		x

				Talk Time (Avg)				0:05:16		0:05:14		0:05:23								0:05:17						x		x

				Call Handle Time (Avg)				0:07:57		0:07:31		0:07:41								0:07:43						x		x

				Max Agents				5.90		4.80		3.43								6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Calls Received				570		499		513								1582

				Calls Handled				559		463		459								1481

				Calls Abandoned				9		30		43								82

				Abandon % (>5%)(Less Short Aban)				1.58%		6.01%		8.38%								5.32%

				Avg Time to Abandon				0:07:46		0:05:00		0:07:24								0:06:43

				Average Wait Time (>5 min)				0:01:14		0:05:45		0:11:25								0:06:08

				Max Wait Time				0:22:58		0:21:19		0:38:29								0:38:29

				Service Level (<95% calls under 5 min)				80.00%		30.16%		21.23%								43.80%

				Talk Time (Avg)				0:16:43		0:15:57		0:17:13								0:16:37

				Call Handle Time (Avg)				0:27:28		0:26:57		0:28:39								0:27:41

				Percent. calls transferred by vendor				33.63%		34.27%		38.34%								35.41%

				Max Agents				34.10		27.90		29.28								34

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Nov		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		Week

				Busy		 		0		0		0								0

				Caller canceled				0		0		1								1

				Connected				0		45		92								137

				Error				0		0		0								0

				Invalid Number				0		0		0								0

				No Answer				0		0		6								6

				No Response				0		4		16								20

				Total Requests				0		49		115								164

				% Connected				0%		92%		80%								57.28%

																						 



























































































































































































11.17.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				1956		1706		1523		1532		1468		141		8326

				Calls Handled				1955		1704		1523		1532		1468		138		8320

				Calls Abandoned				0		0		0		0		0		0		0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00

				Average Wait Time (>5 min)				0:00:01		0:00:05		0:00:00		0:00:01		0:00:00		0:01:03		0:00:12

				Max Wait Time				0:02:44		0:03:01		0:00:48		0:02:57		0:00:19		0:07:38		0:07:38

				Service Level (<95% calls under 5 min)				99.95%		99.88%		100.00%		100.00%		100.00%		89.36%		98.20%

				Talk Time (Avg)				0:07:45		0:07:48		0:07:57		0:08:03		0:07:48		0:08:30		0:07:58

				Call Handle Time (Avg)				0:09:46		0:09:46		0:10:06		0:09:55		0:09:44		0:10:40		0:09:59

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				85.10%		84.91%		83.60%		84.92%		83.29%		88.84%		85.11%

				Complaints Received				1		0		0		3		3		0		7						 

				Complaints Resolved				0		2		0		3		3		0		8

				Helpline (Transfers from Vendor/other)				684		591		555		514		537		41		2922

		 		Short Abandon (under 60 seconds)				0		1		0		0		0		1		2

				% of calls answered in under 10 minutes				99.95%		99.88%		100.00%		100.00%		100.00%		97.87%		99.62%

				Occupancy				65.08%		70.66%		60.22%		50.88%		0.46%		0.49%		41.30%

				Max Agents				88		81		82		77		84		7		88



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				308		305		307		308		317		37		1582

				Calls Handled				296		297		287		286		290		37		1493						Top 5 Call Reasons

				Calls Abandoned				10		8		20		17		26		0		81

				Abandon % (>5%)(Less Short Aban)				3.25%		2.62%		6.51%		5.52%		8.20%		0.00%		4.35%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:52		0:02:01		0:03:57		0:05:39		0:04:07		0:00:00		0:03:06

				Average Wait Time (>5 min)				0:01:18		0:00:48		0:02:09		0:03:01		0:04:08		0:00:55		0:02:03						x		x

				Max Wait Time				0:16:59		0:09:11		0:14:03		0:14:11		0:18:02		0:06:02		0:18:02						x		x

				Service Level (<95% calls under 5 min)				66.78%		75.74%		54.07%		40.66%		34.49%		72.97%		57.45%						x		x

				Talk Time (Avg)				0:08:40		0:08:39		0:09:54		0:09:32		0:09:58		0:12:40		0:09:53						x		x

				Call Handle Time (Avg)				0:12:31		0:12:04		0:13:52		0:12:58		0:14:06		0:17:09		0:13:46						x		x

				Max Agents				8.25		7.96		8.85		8.27		9.09		1.41		9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				361		387		322		386		339		34		1829

				Calls Handled				323		295		281		330		297		34		1560						Top 5 Call Reasons

				Calls Abandoned				38		92		41		55		41		0		267

				Abandon % (>5%)(Less Short Aban)				10.53%		23.77%		12.73%		14.25%		12.09%		0.00%		12.23%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:18		0:05:13		0:04:24		0:04:46		0:04:17		0:00:00		0:03:39

		 		Average Wait Time (>5 min)				0:03:26		0:09:25		0:05:20		0:05:42		0:05:23		0:00:01		0:04:52						x		x

				Max Wait Time				0:12:09		0:24:07		0:18:23		0:20:06		0:20:02		0:00:02		0:24:07						x		x

				Service Level (<95% calls under 5 min)				33.24%		8.01%		25.47%		27.20%		29.79%		100.00%		37.29%						x		x

				Talk Time (Avg)				0:05:11		0:05:22		0:05:09		0:05:38		0:05:04		0:06:07		0:05:25						x		x

				Call Handle Time (Avg)				0:07:35		0:07:33		0:07:39		0:08:05		0:07:32		0:08:15		0:07:46						x		x

				Max Agents				5.45		4.95		4.78		5.92		4.97		0.62		6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Calls Received				684		591		555		514		537		41		2922

				Calls Handled				665		560		523		494		526		41		2809

				Calls Abandoned				16		24		28		17		11		0		96

				Abandon % (>5%)(Less Short Aban)				2.34%		4.06%		5.05%		3.31%		2.05%		0.00%		2.80%

				Avg Time to Abandon				0:05:58		0:04:12		0:03:53		0:03:54		0:03:02		0:00:00		0:03:29

				Average Wait Time (>5 min)				0:03:24		0:05:33		0:05:23		0:03:24		0:02:22		0:00:02		0:03:21

				Max Wait Time				0:19:54		0:43:15		0:27:24		0:21:54		0:15:47		0:00:08		0:43:15

				Service Level (<95% calls under 5 min)				51.47%		45.66%		22.14%		42.41%		49.53%		100.00%		51.87%

				Talk Time (Avg)				0:16:31		0:16:32		0:17:08		0:16:44		0:16:30		0:15:40		0:16:30

				Call Handle Time (Avg)				0:27:26		0:27:19		0:28:25		0:28:01		0:27:48		0:25:39		0:27:26

				Percent. calls transferred by vendor				34.97%		34.64%		36.44%		33.55%		36.58%		29.08%		34.21%

				Max Agents				40.58		34.16		33.00		30.74		32.48		8.18		41

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Nov		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		1		0		0		0		0		1

				Connected				4		55		39		22		10		0		130

				Error				0		1		1		0		0		0		2

				Invalid Number				0		1		0		0		0		0		1

				No Answer				0		1		1		0		0		0		2

				No Response				0		13		4		1		1		0		19

				Total Requests				4		72		45		23		11		0		155

				% Connected				100%		76%		87%		96%		91%		0%		74.94%

																						 



























































































































































































11.10.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received				1309		1741		1716		1670		1475		146		8057

				Calls Handled				1309		1729		1710		1621		1455		146		7970

				Calls Abandoned				0		0		0		15		1		0		16

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.90%		0.07%		0.00%		0.16%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:11:59		0:29:19		0:00:00		0:06:53

				Average Wait Time (>5 min)				0:00:01		0:00:15		0:00:14		0:01:17		0:00:44		0:00:12		0:00:27

				Max Wait Time				0:03:19		0:05:52		0:04:41		0:15:40		0:08:24		0:05:07		0:15:40

				Service Level (<95% calls under 5 min)				100.00%		99.02%		99.65%		86.41%		97.22%		99.32%		96.94%

				Talk Time (Avg)				0:07:24		0:07:54		0:07:37		0:07:37		0:08:00		0:08:49		0:07:53

				Call Handle Time (Avg)				0:09:20		0:10:04		0:09:44		0:09:45		0:10:00		0:10:20		0:09:52

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.98%		83.37%		82.95%		84.69%		84.41%		80.75%		83.19%

				Complaints Received				0		2		5		1		3		0		11						 

				Complaints Resolved				0		1		5		0		4		0		10

				Helpline (Transfers from Vendor/other)				458		570		538		517		442		44		2569

		 		Short Abandon (under 60 seconds)				0		1		4		10		10		0		25

				% of calls answered in under 10 minutes				100.00%		99.31%		99.65%		93.89%		98.64%		100.00%		98.58%

				Occupancy				62.35%		74.75%		67.91%		65.06%		74.47%		54.53%		66.51%

				Max Agents				96		93		100		84		84		10		100



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received				268		329		277		302		253		37		1466

				Calls Handled				253		296		244		288		228		35		1344						Top 5 Call Reasons

				Calls Abandoned				14		32		33		13		24		2		118

				Abandon % (>5%)(Less Short Aban)				5.22%		9.73%		11.91%		4.30%		9.49%		5.41%		7.68%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:19		0:03:40		0:04:47		0:04:14		0:04:09		0:02:06		0:04:02

				Average Wait Time (>5 min)				0:01:49		0:04:17		0:02:29		0:02:33		0:04:17		0:01:13		0:02:46						x		x

				Max Wait Time				0:16:14		0:18:24		0:17:03		0:17:29		0:19:32		0:06:09		0:19:32						x		x

				Service Level (<95% calls under 5 min)				60.45%		26.83%		50.18%		46.69%		36.90%		67.57%		48.10%						x		x

				Talk Time (Avg)				0:09:04		0:09:01		0:08:37		0:08:36		0:09:34		0:12:24		0:09:32						x		x

				Call Handle Time (Avg)				0:12:54		0:12:42		0:12:07		0:12:44		0:13:51		0:16:08		0:13:24						x		x

				Max Agents				7.25		8.36		6.57		8.15		7.01		1.25		8				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received				289		282		292		337		263		12		1475

				Calls Handled				274		275		283		315		253		12		1412						Top 5 Call Reasons

				Calls Abandoned				15		7		9		21		10		0		62

				Abandon % (>5%)(Less Short Aban)				5.19%		2.48%		3.08%		6.23%		3.80%		0.00%		3.46%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:11		0:03:20		0:01:35		0:03:02		0:01:08		0:00:00		0:02:02

		 		Average Wait Time (>5 min)				0:01:55		0:01:22		0:00:54		0:02:08		0:01:05		0:00:01		0:01:14						x		x

				Max Wait Time				0:13:44		0:13:41		0:06:00		0:11:16		0:07:08		0:00:02		0:13:44						x		x

				Service Level (<95% calls under 5 min)				57.09%		60.99%		64.04%		46.88%		65.78%		100.00%		65.80%						x		x

				Talk Time (Avg)				0:05:04		0:05:23		0:04:58		0:04:49		0:05:04		0:05:33		0:05:08						x		x

				Call Handle Time (Avg)				0:07:25		0:07:52		0:07:11		0:07:18		0:07:41		0:09:48		0:07:52						x		x

				Max Agents				4.52		4.81		4.51		5.11		4.32		0.26		5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Calls Received				458		570		538		517		442		44		2569

				Calls Handled				457		549		528		502		431		43		2510

				Calls Abandoned				1		14		10		9		10		1		45

				Abandon % (>5%)(Less Short Aban)				0.22%		2.46%		1.86%		1.74%		2.26%		2.27%		1.80%

				Avg Time to Abandon				0:03:48		0:03:39		0:03:12		0:02:20		0:06:06		0:00:39		0:03:17

				Average Wait Time (>5 min)				0:00:18		0:02:01		0:00:57		0:02:14		0:01:25		0:00:16		0:01:11

				Max Wait Time				0:07:19		0:16:13		0:11:34		0:19:19		0:25:47		0:04:16		0:25:47

				Service Level (<95% calls under 5 min)				88.86%		54.43%		74.54%		53.38%		76.70%		88.64%		72.76%

				Talk Time (Avg)				0:14:53		0:16:42		0:17:14		0:17:56		0:17:03		0:19:23		0:17:11

				Call Handle Time (Avg)				0:24:58		0:29:52		0:28:59		0:30:06		0:29:30		0:30:36		0:29:00

				Percent. calls transferred by vendor				34.99%		32.74%		31.35%		30.96%		29.97%		30.14%		31.69%

				Max Agents				24.67		25.77		23.88		33.63		28.23		2.92		34

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Nov		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				0		4		2		6		3		0		15

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		0		0		0		0

				No Answer				0		0		0		0		2		0		2

				No Response				0		0		0		0		0		0		0

				Total Requests				0		4		2		6		5		0		17

				% Connected				0%		100%		100%		100%		60%		0%		60.00%

																						 



























































































































































































11.3.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				2420		1944		1718		1731		1407		148		9368

				Calls Handled				2315		1901		1698		1731		1407		148		9200

				Calls Abandoned				7		2		1		0		0		0		10

				Abandon % (>5%)(Less Short Aban)				0.29%		0.10%		0.06%		0.00%		0.00%		0.00%		0.08%

				Avg Time to Abandon				0:31:13		0:31:08		0:45:44		0:00:00		0:00:00		0:00:00		0:18:00

				Average Wait Time (>5 min)				0:01:56		0:00:48		0:00:40		0:00:02		0:00:00		0:00:01		0:00:35

				Max Wait Time				0:10:24		0:08:33		0:06:39		0:01:29		0:00:08		0:01:08		0:10:24

				Service Level (<95% calls under 5 min)				87.52%		95.94%		96.68%		100.00%		100.00%		100.00%		96.69%

				Talk Time (Avg)				0:07:07		0:07:21		0:07:29		0:07:37		0:07:48		0:06:57		0:07:23

				Call Handle Time (Avg)				0:08:53		0:09:24		0:09:29		0:09:36		0:09:50		0:08:41		0:09:19

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				82.77%		82.55%		83.00%		83.49%		82.48%		85.00%		83.22%

				Complaints Received				0		0		1		1		0		0		2						 

				Complaints Resolved				0		0		0		1		0		0		1

				Helpline (Transfers from Vendor/other)				838		725		643		660		520		56		3442

		 		Short Abandon (under 60 seconds)				32		24		6		0		0		0		62

				% of calls answered in under 10 minutes				95.54%		97.79%		98.84%		100.00%		100.00%		100.00%		98.69%

				Occupancy				0.94%		0.91%		0.80%		0.62%		59.59%		410.36%		78.87%

				Max Agents				80		75		71		89		83		9		89



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				275		300		260		273		232		12		1352

				Calls Handled				267		271		249		268		221		12		1288						Top 5 Call Reasons

				Calls Abandoned				8		29		11		5		10		0		63

				Abandon % (>5%)(Less Short Aban)				2.91%		9.67%		4.23%		1.83%		4.31%		0.00%		3.83%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:04		0:05:17		0:02:36		0:03:09		0:03:06		0:00:00		0:03:12

				Average Wait Time (>5 min)				0:01:15		0:04:50		0:01:16		0:00:27		0:01:06		0:00:01		0:01:29						x		x

				Max Wait Time				0:14:49		0:31:46		0:10:26		0:06:51		0:12:26		0:00:02		0:31:46						x		x

				Service Level (<95% calls under 5 min)				63.64%		33.00%		58.08%		82.05%		71.43%		100.00%		68.03%						x		x

				Talk Time (Avg)				0:09:40		0:10:15		0:08:47		0:08:46		0:08:58		0:15:22		0:10:18						x		x

				Call Handle Time (Avg)				0:13:52		0:14:01		0:12:46		0:12:06		0:12:41		0:20:43		0:14:21						x		x

				Max Agents				8.24		8.44		7.06		7.13		6.23		0.55		8				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				334		305		336		355		257		9		1596

				Calls Handled				291		264		314		312		240		9		1430						Top 5 Call Reasons

				Calls Abandoned				43		41		22		42		16		0		164

				Abandon % (>5%)(Less Short Aban)				12.87%		13.44%		6.55%		11.83%		6.23%		0.00%		8.49%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:44		0:09:00		0:02:05		0:02:28		0:01:57		0:00:00		0:03:22

		 		Average Wait Time (>5 min)				0:03:43		0:05:23		0:02:40		0:03:19		0:02:48		0:00:02		0:02:59						x		x

				Max Wait Time				0:17:20		0:23:40		0:11:39		0:15:53		0:13:08		0:00:09		0:23:40						x		x

				Service Level (<95% calls under 5 min)				37.72%		39.34%		39.29%		22.54%		52.92%		100.00%		48.64%						x		x

				Talk Time (Avg)				0:05:57		0:05:53		0:04:46		0:05:21		0:05:39		0:05:37		0:05:32						x		x

				Call Handle Time (Avg)				0:08:42		0:08:31		0:07:06		0:07:52		0:08:23		0:08:48		0:08:13						x		x

				Max Agents				5.63		5.00		4.96		5.45		4.47		0.18		6				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Calls Received				838		725		643		660		520		56		3442

				Calls Handled				787		605		575		525		509		56		3057

				Calls Abandoned				40		101		59		97		7		0		304

				Abandon % (>5%)(Less Short Aban)				4.77%		13.93%		9.18%		14.70%		1.35%		0.00%		7.32%

				Avg Time to Abandon				0:06:31		0:09:32		0:07:54		0:09:16		0:13:58		0:00:00		0:07:51

				Average Wait Time (>5 min)				0:07:10		0:18:46		0:17:04		0:21:12		0:01:32		0:00:02		0:10:57

				Max Wait Time				0:38:31		0:39:59		0:34:09		0:41:10		1:21:38		0:01:06		1:21:38

				Service Level (<95% calls under 5 min)				39.40%		3.25%		5.19%		4.76%		61.24%		98.21%		35.34%

				Talk Time (Avg)				0:16:29		0:15:51		0:15:15		0:16:58		0:17:01		0:16:37		0:16:21

				Call Handle Time (Avg)				0:28:22		0:29:41		0:26:12		0:28:08		0:29:29		0:26:20		0:28:02

				Percent. calls transferred by vendor				34.63%		37.29%		37.43%		38.13%		36.96%		37.84%		37.05%

				Max Agents				42.43		29.29		32.54		31.78		23.51		3.28		42

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Nov		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		2		0		0		0		2

				Connected				96		87		189		152		6		0		530

				Error				0		0		0		0		0		0		0

				Invalid Number				0		4		1		6		0		0		11

				No Answer				6		4		6		18		0		0		34

				No Response				3		11		4		38		0		0		56

				Total Requests				105		106		202		214		6		0		633

				% Connected				91%		82%		94%		71%		100%		0%		73.02%

																						 



























































































































































































10.27.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				1334		1537		1375		1348		2369		302		8265

				Calls Handled				1247		1364		1326		1339		2112		301		7689

				Calls Abandoned				29		73		5		1		12		0		120

				Abandon % (>5%)(Less Short Aban)				2.17%		4.75%		0.36%		0.07%		0.55%		0.00%		1.32%

				Avg Time to Abandon				0:11:23		0:12:30		0:23:37		0:28:39		0:16:01		0:00:00		0:15:21

				Average Wait Time (>5 min)				0:02:26		0:04:17		0:01:35		0:00:25		0:01:16		0:00:03		0:01:40

				Max Wait Time				0:13:52		0:18:48		0:08:43		0:06:57		0:09:50		0:04:35		0:18:48

				Service Level (<95% calls under 5 min)				75.19%		60.90%		84.36%		97.33%		86.38%		99.67%		83.97%

				Talk Time (Avg)				0:07:28		0:07:50		0:07:18		0:07:09		0:07:27		0:08:29		0:07:37

				Call Handle Time (Avg)				0:09:47		0:10:08		0:09:40		0:09:20		0:09:32		0:10:45		0:09:52

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				81.29%		79.75%		80.01%		80.89%		81.62%		79.95%		80.58%

				Complaints Received				2		0		2		1		3		1		9						 

				Complaints Resolved				2		1		4		1		1		1		10

				Helpline (Transfers from Vendor/other)				481		555		514		444		899		102		2995

		 		Short Abandon (under 60 seconds)				16		21		10		0		19		0		66

				% of calls answered in under 10 minutes				87.71%		76.38%		96.44%		99.33%		96.88%		99.67%		92.73%

				Occupancy				80.98%		92.09%		0.82%		72.40%		79.47%		41.31%		61.18%

				Max Agents				53		55		52		63		94		25		94



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				172		167		161		205		230		24		959

				Calls Handled				156		154		153		192		221		22		898						Top 5 Call Reasons

				Calls Abandoned				13		13		8		13		7		0		54

				Abandon % (>5%)(Less Short Aban)				7.56%		7.78%		4.97%		6.34%		3.04%		0.00%		4.95%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:55		0:03:27		0:01:27		0:06:23		0:03:12		0:00:00		0:02:54

				Average Wait Time (>5 min)				0:02:54		0:03:21		0:02:06		0:03:26		0:01:10		0:00:13		0:02:11						x		x

				Max Wait Time				0:16:10		0:17:34		0:13:03		0:17:04		0:11:56		0:02:37		0:17:34						x		x

				Service Level (<95% calls under 5 min)				43.53%		35.33%		54.04%		55.61%		71.30%		90.91%		58.45%						x		x

				Talk Time (Avg)				0:08:04		0:10:08		0:08:58		0:10:59		0:09:14		0:08:23		0:09:17						x		x

				Call Handle Time (Avg)				0:12:06		0:14:14		0:12:21		0:14:46		0:13:02		0:11:37		0:13:01						x		x

				Max Agents				4.79		4.87		4.20		6.30		6.40		0.62		6				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				244		233		229		200		281		35		1222

				Calls Handled				207		207		210		187		251		35		1097						Top 5 Call Reasons

				Calls Abandoned				35		25		19		12		30		0		121

				Abandon % (>5%)(Less Short Aban)				14.34%		10.73%		8.30%		6.00%		10.68%		0.00%		8.34%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:39		0:01:59		0:04:36		0:07:42		0:03:47		0:00:00		0:03:47

		 		Average Wait Time (>5 min)				0:06:13		0:04:20		0:04:25		0:04:08		0:02:37		0:00:12		0:03:39						x		x

				Max Wait Time				0:22:13		0:17:03		0:17:34		0:23:36		0:16:24		0:04:06		0:23:36						x		x

				Service Level (<95% calls under 5 min)				23.87%		26.61%		43.23%		45.23%		48.40%		91.43%		46.46%						x		x

				Talk Time (Avg)				0:04:07		0:04:53		0:05:30		0:05:36		0:05:06		0:05:28		0:05:06						x		x

				Call Handle Time (Avg)				0:06:48		0:07:29		0:08:06		0:08:24		0:07:35		0:07:54		0:07:42						x		x

				Max Agents				3.14		3.44		3.78		3.51		4.23		0.62		4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Calls Received				481		555		514		444		899		102		2995

				Calls Handled				368		421		466		412		876		102		2645

				Calls Abandoned				105		96		42		27		18		0		288

				Abandon % (>5%)(Less Short Aban)				21.83%		17.30%		8.17%		6.08%		2.00%		0.00%		9.23%

				Avg Time to Abandon				0:17:26		0:09:16		0:04:44		0:05:59		0:02:51		0:00:00		0:06:42

				Average Wait Time (>5 min)				0:31:57		0:26:25		0:10:07		0:09:46		0:02:06		0:00:17		0:13:26

				Max Wait Time				1:05:39		0:55:44		0:31:29		0:38:23		0:13:48		0:04:44		1:05:39

				Service Level (<95% calls under 5 min)				6.98%		5.85%		21.53%		23.46%		59.26%		90.20%		34.55%

				Talk Time (Avg)				0:14:30		0:15:00		0:15:24		0:14:46		0:16:52		0:17:06		0:15:36

				Call Handle Time (Avg)				0:27:15		0:28:11		0:29:41		0:30:09		0:29:32		0:29:30		0:29:03

				Percent. calls transferred by vendor				36.06%		36.11%		37.38%		32.94%		41.24%		33.77%		36.25%

				Max Agents				21.73		26.66		30.80		24.42		49.99		6.24		50

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Oct		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		Week

				Busy		 		0		0		0		0		0		0		0

				Caller canceled				0		0		0		0		0		0		0

				Connected				136		121		82		85		85		0		509

				Error				1		0		0		0		0		0		1

				Invalid Number				0		4		0		0		0		0		4

				No Answer				7		13		2		6		6		0		34

				No Response				11		19		8		7		7		0		52

				Total Requests				155		157		92		98		98		0		600

				% Connected				88%		77%		89%		87%		87%		0%		71.24%

																						 



























































































































































































10.20.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				1587		1464		1174		1197		1386				6808

				Calls Handled				1494		1372		1031		1076		1196				6169

				Calls Abandoned				26		29		84		86		81				305

				Abandon % (>5%)(Less Short Aban)				1.64%		1.98%		5.57%		5.13%		5.84%				4.03%

				Avg Time to Abandon				0:12:31		0:12:28		0:18:27		0:19:56		0:11:55				0:15:03

				Average Wait Time (>5 min)				0:03:03		0:02:13		0:07:28		0:06:42		0:05:43				0:05:01

				Max Wait Time				0:11:18		0:15:40		1:15:59		1:23:25		0:19:38				1:23:25

				Service Level (<95% calls under 5 min)				69.82%		77.39%		55.42%		75.87%		39.18%				63.54%

				Talk Time (Avg)				0:07:27		0:06:59		0:08:59		0:09:04		0:07:04				0:07:54

				Call Handle Time (Avg)				0:09:31		0:08:46		0:12:41		0:12:44		0:09:22				0:10:37

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.58%		83.35%		79.49%		82.68%		82.03%				82.03%

				Complaints Received				0		0		0		1		0				1						 

				Complaints Resolved				0		0		0		1		0				1

				Helpline (Transfers from Vendor/other)				606		535		297		291		516				2245

		 		Short Abandon (under 60 seconds)				17		13		12		7		24				73

				% of calls answered in under 10 minutes				91.05%		90.44%		73.74%		77.19%		68.69%				80.22%

				Occupancy				0.94%		0.90%		84.19%		0.80%		88.28%				35.02%

				Max Agents				31		31		29		53		54				54



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				134		117		121		111		172				655

				Calls Handled				126		112		111		103		163				615						Top 5 Call Reasons

				Calls Abandoned				8		5		10		7		9				39

				Abandon % (>5%)(Less Short Aban)				5.97%		4.27%		8.26%		6.31%		5.23%				6.01%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:03		0:02:10		0:11:12		0:02:50		0:03:09				0:04:28

				Average Wait Time (>5 min)				0:02:06		0:01:43		0:02:57		0:01:10		0:02:36				0:02:06						x		x

				Max Wait Time				0:12:27		0:16:25		0:36:15		0:10:48		0:14:53				0:36:15						x		x

				Service Level (<95% calls under 5 min)				48.51%		66.67%		52.07%		69.09%		43.60%				55.99%						x		x

				Talk Time (Avg)				0:09:44		0:08:53		0:08:41		0:09:13		0:08:59				0:09:06						x		x

				Call Handle Time (Avg)				0:13:25		0:13:30		0:13:10		0:13:42		0:13:37				0:13:28						x		x

				Max Agents				3.76		3.36		3.25		3.17		5.10				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				240		255		228		258		208				1189

				Calls Handled				209		206		204		227		193				1039						Top 5 Call Reasons

				Calls Abandoned				31		49		23		30		15				148

				Abandon % (>5%)(Less Short Aban)				12.92%		19.22%		10.09%		11.63%		7.21%				12.21%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:08		0:05:31		0:03:39		0:03:43		0:01:59				0:03:48

		 		Average Wait Time (>5 min)				0:05:20		0:08:03		0:03:40		0:03:53		0:02:56				0:04:46						x		x

				Max Wait Time				0:24:44		0:26:05		0:13:32		0:15:49		0:15:11				0:26:05						x		x

				Service Level (<95% calls under 5 min)				30.42%		14.12%		36.40%		33.85%		38.94%				30.75%						x		x

				Talk Time (Avg)				0:05:10		0:05:52		0:05:10		0:05:11		0:05:05				0:05:17						x		x

				Call Handle Time (Avg)				0:08:02		0:08:52		0:07:40		0:07:47		0:07:35				0:07:59						x		x

				Max Agents				3.73		4.06		3.48		3.94		3.25				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Calls Received				606		535		297		291		516				2245

				Calls Handled				378		364		197		187		364				1490

				Calls Abandoned				206		149		90		91		138				675

				Abandon % (>5%)(Less Short Aban)				33.99%		27.85%		30.42%		31.38%		26.74%				30.08%

				Avg Time to Abandon				0:19:56		0:15:50		0:18:15		0:19:56		0:17:07				0:18:12

				Average Wait Time (>5 min)				0:43:38		0:36:28		0:33:16		0:35:46		0:33:37				0:36:33

				Max Wait Time				1:21:41		1:21:36		1:15:59		1:23:25		1:15:00				1:23:25

				Service Level (<95% calls under 5 min)				6.32%		6.80%		8.85%		10.00%		6.18%				7.63%

				Talk Time (Avg)				0:14:29		0:14:13		0:14:42		0:14:01		0:13:21				0:14:09

				Call Handle Time (Avg)				0:25:11		0:26:02		0:27:24		0:24:22		0:25:08				0:25:37

				Percent. calls transferred by vendor				38.19%		36.54%		25.30%		24.31%		37.23%				32.31%

				Max Agents				12.11		21.11		22.16		19.65		20.21				22

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Oct		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		Week

				Busy		 		0		3		0		0		0				3

				Caller canceled				1		1		0		2		2				6

				Connected				201		159		194		234		170				958

				Error				0		1		0		1		1				3

				Invalid Number				1		3		0		2		1				7

				No Answer				12		20		14		26		15				87

				No Response				17		22		16		37		17				109

				Total Requests				232		209		224		302		206				1173

				% Connected				87%		76%		87%		77%		83%				81.87%

																						 



























































































































































































10.13.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				1324		1268		1794		1390		1182				6958

				Calls Handled				1274		1248		1654		1302		1180				6658

				Calls Abandoned				3		0		0		11		0				14

				Abandon % (>5%)(Less Short Aban)				0.23%		0.00%		0.00%		0.79%		0.00%				0.20%

				Avg Time to Abandon				0:35:03		0:00:00		0:00:00		0:20:42		0:00:00				0:11:09

				Average Wait Time (>5 min)				0:01:33		0:00:28		0:00:51		0:01:57		0:00:17				0:01:01

				Max Wait Time				0:08:53		0:05:50		0:05:34		0:10:05		0:04:24				0:10:05

				Service Level (<95% calls under 5 min)				86.56%		97.40%		91.47%		84.10%		99.83%				91.87%

				Talk Time (Avg)				0:07:57		0:07:19		0:05:35		0:07:04		0:06:57				0:06:58

				Call Handle Time (Avg)				0:10:07		0:09:11		0:06:56		0:09:02		0:08:42				0:08:47

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.70%		80.56%		84.76%		83.23%		82.98%				82.05%

				Complaints Received				2		0		3		0		2				7						 

				Complaints Resolved				1		0		2		0		2				5

				Helpline (Transfers from Vendor/other)				410		424		422		471		421				2148

		 		Short Abandon (under 60 seconds)				14		8		65		19		1				107

				% of calls answered in under 10 minutes				96.22%		98.42%		92.20%		93.53%		99.83%				96.04%

				Occupancy				88.48%		81.55%		0.86%		92.25%		0.80%				52.79%

				Max Agents				36		35		33		29		36				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				96		101		123		109		102				531

				Calls Handled				95		99		112		98		98				502						Top 5 Call Reasons

				Calls Abandoned				1		2		11		10		4				28

				Abandon % (>5%)(Less Short Aban)				1.04%		1.98%		8.94%		9.17%		3.92%				5.01%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:55		0:05:07		0:04:45		0:04:42		0:04:06				0:03:55

				Average Wait Time (>5 min)				0:02:16		0:02:00		0:02:56		0:03:11		0:01:19				0:02:20						x		x

				Max Wait Time				0:11:26		0:11:31		0:15:51		0:16:12		0:09:57				0:16:12						x		x

				Service Level (<95% calls under 5 min)				56.25%		59.41%		46.34%		42.59%		64.71%				53.86%						x		x

				Talk Time (Avg)				0:09:35		0:10:07		0:08:32		0:10:37		0:07:06				0:09:11						x		x

				Call Handle Time (Avg)				0:14:04		0:14:50		0:12:48		0:15:11		0:10:44				0:13:31						x		x

				Max Agents				2.97		3.26		3.18		3.34		2.34				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				236		261		241		254		196				1188

				Calls Handled				217		234		220		219		182				1072						Top 5 Call Reasons

				Calls Abandoned				19		26		20		35		14				114

				Abandon % (>5%)(Less Short Aban)				8.05%		9.96%		8.30%		13.78%		7.14%				9.45%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:22		0:03:05		0:02:21		0:03:19		0:02:27				0:02:54

		 		Average Wait Time (>5 min)				0:03:19		0:02:59		0:03:07		0:05:26		0:01:07				0:03:11						x		x

				Max Wait Time				0:18:44		0:13:53		0:16:21		0:22:19		0:12:00				0:22:19						x		x

				Service Level (<95% calls under 5 min)				52.97%		40.38%		44.17%		26.77%		67.35%				46.33%						x		x

				Talk Time (Avg)				0:05:24		0:04:58		0:05:01		0:05:12		0:04:25				0:05:00						x		x

				Call Handle Time (Avg)				0:07:22		0:07:10		0:07:47		0:07:34		0:06:44				0:07:19						x		x

				Max Agents				3.55		3.74		3.82		3.69		2.73				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Calls Received				410		424		422		471		421				2148

				Calls Handled				362		363		283		355		317				1680

				Calls Abandoned				40		58		135		106		95				434

				Abandon % (>5%)(Less Short Aban)				9.76%		13.68%		31.99%		22.51%		22.57%				20.10%

				Avg Time to Abandon				0:09:06		0:10:16		0:06:43		0:09:18		0:16:55				0:10:27

				Average Wait Time (>5 min)				0:13:40		0:15:43		0:14:39		0:23:42		0:27:04				0:18:57

				Max Wait Time				0:37:53		0:43:16		0:38:42		0:52:52		1:04:16				1:04:16

				Service Level (<95% calls under 5 min)				20.15%		32.54%		18.57%		11.23%		21.93%				20.88%

				Talk Time (Avg)				0:14:47		0:14:10		0:12:18		0:14:11		0:14:16				0:13:56

				Call Handle Time (Avg)				0:26:14		0:26:09		0:23:21		0:25:55		0:25:36				0:25:27

				Percent. calls transferred by vendor				30.97%		33.44%		23.52%		33.88%		35.62%				31.49%

				Max Agents				11.44		12.84		6.85		10.68		7.70				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Oct		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		Week

				Busy		 		2		0		2		0		0				4

				Caller canceled				1		0		0		0		0				1

				Connected				96		70		63		122		103				454

				Error				0		0		0		0		0				0

				Invalid Number				2		0		0		3		1				6

				No Answer				1		4		2		5		5				17

				No Response				9		9		4		14		10				46

				Total Requests				111		83		71		144		119				528

				% Connected				86%		84%		89%		85%		87%				86.17%

																						 



























































































































































































10.6.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				1247		1110		1031		1024		1048				5460

				Calls Handled				1121		1004		939		935		1032				5031

				Calls Abandoned				34		13		23		22		3				95

				Abandon % (>5%)(Less Short Aban)				2.73%		1.17%		2.23%		2.15%		0.29%				1.71%

				Avg Time to Abandon				0:13:00		0:22:43		0:13:48		0:12:40		0:15:32				0:15:32

				Average Wait Time (>5 min)				0:03:47		0:03:47		0:03:27		0:03:24		0:00:40				0:03:01

				Max Wait Time				0:14:06		0:12:07		0:14:01		0:12:14		0:09:36				0:14:06

				Service Level (<95% calls under 5 min)				58.22%		57.03%		61.98%		62.21%		93.89%				66.67%

				Talk Time (Avg)				0:07:38		0:07:50		0:08:06		0:08:15		0:08:14				0:08:00

				Call Handle Time (Avg)				0:09:32		0:10:00		0:10:05		0:10:48		0:09:54				0:10:04

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.28%		81.03%		80.96%		81.40%		82.71%				81.28%

				Complaints Received				1		2		0		0		0				3						 

				Complaints Resolved				1		1		0		1		0				3

				Helpline (Transfers from Vendor/other)				370		432		309		313		344				1768

		 		Short Abandon (under 60 seconds)				27		18		19		23		5				92

				% of calls answered in under 10 minutes				81.96%		88.83%		84.97%		89.65%		98.47%				88.77%

				Occupancy				93.30%		94.76%		0.90%		0.93%		0.85%				38.15%

				Max Agents				32		28		26		27		30				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				128		109		114		94		100				545

				Calls Handled				117		105		111		90		96				519						Top 5 Call Reasons

				Calls Abandoned				11		4		1		4		4				24

				Abandon % (>5%)(Less Short Aban)				8.59%		3.67%		0.88%		4.26%		4.00%				4.28%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:36		0:02:44		0:02:13		0:04:25		0:03:42				0:03:08

				Average Wait Time (>5 min)				0:02:49		0:00:36		0:00:58		0:01:31		0:01:05				0:01:23						x		x

				Max Wait Time				0:12:34		0:09:17		0:10:42		0:11:02		0:11:34				0:12:34						x		x

				Service Level (<95% calls under 5 min)				44.53%		78.90%		74.11%		64.89%		70.00%				66.49%						x		x

				Talk Time (Avg)				0:07:50		0:07:43		0:08:52		0:07:46		0:08:13				0:08:04						x		x

				Call Handle Time (Avg)				0:12:43		0:12:30		0:12:54		0:12:25		0:12:30				0:12:36						x		x

				Max Agents				3.30		2.91		3.24		2.48		2.66				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				258		243		239		190		260				1190

				Calls Handled				239		215		212		185		217				1068						Top 5 Call Reasons

				Calls Abandoned				19		28		27		5		41				120

				Abandon % (>5%)(Less Short Aban)				7.36%		11.52%		11.30%		2.63%		15.77%				9.72%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:32		0:04:01		0:03:54		0:04:41		0:04:04				0:04:02

		 		Average Wait Time (>5 min)				0:03:33		0:05:07		0:03:23		0:02:36		0:04:54				0:03:54						x		x

				Max Wait Time				0:14:25		0:23:11		0:14:31		0:16:21		0:17:48				0:23:11						x		x

				Service Level (<95% calls under 5 min)				36.43%		32.51%		38.08%		55.79%		23.17%				37.20%						x		x

				Talk Time (Avg)				0:05:12		0:05:09		0:04:49		0:05:19		0:05:11				0:05:08						x		x

				Call Handle Time (Avg)				0:08:22		0:08:04		0:07:33		0:07:53		0:07:34				0:07:53						x		x

				Max Agents				4.44		3.86		3.56		3.24		3.65				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Calls Received				370		344		309		313		344				1680

				Calls Handled				344		304		301		293		314				1556

				Calls Abandoned				18		38		6		18		26				106

				Abandon % (>5%)(Less Short Aban)				4.86%		8.80%		1.94%		5.75%		7.56%				5.78%

				Avg Time to Abandon				0:09:33		0:05:18		0:01:14		0:10:00		0:05:58				0:06:24

				Average Wait Time (>5 min)				0:08:21		0:04:10		0:00:52		0:09:18		0:10:49				0:06:42

				Max Wait Time				0:33:43		0:33:06		0:13:08		0:48:41		0:44:15				0:48:41

				Service Level (<95% calls under 5 min)				37.74%		35.73%		79.80%		38.78%		17.89%				41.99%

				Talk Time (Avg)				0:14:20		0:11:27		0:15:29		0:15:32		0:14:35				0:14:16

				Call Handle Time (Avg)				0:26:38		0:21:51		0:26:29		0:27:48		0:26:36				0:25:52

				Percent. calls transferred by vendor				29.67%		38.92%		29.97%		30.57%		32.82%				32.39%

				Max Agents				11.38		12.86		11.00		10.83		10.41				13

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Oct		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		Week

				Busy		 		0		0		0		0		1680				1680

				Caller canceled				0		0		0		0		0				0

				Connected				57		22		1		50		48				178

				Error				0		0		0		0		0				0

				Invalid Number				1		0		0		0		0				1

				No Answer				13		0		0		0		5				18

				No Response				9		1		0		5		3				18

				Total Requests				80		23		1		55		59				218

				% Connected				71%		96%		100%		91%		81%				87.83%

																						 



























































































































































































9.29.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				1359		1154		1086		912		853				5364

				Calls Handled				1217		1111		1041		886		818				5073

				Calls Abandoned				78		4		10		5		6				103

				Abandon % (>5%)(Less Short Aban)				4.73%		0.35%		0.92%		0.55%		0.70%				1.45%

				Avg Time to Abandon				0:18:35		0:21:28		0:14:44		0:16:26		0:16:54				0:17:37

				Average Wait Time (>5 min)				0:07:06		0:01:12		0:01:23		0:01:02		0:01:39				0:02:28

				Max Wait Time				1:20:58		0:07:43		0:11:09		0:08:28		0:09:27				1:20:58

				Service Level (<95% calls under 5 min)				58.40%		93.24%		83.06%		87.83%		80.77%				80.66%

				Talk Time (Avg)				0:08:15		0:07:56		0:08:11		0:08:16		0:08:02				0:08:08

				Call Handle Time (Avg)				0:11:11		0:10:02		0:10:10		0:10:25		0:10:03				0:10:22

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.15%		87.90%		78.98%		82.64%		81.53%				82.44%

				Complaints Received				2		0		0		1		0				3						 

				Complaints Resolved				1		0		0		1		0				2

				Helpline (Transfers from Vendor/other)				278		286		343		285		284				1476

		 		Short Abandon (under 60 seconds)				16		21		7		4		7				55

				% of calls answered in under 10 minutes				75.91%		96.27%		95.12%		97.15%		95.90%				92.07%

				Occupancy				89.82%		0.90%		82.90%		0.82%		0.81%				35.05%

				Max Agents				36		33		35		29		28				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				176		110		110		86		103				585

				Calls Handled				169		107		108		80		99				563						Top 5 Call Reasons

				Calls Abandoned				6		3		1		6		2				18

				Abandon % (>5%)(Less Short Aban)				3.41%		2.73%		0.91%		6.98%		1.94%				3.19%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:31		0:02:04		0:00:47		0:01:44		0:04:43				0:02:21

				Average Wait Time (>5 min)				0:03:36		0:01:31		0:01:47		0:02:17		0:01:42				0:02:10						x		x

				Max Wait Time				0:15:51		0:09:28		0:15:30		0:11:20		0:11:24				0:15:51						x		x

				Service Level (<95% calls under 5 min)				30.29%		64.55%		73.64%		61.63%		63.73%				58.77%						x		x

				Talk Time (Avg)				0:09:52		0:07:05		0:11:09		0:09:32		0:08:10				0:09:09						x		x

				Call Handle Time (Avg)				0:13:39		0:10:22		0:16:58		0:13:55		0:12:56				0:13:34						x		x

				Max Agents				5.16		2.47		4.07		2.47		2.85				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				231		236		256		232		269				1224

				Calls Handled				198		205		232		209		231				1075						Top 5 Call Reasons

				Calls Abandoned				33		31		24		23		38				149

				Abandon % (>5%)(Less Short Aban)				14.29%		13.14%		9.38%		9.91%		14.13%				12.17%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:13		0:04:37		0:05:22		0:04:02		0:06:40				0:05:10

		 		Average Wait Time (>5 min)				0:10:31		0:06:24		0:07:06		0:05:32		0:09:07				0:07:44						x		x

				Max Wait Time				0:28:34		0:20:10		0:23:55		0:21:17		0:31:23				0:31:23						x		x

				Service Level (<95% calls under 5 min)				15.58%		20.34%		21.88%		31.03%		17.10%				21.19%						x		x

				Talk Time (Avg)				0:04:54		0:04:48		0:05:29		0:05:23		0:05:44				0:05:15						x		x

				Call Handle Time (Avg)				0:07:56		0:07:41		0:08:28		0:08:33		0:08:48				0:08:17						x		x

				Max Agents				3.49		3.50		4.36		3.97		4.52				5				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Calls Received				278		286		343		285		284				1476

				Calls Handled				188		223		293		261		237				1202

				Calls Abandoned				81		59		45		21		45				251

				Abandon % (>5%)(Less Short Aban)				28.98%		20.63%		13.12%		7.37%		15.85%				17.19%

				Avg Time to Abandon				0:19:49		0:17:26		0:11:45		0:07:15		0:13:21				0:13:55

				Average Wait Time (>5 min)				0:41:43		0:26:13		0:16:37		0:06:49		0:20:46				0:22:25

				Max Wait Time				1:20:58		1:09:08		0:42:28		0:29:33		0:45:45				1:20:58

				Service Level (<95% calls under 5 min)				9.28%		23.76%		13.24%		39.22%		14.18%				19.94%

				Talk Time (Avg)				0:11:39		0:11:31		0:14:15		0:15:00		0:16:20				0:13:45

				Call Handle Time (Avg)				0:19:32		0:23:47		0:26:48		0:27:38		0:29:43				0:25:29

				Percent. calls transferred by vendor				20.46%		24.78%		31.58%		31.25%		33.29%				28.27%

				Max Agents				14.41		8.30		12.86		10.06		7.60				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week

				Busy		 		0		0		1		0		0				1

				Caller canceled				2		0		0		0		0				2

				Connected				198		62		71		44		61				436

				Error				1		0		0		0		0				1

				Invalid Number				1		0		0		1		0				2

				No Answer				18		5		3		2		4				32

				No Response				34		11		7		7		7				66

				Total Requests				254		78		82		54		72				540

				% Connected				78%		79%		87%		81%		85%				82.05%

																						 



























































































































































































9.22.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				1168		982		977		817		922				4866

				Calls Handled				1078		900		915		759		883				4536

				Calls Abandoned				59		31		10		19		10				130

				Abandon % (>5%)(Less Short Aban)				4.10%		3.12%		1.07%		2.35%		1.13%				2.35%

				Avg Time to Abandon				0:13:56		0:10:44		0:16:53		0:11:23		0:11:14				0:12:50

				Average Wait Time (>5 min)				0:05:32		0:04:37		0:02:13		0:02:42		0:01:30				0:03:19

				Max Wait Time				0:52:07		0:45:22		0:19:21		0:23:49		0:12:27				0:52:07

				Service Level (<95% calls under 5 min)				69.26%		52.17%		75.82%		71.36%		82.50%				70.22%

				Talk Time (Avg)				0:08:38		0:08:16		0:08:45		0:08:59		0:07:56				0:08:31

				Call Handle Time (Avg)				0:11:33		0:11:01		0:11:17		0:11:39		0:09:55				0:11:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				87.04%		88.18%		88.23%		85.60%		86.65%				87.14%

				Complaints Received				0		0		1		1		0				2						 

				Complaints Resolved				0		0		1		2		0				3

				Helpline (Transfers from Vendor/other)				238		173		179		128		141				859

		 		Short Abandon (under 60 seconds)				9		9		13		13		6				50

				% of calls answered in under 10 minutes				78.31%		82.72%		91.45%		87.39%		93.55%				86.68%

				Occupancy				84.96%		86.23%		86.25%		0.84%		79.51%				67.56%

				Max Agents				36		30		35		31		35				36



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				113		128		155		118		133				647

				Calls Handled				109		122		146		112		122				611						Top 5 Call Reasons

				Calls Abandoned				4		6		9		6		11				36

				Abandon % (>5%)(Less Short Aban)				3.54%		4.69%		5.81%		5.08%		8.27%				5.48%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:56		0:03:18		0:02:06		0:02:43		0:02:32				0:02:55

				Average Wait Time (>5 min)				0:02:24		0:02:11		0:01:56		0:03:11		0:02:02				0:02:20						x		x

				Max Wait Time				0:10:40		0:12:32		0:14:57		0:16:05		0:10:29				0:16:05						x		x

				Service Level (<95% calls under 5 min)				50.44%		53.91%		52.26%		42.37%		46.62%				49.12%						x		x

				Talk Time (Avg)				0:08:49		0:08:15		0:08:08		0:09:30		0:10:00				0:08:56						x		x

				Call Handle Time (Avg)				0:12:47		0:11:49		0:11:50		0:12:58		0:14:10				0:12:42						x		x

				Max Agents				3.10		3.20		3.84		3.23		3.84				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				238		238		238		238		226				1178

				Calls Handled				213		205		206		177		187				988						Top 5 Call Reasons

				Calls Abandoned				24		32		32		61		38				187

				Abandon % (>5%)(Less Short Aban)				10.08%		13.45%		13.45%		25.63%		16.81%				15.88%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:22		0:03:59		0:02:43		0:06:54		0:03:09				0:04:01

		 		Average Wait Time (>5 min)				0:05:10		0:06:19		0:05:04		0:14:24		0:05:42				0:07:19						x		x

				Max Wait Time				0:15:40		0:19:49		0:20:24		0:33:27		0:20:40				0:33:27						x		x

				Service Level (<95% calls under 5 min)				22.78%		17.23%		28.99%		15.55%		25.33%				21.98%						x		x

				Talk Time (Avg)				0:05:14		0:05:27		0:04:40		0:05:38		0:05:02				0:05:12						x		x

				Call Handle Time (Avg)				0:07:59		0:08:12		0:07:40		0:08:50		0:08:02				0:08:08						x		x

				Max Agents				1.92		1.72		1.60		2.22		1.72				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Calls Received				238		173		179		128		141				859

				Calls Handled				173		154		172		124		137				759

				Calls Abandoned				59		16		7		4		4				89

				Abandon % (>5%)(Less Short Aban)				24.73%		9.34%		3.69%		2.97%		2.55%				8.66%

				Avg Time to Abandon				0:13:50		0:07:30		0:06:59		0:06:33		0:05:05				0:07:59

				Average Wait Time (>5 min)				0:28:01		0:12:57		0:03:39		0:04:14		0:03:03				0:10:22

				Max Wait Time				0:52:07		0:45:22		0:19:21		0:23:49		0:28:14				0:52:07

				Service Level (<95% calls under 5 min)				7.64%		31.69%		47.23%		44.06%		53.06%				36.74%

				Talk Time (Avg)				0:11:12		0:10:59		0:10:07		0:11:16		0:11:27				0:11:00

				Call Handle Time (Avg)				0:19:14		0:18:34		0:18:06		0:19:21		0:19:34				0:18:57

				Percent. calls transferred by vendor				20.38%		17.62%		18.32%		15.67%		15.29%				17.46%

				Max Agents				14.18		10.60		10.46		8.38		8.25				14

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				125		66		24		7		17				239

				Error				0		0		0		0		0				0

				Invalid Number				2		1		0		0		0				3

				No Answer				9		3		0		2		1				15

				No Response				10		4		0		0		0				14

				Total Requests				147		74		24		9		18				272

				% Connected				85%		89%		100%		78%		94%				89.29%

																						 



























































































































































































9.15.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week

				Calls Received				1171		944		967		893		895				4870

				Calls Handled				892		844		848		845		833				4262

				Calls Abandoned				156		46		68		27		57				355

				Abandon % (>5%)(Less Short Aban)				13.34%		4.66%		6.84%		2.63%		4.81%				6.46%

				Avg Time to Abandon				0:11:30		0:10:13		0:10:58		0:15:11		0:22:22				0:14:03

				Average Wait Time (>5 min)				0:11:34		0:05:49		0:06:40		0:03:36		0:05:20				0:06:36

				Max Wait Time				0:46:56		0:52:59		0:46:25		0:46:33		1:18:46				1:18:46

				Service Level (<95% calls under 5 min)				16.76%		66.67%		52.31%		84.28%		86.92%				61.39%

				Talk Time (Avg)				0:08:40		0:09:43		0:10:00		0:09:11		0:08:40				0:09:15

				Call Handle Time (Avg)				0:12:34		0:13:37		0:13:50		0:12:36		0:12:42				0:13:04

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.09%		82.60%		na		86.13%		84.98%				83.95%

				Complaints Received				1		0		0		0		0				1						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				213		134		135		152		99				733

		 		Short Abandon (under 60 seconds)				27		15		11		3		0				56

				% of calls answered in under 10 minutes				37.62%		81.92%		70.47%		85.87%		87.47%				72.67%

				Occupancy				94.31%		0.76%		0.87%		0.70%		0.67%				19.46%

				Max Agents				30		37		32		37		34				37



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week

				Calls Received				124		118		121		133		139				635

				Calls Handled				120		114		115		125		137				611						Top 5 Call Reasons

				Calls Abandoned				4		4		5		8		2				23

				Abandon % (>5%)(Less Short Aban)				3.23%		3.39%		4.13%		6.02%		1.44%				3.64%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:13		0:02:06		0:04:38		0:02:56		0:00:48				0:02:32

				Average Wait Time (>5 min)				0:01:49		0:01:39		0:01:57		0:01:29		0:02:15				0:01:49						x		x

				Max Wait Time				0:14:00		0:10:40		0:11:22		0:09:49		0:12:55				0:14:00						x		x

				Service Level (<95% calls under 5 min)				57.26%		68.64%		61.67%		63.16%		47.48%				59.64%						x		x

				Talk Time (Avg)				0:09:03		0:07:45		0:08:58		0:08:32		0:09:35				0:08:46						x		x

				Call Handle Time (Avg)				0:13:05		0:11:20		0:12:51		0:11:53		0:13:22				0:12:30						x		x

				Max Agents				3.49		2.87		3.31		3.30		4.07				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week

				Calls Received				269		252		247		250		182				1200

				Calls Handled				216		200		207		185		162				970						Top 5 Call Reasons

				Calls Abandoned				53		52		40		63		20				228

				Abandon % (>5%)(Less Short Aban)				19.70%		20.63%		16.19%		25.20%		10.99%				18.54%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:37		0:05:35		0:05:41		0:07:49		0:03:08				0:05:58

		 		Average Wait Time (>5 min)				0:11:26		0:10:31		0:09:51		0:16:36		0:03:17				0:10:20						x		x

				Max Wait Time				0:34:41		0:26:29		0:00:00		0:36:30		0:18:02				0:36:30						x		x

				Service Level (<95% calls under 5 min)				8.18%		17.46%		9.31%		7.23%		39.56%				16.35%						x		x

				Talk Time (Avg)				0:04:52		0:04:30		0:04:23		0:05:20		0:04:41				0:04:45						x		x

				Call Handle Time (Avg)				0:07:22		0:07:26		0:07:20		0:08:21		0:07:29				0:07:35						x		x

				Max Agents				2.09		2.06		2.55		2.79		1.59				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week

				Calls Received				213		134		135		152		99				733

				Calls Handled				176		111		111		122		69				589

				Calls Abandoned				31		21		22		24		28				125

				Abandon % (>5%)(Less Short Aban)				14.64%		15.38%		16.52%		15.53%		27.87%				17.99%

				Avg Time to Abandon				0:09:55		0:08:15		0:10:45		0:14:22		0:22:22				0:13:07

				Average Wait Time (>5 min)				0:15:50		0:16:28		0:15:18		0:19:13		0:30:19				0:19:25

				Max Wait Time				0:46:56		0:52:59		0:46:25		0:46:33		1:18:46				1:18:46

				Service Level (<95% calls under 5 min)				14.01%		12.37%		17.38%		19.03%		16.33%				15.82%

				Talk Time (Avg)				0:11:40		0:12:39		0:12:57		0:12:39		0:12:14				0:12:25

				Call Handle Time (Avg)				0:19:14		0:21:01		0:22:28		0:21:00		0:25:18				0:21:48

				Percent. calls transferred by vendor				18.19%		14.19%		13.96%		17.02%		11.06%				14.89%

				Max Agents				17.14		14.62		13.62		12.08		11.97				17

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week

				Busy		 		2		0		0		0		0				2

				Caller canceled				1		1		0		0		1				3

				Connected				144		100		100		107		119				570

				Error				8		0		0		0		0				8

				Invalid Number				1		0		0		0		0				1

				No Answer				17		5		4		7		8				41

				No Response				29		7		11		11		23				81

				Total Requests				202		113		115		125		151				706

				% Connected				71%		88%		87%		86%		79%				82.23%

																						 



























































































































































































9.8.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				1245		1195		1008		922		871				5241

				Calls Handled				792		702		709		666		692				3561

				Calls Abandoned				337		377		229		181		111				1235

				Abandon % (>5%)(Less Short Aban)				26.99%		31.68%		22.66%		19.60%		12.71%				22.73%

				Avg Time to Abandon				0:18:05		0:15:37		0:14:35		0:14:39		0:11:01				0:14:48

				Average Wait Time (>5 min)				0:26:07		0:24:38		0:18:30		0:17:16		0:12:19				0:19:46

				Max Wait Time				1:35:26		1:15:28		0:53:56		1:12:25		0:47:24				1:35:26

				Service Level (<95% calls under 5 min)				13.66%		15.53%		24.58%		28.99%		35.42%				23.63%

				Talk Time (Avg)				0:09:50		0:09:49		0:10:14		0:10:07		0:09:34				0:09:55

				Call Handle Time (Avg)				0:13:56		0:13:49		0:14:45		0:14:59		0:14:32				0:14:24

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.34%		82.35%		79.58%		81.69%		82.28%				81.45%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				159		123		116		121		84				603

		 		Short Abandon (under 60 seconds)				21		25		15		15		17				93

				% of calls answered in under 10 minutes				15.88%		19.00%		33.22%		37.41%		50.03%				31.11%

				Occupancy				0.94%		95.46%		0.89%		0.87%		0.88%				19.81%

				Max Agents				18		15		15		15		17				18



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				116		149		109		123		148				645

				Calls Handled				111		143		107		117		139				617						Top 5 Call Reasons

				Calls Abandoned				5		6		2		6		8				27

				Abandon % (>5%)(Less Short Aban)				4.31%		4.03%		1.83%		4.88%		5.41%				4.09%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:52		0:03:49		0:02:04		0:01:27		0:02:12				0:02:16

				Average Wait Time (>5 min)				0:02:27		0:02:32		0:00:43		0:02:35		0:01:48				0:02:01						x		x

				Max Wait Time				0:12:54		0:11:00		0:13:15		0:14:09		0:11:28				0:14:09						x		x

				Service Level (<95% calls under 5 min)				54.31%		43.62%		78.90%		47.97%		56.46%				56.25%						x		x

				Talk Time (Avg)				0:08:10		0:08:20		0:09:24		0:09:36		0:07:28				0:08:35						x		x

				Call Handle Time (Avg)				0:11:51		0:11:31		0:12:58		0:13:10		0:10:39				0:12:01						x		x

				Max Agents				2.92		3.66		3.08		3.42		3.29				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				266		272		265		269		219				1291

				Calls Handled				222		226		203		218		180				1049						Top 5 Call Reasons

				Calls Abandoned				44		44		58		51		39				236

				Abandon % (>5%)(Less Short Aban)				16.54%		16.18%		21.89%		18.96%		17.81%				18.28%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:39		0:05:07		0:06:05		0:04:59		0:06:39				0:05:41

		 		Average Wait Time (>5 min)				0:08:36		0:10:07		0:09:42		0:07:25		0:09:03				0:08:58						x		x

				Max Wait Time				0:25:37		0:30:35		0:28:54		0:21:27		0:30:16				0:30:35						x		x

				Service Level (<95% calls under 5 min)				10.15%		12.13%		10.61%		20.82%		15.98%				13.94%						x		x

				Talk Time (Avg)				0:04:48		0:04:37		0:04:57		0:04:50		0:04:51				0:04:48						x		x

				Call Handle Time (Avg)				0:07:14		0:06:56		0:07:48		0:07:25		0:07:28				0:07:22						x		x

				Max Agents				1.91		2.25		1.91		2.36		1.99				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week

				Calls Received				159		123		116		121		84				603

				Calls Handled				99		79		81		94		69				422

				Calls Abandoned				57		42		31		23		11				164

				Abandon % (>5%)(Less Short Aban)				35.78%		33.86%		26.92%		19.13%		13.65%				25.87%

				Avg Time to Abandon				0:24:18		0:19:08		0:17:44		0:16:32		0:11:22				0:17:48

				Average Wait Time (>5 min)				0:42:12		0:35:28		0:25:25		0:24:46		0:19:36				0:29:29

				Max Wait Time				1:35:26		1:15:28		0:53:56		1:12:25		0:47:24				1:35:26

				Service Level (<95% calls under 5 min)				6.75%		7.63%		9.09%		12.24%		7.65%				8.67%

				Talk Time (Avg)				0:13:36		0:12:56		0:12:15		0:13:03		0:11:33				0:12:40

				Call Handle Time (Avg)				0:21:28		0:20:56		0:20:40		0:21:58		0:20:32				0:21:06

				Percent. calls transferred by vendor				12.77%		10.29%		11.51%		13.12%		9.64%				11.47%

				Max Agents				16.59		15.16		17.08		16.64		14.33				17

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		1		1		2		1				5

				Connected				251		196		181		144		148				920

				Error				2		1		1		0		1				5

				Invalid Number				0		0		0		0		0				0

				No Answer				21		20		19		30		18				108

				No Response				37		38		53		37		43				208

				Total Requests				311		256		255		213		211				1246

				% Connected				81%		77%		71%		68%		70%				73.20%

																						 



























































































































































































9.1.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						1398		1307		1136		993				4834

				Calls Handled						845		759		703		592				2900

				Calls Abandoned						409		413		339		287				1447

				Abandon % (>5%)(Less Short Aban)						29.30%		31.38%		29.87%		28.81%				29.84%

				Avg Time to Abandon						0:18:29		0:18:53		0:15:49		0:15:44				0:17:13

				Average Wait Time (>5 min)						0:24:46		0:29:13		0:25:14		0:22:42				0:25:28

				Max Wait Time						1:42:17		1:26:19		1:23:51		1:17:22				1:42:17

				Service Level (<95% calls under 5 min)						13.31%		16.15%		20.27%		16.01%				16.44%

				Talk Time (Avg)						0:08:40		0:08:29		0:09:49		0:09:19				0:09:04

				Call Handle Time (Avg)						0:12:26		0:12:31		0:14:04		0:13:31				0:13:08

				Transfer Out						na		na		na		na				na

				First Call Resolution %						79.38%		78.77%		na		82.99%				80.38%

				Complaints Received						0		0		0		0				0						 

				Complaints Resolved						0		0		0		0				0

				Helpline (Transfers from Vendor/other)						263		182		119		84				648

		 		Short Abandon (under 60 seconds)						30		26		14		19				89

				% of calls answered in under 10 minutes						22.81%		22.32%		26.55%		19.61%				22.82%

				Occupancy						0.93%		0.88%		0.89%		0.88%				0.90%

				Max Agents						16		14		15		13				16



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						130		83		119		124				456

				Calls Handled						118		81		111		119				429						Top 5 Call Reasons

				Calls Abandoned						12		2		8		5				27

				Abandon % (>5%)(Less Short Aban)						9.23%		2.41%		6.72%		4.03%				5.60%						Call Reason		Count of Calls

				Avg Time to Abandon						0:04:02		0:05:33		0:04:53		0:02:49				0:04:19

				Average Wait Time (>5 min)						0:03:21		0:01:51		0:04:18		0:02:26				0:02:59						x		x

				Max Wait Time						0:16:23		0:13:29		0:13:26		0:15:45				0:16:23						x		x

				Service Level (<95% calls under 5 min)						36.92%		65.06%		24.37%		45.97%				43.08%						x		x

				Talk Time (Avg)						0:09:00		0:07:51		0:09:38		0:09:22				0:08:57						x		x

				Call Handle Time (Avg)						0:12:14		0:11:58		0:13:46		0:12:38				0:12:39						x		x

				Max Agents						3.21		2.15		3.40		3.34				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						243		259		261		247				1010

				Calls Handled						200		206		229		213				848						Top 5 Call Reasons

				Calls Abandoned						43		53		32		34				162

				Abandon % (>5%)(Less Short Aban)						17.70%		20.46%		12.26%		13.77%				16.05%						Call Reason		Count of Calls

				Avg Time to Abandon						0:06:46		0:05:52		0:03:27		0:04:01				0:05:01

		 		Average Wait Time (>5 min)						0:12:28		0:09:49		0:03:52		0:04:24				0:07:38						x		x

				Max Wait Time						0:26:20		0:31:46		0:18:40		0:21:18				0:31:46						x		x

				Service Level (<95% calls under 5 min)						12.76%		13.51%		24.52%		29.15%				19.99%						x		x

				Talk Time (Avg)						0:04:09		0:04:37		0:04:38		0:04:36				0:04:30						x		x

				Call Handle Time (Avg)						0:06:44		0:07:05		0:06:56		0:06:52				0:06:54						x		x

				Max Agents						1.62		1.71		2.09		2.11				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Calls Received						263		182		119		84				648

				Calls Handled						163		101		77		58				398

				Calls Abandoned						92		74		38		23				228

				Abandon % (>5%)(Less Short Aban)						35.14%		40.46%		32.33%		27.47%				33.85%

				Avg Time to Abandon						0:21:13		0:22:53		0:17:58		0:18:13				0:20:04

				Average Wait Time (>5 min)						0:40:26		0:47:42		0:34:18		0:26:00				0:37:06

				Max Wait Time						1:42:17		1:26:19		1:23:51		1:17:22				1:42:17

				Service Level (<95% calls under 5 min)						7.12%		8.37%		6.57%		7.48%				7.39%

				Talk Time (Avg)						0:12:49		0:12:59		0:12:29		0:12:31				0:12:42

				Call Handle Time (Avg)						0:20:52		0:21:01		0:20:05		0:20:55				0:20:43

				Percent. calls transferred by vendor						22.25%		13.93%		10.48%		8.46%				13.78%

				Max Agents						20.68		18.06		16.28		11.94				21

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week

				Busy		 				0		0		0		2				2

				Caller canceled						3		3		0		3				9

				Connected						269		260		220		157				906

				Error						1		0		3		3				7

				Invalid Number						0		0		2		0				2

				No Answer						35		31		18		17				101

				No Response						47		65		65		42				219

				Total Requests						355		359		308		224				1246

				% Connected						76%		72%		71%		70%				72.38%

																						 



























































































































































































8.25.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				1293		1231		1177		1224		1156				6081

				Calls Handled				764		674		760		822		864				3884

				Calls Abandoned				420		418		317		295		197				1646

				Abandon % (>5%)(Less Short Aban)				32.09%		34.06%		26.88%		24.05%		16.98%				26.81%

				Avg Time to Abandon				0:17:02		0:20:45		0:14:48		0:16:42		0:16:05				0:17:04

				Average Wait Time (>5 min)				0:28:09		0:36:43		0:25:14		0:25:15		0:21:12				0:27:19

				Max Wait Time				1:33:37		1:51:38		1:23:13		1:36:59		1:20:49				1:51:38

				Service Level (<95% calls under 5 min)				8.32%		21.82%		12.88%		13.42%		16.93%				14.67%

				Talk Time (Avg)				0:08:35		0:10:05		0:09:45		0:09:38		0:08:20				0:09:17

				Call Handle Time (Avg)				0:12:22		0:14:16		0:13:37		0:13:07		0:11:52				0:13:03

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.87%		81.12%		78.38%		76.31%		72.59%				77.25%

				Complaints Received				1		0		1		1		0				3						 

				Complaints Resolved				1		0		1		1		0				3

				Helpline (Transfers from Vendor/other)				257		71		158		215		258				959

		 		Short Abandon (under 60 seconds)				23		31		23		24		24				125

				% of calls answered in under 10 minutes				10.89%		24.28%		14.47%		21.26%		30.93%				20.36%

				Occupancy				86.19%		86.35%		0.92%		0.94%		0.93%				35.07%

				Max Agents				13		15		20		19		16				20



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				146		143		139		135		142				705

				Calls Handled				142		135		136		125		136				674						Top 5 Call Reasons

				Calls Abandoned				4		8		3		10		6				31

				Abandon % (>5%)(Less Short Aban)				2.74%		5.59%		2.16%		7.41%		4.23%				4.43%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:24		0:03:47		0:01:33		0:03:38		0:04:56				0:03:27

				Average Wait Time (>5 min)				0:03:06		0:02:31		0:02:22		0:03:15		0:03:39				0:02:58						x		x

				Max Wait Time				0:18:43		0:12:08		0:10:30		0:14:46		0:17:17				0:18:43						x		x

				Service Level (<95% calls under 5 min)				40.41%		49.65%		47.48%		44.44%		44.37%				45.27%						x		x

				Talk Time (Avg)				0:09:05		0:07:52		0:11:44		0:10:34		0:10:28				0:09:56						x		x

				Call Handle Time (Avg)				0:12:31		0:11:42		0:16:05		0:14:25		0:14:05				0:13:45						x		x

				Max Agents				3.95		3.51		4.86		4.01		4.62				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				240		250		278		237		207				1212

				Calls Handled				194		208		207		198		183				990						Top 5 Call Reasons

				Calls Abandoned				46		42		66		39		24				217

				Abandon % (>5%)(Less Short Aban)				19.17%		16.80%		23.74%		16.46%		11.59%				17.55%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:23		0:05:09		0:02:11		0:04:00		0:04:48				0:04:30

		 		Average Wait Time (>5 min)				0:09:29		0:08:16		0:05:48		0:06:52		0:04:31				0:06:59						x		x

				Max Wait Time				0:28:38		0:23:14		0:26:24		0:21:36		0:22:11				0:28:38						x		x

				Service Level (<95% calls under 5 min)				9.58%		15.60%		35.97%		14.77%		24.64%				20.11%						x		x

				Talk Time (Avg)				0:04:52		0:04:11		0:04:35		0:05:00		0:05:20				0:04:47						x		x

				Call Handle Time (Avg)				0:07:12		0:06:17		0:06:47		0:07:26		0:07:43				0:07:05						x		x

				Max Agents				1.97		1.63		1.83		1.77		2.31				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Calls Received				257		71		158		215		258				959

				Calls Handled				182		40		100		143		191				656

				Calls Abandoned				71		28		53		60		60				273

				Abandon % (>5%)(Less Short Aban)				27.62%		39.24%		33.46%		28.13%		23.40%				30.37%

				Avg Time to Abandon				0:18:26		0:27:36		0:19:08		0:23:21		0:20:31				0:21:48

				Average Wait Time (>5 min)				0:36:10		0:58:27		0:43:12		0:46:00		0:40:17				0:44:49

				Max Wait Time				1:33:37		1:51:38		1:23:13		1:36:59		1:20:49				1:51:38

				Service Level (<95% calls under 5 min)				10.95%		9.11%		7.13%		8.75%		5.43%				8.27%

				Talk Time (Avg)				0:12:53		0:12:15		0:13:15		0:13:15		0:12:22				0:12:48

				Call Handle Time (Avg)				0:21:03		0:19:43		0:21:17		0:20:26		0:19:47				0:20:27

				Percent. calls transferred by vendor				19.88%		5.77%		13.42%		17.57%		22.32%				15.79%

				Max Agents				20.85		14.15		15.60		18.61		20.50				21

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Aug		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		Week

				Busy		 		0		0		0		0		1				1

				Caller canceled				1		4		2		5		4				16

				Connected				247		251		246		241		274				1259

				Error				0		0		2		1		0				3

				Invalid Number				0		0		1		1		0				2

				No Answer				18		41		54		49		28				190

				No Response				46		66		35		67		48				262

				Total Requests				312		362		340		364		355				1733

				% Connected				79%		69%		72%		66%		77%				72.85%

																						 



























































































































































































8.18.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				1365		1102		1055		946		903				5371

				Calls Handled				901		762		710		666		605				3644

				Calls Abandoned				340		189		188		170		205				1091

				Abandon % (>5%)(Less Short Aban)				23.31%		16.09%		17.52%		19.03%		22.73%				19.74%

				Avg Time to Abandon				0:18:11		0:17:06		0:13:56		0:12:29		0:14:47				0:15:18

				Average Wait Time (>5 min)				0:21:15		0:14:54		0:14:54		0:17:41		0:17:30				0:17:15

				Max Wait Time				1:32:42		1:29:30		0:58:32		0:55:42		1:16:20				1:32:42

				Service Level (<95% calls under 5 min)				34.84%		38.76%		13.55%		6.87%		15.02%				21.81%

				Talk Time (Avg)				0:09:32		0:09:44		0:08:16		0:08:35		0:09:06				0:09:02

				Call Handle Time (Avg)				0:13:31		0:13:29		0:10:59		0:11:23		0:12:16				0:12:19

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				77.94%		80.41%		76.04%		77.71%		80.18%				78.46%

				Complaints Received				1		1		0		0		0				2						 

				Complaints Resolved				1		0		0		0		0				1

				Helpline (Transfers from Vendor/other)				199		137		206		193		153				888

		 		Short Abandon (under 60 seconds)				23		24		32		15		20				114

				% of calls answered in under 10 minutes				42.59%		46.17%		24.69%		19.10%		31.93%				32.90%

				Occupancy				0.91%		0.84%		89.59%		89.42%		86.64%				53.48%

				Max Agents				17		15		16		15		13				17



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				109		106		117		101		110				543

				Calls Handled				101		101		113		99		107				521						Top 5 Call Reasons

				Calls Abandoned				8		5		4		2		3				22

				Abandon % (>5%)(Less Short Aban)				7.34%		4.72%		3.42%		1.98%		2.73%				4.04%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:58		0:02:20		0:01:02		0:00:44		0:02:38				0:01:44

				Average Wait Time (>5 min)				0:01:26		0:01:29		0:02:20		0:01:05		0:01:20				0:01:32						x		x

				Max Wait Time				0:11:25		0:11:59		0:10:55		0:11:32		0:10:27				0:11:59						x		x

				Service Level (<95% calls under 5 min)				66.06%		67.92%		54.70%		71.29%		65.45%				65.08%						x		x

				Talk Time (Avg)				0:10:27		0:08:14		0:10:39		0:09:07		0:08:41				0:09:25						x		x

				Call Handle Time (Avg)				0:14:04		0:11:41		0:14:34		0:13:04		0:12:33				0:13:11						x		x

				Max Agents				3.16		2.62		3.66		2.87		2.98				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				233		218		225		239		196				1111

				Calls Handled				196		190		201		219		164				970						Top 5 Call Reasons

				Calls Abandoned				37		27		24		20		32				140

				Abandon % (>5%)(Less Short Aban)				15.88%		12.39%		10.67%		8.37%		16.33%				12.73%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:10		0:03:58		0:05:01		0:02:22		0:06:11				0:04:08

		 		Average Wait Time (>5 min)				0:07:20		0:06:04		0:04:50		0:02:45		0:05:55				0:05:22						x		x

				Max Wait Time				0:22:44		0:23:47		0:21:39		0:13:47		0:21:42				0:23:47						x		x

				Service Level (<95% calls under 5 min)				22.32%		24.88%		27.56%		35.98%		26.02%				27.35%						x		x

				Talk Time (Avg)				0:05:03		0:04:30		0:04:20		0:04:07		0:04:55				0:04:35						x		x

				Call Handle Time (Avg)				0:07:37		0:06:49		0:06:53		0:06:22		0:07:56				0:07:07						x		x

				Max Agents				2.51		1.64		1.84		1.59		1.90				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Calls Received				199		137		206		193		153				888

				Calls Handled				113		50		152		152		107				573

				Calls Abandoned				78		18		14		35		41				186

				Abandon % (>5%)(Less Short Aban)				22.49%		3.72%		6.55%		17.94%		26.98%				15.54%

				Avg Time to Abandon				0:20:42		0:14:13		0:13:52		0:11:05		0:15:55				0:15:09

				Average Wait Time (>5 min)				0:37:46		0:15:21		0:14:19		0:27:43		0:27:22				0:24:30

				Max Wait Time				1:32:42		1:29:30		0:58:32		0:55:42		1:16:20				1:32:42

				Service Level (<95% calls under 5 min)				8.03%		10.29%		12.58%		16.85%		10.39%				11.63%

				Talk Time (Avg)				0:11:58		0:11:58		0:11:52		0:11:50		0:13:10				0:12:09

				Call Handle Time (Avg)				0:20:10		0:19:36		0:19:21		0:19:25		0:21:10				0:19:56

				Percent. calls transferred by vendor				14.58%		12.43%		19.53%		20.40%		16.94%				16.78%

				Max Agents				20.07		14.41		13.02		12.89		12.08				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Aug		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		Week

				Busy		 		0		2		0		0		1				3

				Caller canceled				2		1		0		4		1				8

				Connected				282		215		126		129		125				877

				Error				2		0		13		1		0				16

				Invalid Number				0		0		0		0		0				0

				No Answer				26		10		10		14		15				75

				No Response				44		25		28		31		32				160

				Total Requests				356		253		177		179		174				1139

				% Connected				79%		85%		71%		72%		72%				75.86%

																						 



























































































































































































8.11.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				1161		1171		1165		1061		951				5509

				Calls Handled				843		844		647		545		562				3441

				Calls Abandoned				233		234		66		65		74				672

				Abandon % (>5%)(Less Short Aban)				17.87%		16.95%		6.11%		7.52%		8.77%				11.44%

				Avg Time to Abandon				0:19:04		0:17:47		0:11:08		0:11:17		0:13:25				0:14:32

				Average Wait Time (>5 min)				0:17:27		0:17:50		0:06:07		0:07:22		0:10:10				0:11:47

				Max Wait Time				1:32:54		1:23:37		1:23:43		1:08:52		1:38:18				1:38:18

				Service Level (<95% calls under 5 min)				29.29%		34.82%		23.86%		23.00%		18.87%				25.97%

				Talk Time (Avg)				0:08:58		0:09:34		0:08:28		0:09:15		0:08:58				0:09:03

				Call Handle Time (Avg)				0:12:11		0:12:59		0:10:56		0:11:36		0:11:09				0:11:46

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.39%		77.27%		79.42%		79.21%		79.84%				79.43%

				Complaints Received				0		0		0		1		0				1						 

				Complaints Resolved				0		0		0		2		0				2

				Helpline (Transfers from Vendor/other)				193		186		163		132		90				764

		 		Short Abandon (under 60 seconds)				9		17		27		15		16				84

				% of calls answered in under 10 minutes				50.36%		58.91%		48.80%		40.33%		38.38%				47.35%

				Occupancy				0.86%		0.92%		0.87%		0.85%		86.51%				18.00%

				Max Agents				18		18		16		17		17				18



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				106		85		102		122		83				498

				Calls Handled				103		81		101		118		83				486						Top 5 Call Reasons

				Calls Abandoned				3		4		1		4		0				12

				Abandon % (>5%)(Less Short Aban)				2.83%		4.71%		0.98%		3.28%		0.00%				2.36%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:02		0:02:53		0:02:40		0:01:08		0:00:00				0:01:56

				Average Wait Time (>5 min)				0:02:12		0:00:40		0:01:50		0:02:52		0:00:37				0:01:38						x		x

				Max Wait Time				0:11:35		0:08:37		0:12:02		0:11:26		0:06:37				0:12:02						x		x

				Service Level (<95% calls under 5 min)				56.60%		76.47%		62.75%		42.62%		78.31%				63.35%						x		x

				Talk Time (Avg)				0:09:55		0:09:24		0:08:47		0:10:15		0:10:05				0:09:41						x		x

				Call Handle Time (Avg)				0:14:16		0:13:42		0:12:25		0:14:32		0:14:08				0:13:48						x		x

				Max Agents				3.26		2.47		2.79		3.81		2.61				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				243		200		214		230		223				1110

				Calls Handled				197		158		183		187		197				922						Top 5 Call Reasons

				Calls Abandoned				46		41		31		43		26				187

				Abandon % (>5%)(Less Short Aban)				18.93%		20.50%		14.49%		18.70%		11.66%				16.86%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:32		0:04:21		0:02:51		0:06:03		0:04:06				0:04:46

		 		Average Wait Time (>5 min)				0:09:36		0:09:32		0:07:27		0:08:54		0:03:34				0:07:48						x		x

				Max Wait Time				0:28:52		0:24:27		0:21:33		0:27:14		0:13:42				0:28:52						x		x

				Service Level (<95% calls under 5 min)				16.05%		9.50%		22.43%		10.87%		29.15%				17.60%						x		x

				Talk Time (Avg)				0:04:48		0:04:07		0:04:27		0:05:00		0:03:57				0:04:27						x		x

				Call Handle Time (Avg)				0:07:56		0:07:57		0:07:02		0:07:59		0:06:11				0:07:25						x		x

				Max Agents				2.45		2.33		1.70		1.99		1.19				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Calls Received				193		186		163		132		90				764

				Calls Handled				114		107		42		21		15				299

				Calls Abandoned				75		73		8		4		4				164

				Abandon % (>5%)(Less Short Aban)				38.65%		39.17%		4.68%		3.38%		4.66%				18.11%

				Avg Time to Abandon				0:21:26		0:18:34		0:07:15		0:08:08		0:15:40				0:14:12

				Average Wait Time (>5 min)				0:39:07		0:40:00		0:05:10		0:14:50		0:26:02				0:25:01

				Max Wait Time				1:32:54		1:23:37		1:23:43		1:08:52		1:38:18				1:38:18

				Service Level (<95% calls under 5 min)				6.26%		8.54%		29.85%		10.62%		4.88%				12.03%

				Talk Time (Avg)				0:11:34		0:11:32		0:10:34		0:11:37		0:11:56				0:11:26

				Call Handle Time (Avg)				0:19:07		0:19:01		0:17:47		0:19:15		0:20:05				0:19:03

				Percent. calls transferred by vendor				16.62%		15.88%		13.99%		12.44%		9.46%				13.68%

				Max Agents				16.40		17.12		16.95		18.00		14.16				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Aug		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		4		6		3		1				16

				Connected				265		291		248		264		166				1234

				Error				0		1		0		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				16		23		27		16		11				93

				No Response				26		33		42		32		10				143

				Total Requests				309		352		323		315		188				1487

				% Connected				86%		83%		77%		84%		88%				83.46%

																						 



























































































































































































8.4.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				1123		1196		965		878		875				5037

				Calls Handled				811		807		748		718		664				3748

				Calls Abandoned				231		276		150		94		153				904

				Abandon % (>5%)(Less Short Aban)				19.73%		21.79%		12.71%		9.99%		15.90%				16.02%

				Avg Time to Abandon				0:18:51		0:16:48		0:15:36		0:14:20		0:16:37				0:16:26

				Average Wait Time (>5 min)				0:16:35		0:19:59		0:14:02		0:11:51		0:15:33				0:15:36

				Max Wait Time				1:45:50		1:11:39		1:14:23		1:02:14		1:16:13				1:45:50

				Service Level (<95% calls under 5 min)				33.96%		29.91%		57.07%		47.32%		38.72%				41.39%

				Talk Time (Avg)				0:09:26		0:10:08		0:09:56		0:09:41		0:09:21				0:09:42

				Call Handle Time (Avg)				0:13:08		0:13:51		0:13:35		0:12:57		0:12:49				0:13:16

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.30%		79.84%		79.21%		81.83%		82.83%				81.00%

				Complaints Received				0		1		1		0		0				2						 

				Complaints Resolved				0		0		1		0		0				1

				Helpline (Transfers from Vendor/other)				179		154		127		131		151				742

		 		Short Abandon (under 60 seconds)				15		21		8		15		13				72

				% of calls answered in under 10 minutes				46.76%		40.10%		66.26%		68.23%		50.87%				54.44%

				Occupancy				0.92%		85.80%		0.83%		81.89%		0.86%				34.06%

				Max Agents				14		18		18		17		16				18



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 								 

								 								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				84		100		106		89		78				457

				Calls Handled				83		97		101		84		75				440						Top 5 Call Reasons

				Calls Abandoned				1		3		5		5		2				16

				Abandon % (>5%)(Less Short Aban)				1.19%		3.00%		4.72%		5.62%		2.56%				3.42%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:02		0:02:02		0:03:13		0:01:00		0:05:49				0:03:13

				Average Wait Time (>5 min)				0:01:22		0:01:27		0:01:44		0:01:10		0:01:16				0:01:23						x		x

				Max Wait Time				0:12:01		0:10:58		0:13:47		0:11:15		0:13:09				0:13:47						x		x

				Service Level (<95% calls under 5 min)				66.67%		66.00%		56.60%		73.03%		71.79%				66.82%						x		x

				Talk Time (Avg)				0:09:58		0:08:57		0:09:48		0:09:32		0:10:18				0:09:42						x		x

				Call Handle Time (Avg)				0:14:09		0:13:08		0:14:01		0:12:50		0:14:07				0:13:39						x		x

				Max Agents				2.90		2.83		3.14		2.40		2.35				3				 		Grand Total		128







						 		 				 		 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				267		237		214		229		210				1157

				Calls Handled				223		199		198		197		197				1014						Top 5 Call Reasons

				Calls Abandoned				44		38		15		32		13				142

				Abandon % (>5%)(Less Short Aban)				16.48%		16.03%		7.01%		13.97%		6.19%				11.94%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:21		0:05:29		0:01:20		0:04:44		0:02:16				0:04:02

		 		Average Wait Time (>5 min)				0:07:45		0:07:26		0:01:38		0:05:31		0:03:52				0:05:14						x		x

				Max Wait Time				0:31:41		0:27:28		0:09:07		0:23:17		0:18:46				0:31:41						x		x

				Service Level (<95% calls under 5 min)				14.23%		25.74%		54.21%		25.76%		38.10%				31.61%						x		x

				Talk Time (Avg)				0:04:02		0:05:36		0:04:43		0:04:39		0:04:25				0:04:41						x		x

				Call Handle Time (Avg)				0:07:07		0:08:32		0:07:41		0:07:24		0:07:44				0:07:41						x		x

				Max Agents				3.04		2.49		2.32		2.30		2.48				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Calls Received				179		154		127		131		151				742

				Calls Handled				117		90		77		96		96				476

				Calls Abandoned				59		57		45		32		53				246

				Abandon % (>5%)(Less Short Aban)				33.02%		37.00%		35.70%		24.47%		34.98%				33.03%

				Avg Time to Abandon				0:22:33		0:18:52		0:15:27		0:14:39		0:18:26				0:17:59

				Average Wait Time (>5 min)				0:30:49		0:38:44		0:38:07		0:29:31		0:36:37				0:34:45

				Max Wait Time				1:45:50		1:11:39		1:14:23		1:02:14		1:16:13				1:45:50

				Service Level (<95% calls under 5 min)				7.32%		6.97%		9.35%		6.73%		5.88%				7.25%

				Talk Time (Avg)				0:12:39		0:12:39		0:13:24		0:12:22		0:12:53				0:12:47

				Call Handle Time (Avg)				0:20:13		0:20:31		0:21:37		0:20:07		0:21:32				0:20:48

				Percent. calls transferred by vendor				15.94%		12.88%		13.16%		14.92%		17.26%				14.83%

				Max Agents				18.47		17.22		14.83		13.95		14.16				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Aug		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		Week

				Busy		 		0		0		1		1		1				3

				Caller canceled				1		0		2		0		1				4

				Connected				201		265		201		162		199				1028

				Error				0		0		0		2		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				12		28		22		7		11				80

				No Response				22		30		20		19		14				105

				Total Requests				236		323		246		191		226				1222

				% Connected				85%		82%		82%		85%		88%				84.36%

																						 



























































































































































































7.28.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				1363		1214		1189		935		837				5538

				Calls Handled				1029		922		893		736		626				4206

				Calls Abandoned				211		199		206		144		128				889

				Abandon % (>5%)(Less Short Aban)				14.89%		14.46%		17.06%		14.08%		14.33%				14.96%

				Avg Time to Abandon				0:15:48		0:22:02		0:14:46		0:14:51		0:15:46				0:16:39

				Average Wait Time (>5 min)				0:14:45		0:17:07		0:17:39		0:13:52		0:14:10				0:15:31

				Max Wait Time				1:19:19		1:24:07		1:23:38		1:12:09		1:10:21				1:24:07

				Service Level (<95% calls under 5 min)				43.22%		56.88%		31.14%		45.60%		34.81%				42.33%

				Talk Time (Avg)				0:09:01		0:09:44		0:09:52		0:10:05		0:09:31				0:09:39

				Call Handle Time (Avg)				0:12:52		0:13:27		0:13:28		0:13:46		0:12:37				0:13:14

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.58%		77.70%		73.20%		82.91%		79.64%				78.80%

				Complaints Received				1		0		2		0		0				3						 

				Complaints Resolved				1		0		2		0		0				3

				Helpline (Transfers from Vendor/other)				144		112		193		131		149				729

		 		Short Abandon (under 60 seconds)				42		37		17		14		19				129

				% of calls answered in under 10 minutes				58.25%		65.80%		51.06%		62.40%		47.37%				56.98%

				Occupancy				89.63%		82.31%		0.87%		0.87%		0.87%				34.91%

				Max Agents				17		18		17		16		16				18



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				143		137		167		95		65				607

				Calls Handled				133		129		162		92		63				579						Top 5 Call Reasons

				Calls Abandoned				10		8		5		3		2				28

				Abandon % (>5%)(Less Short Aban)				6.99%		5.84%		2.99%		3.16%		3.08%				4.41%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:08		0:02:42		0:02:49		0:02:32		0:01:12				0:02:52

				Average Wait Time (>5 min)				0:03:38		0:02:33		0:01:31		0:01:46		0:01:08				0:02:07						x		x

				Max Wait Time				0:20:05		0:11:55		0:13:04		0:10:53		0:10:28				0:20:05						x		x

				Service Level (<95% calls under 5 min)				44.76%		40.88%		64.67%		67.37%		73.85%				58.31%						x		x

				Talk Time (Avg)				0:11:02		0:09:57		0:09:44		0:11:39		0:11:29				0:10:46						x		x

				Call Handle Time (Avg)				0:14:56		0:13:19		0:13:07		0:15:12		0:15:05				0:14:19						x		x

				Max Agents				4.41		3.81		4.72		3.11		2.11				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				243		259		233		267		209				1211

				Calls Handled				222		220		202		226		197				1067						Top 5 Call Reasons

				Calls Abandoned				21		39		31		41		12				144

				Abandon % (>5%)(Less Short Aban)				8.64%		15.06%		13.30%		15.36%		5.74%				11.62%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:03		0:04:49		0:03:40		0:04:12		0:02:17				0:03:36

		 		Average Wait Time (>5 min)				0:04:03		0:09:32		0:05:16		0:09:05		0:01:39				0:05:55						x		x

				Max Wait Time				0:12:53		0:27:42		0:21:03		0:23:40		0:09:43				0:27:42						x		x

				Service Level (<95% calls under 5 min)				20.16%		18.15%		24.89%		15.36%		51.20%				25.95%						x		x

				Talk Time (Avg)				0:04:04		0:04:14		0:04:13		0:04:21		0:03:55				0:04:09						x		x

				Call Handle Time (Avg)				0:06:47		0:07:07		0:07:07		0:07:07		0:06:17				0:06:53						x		x

				Max Agents				1.86		2.16		1.79		1.91		1.67				2				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Calls Received				144		112		193		131		149				729

				Calls Handled				101		73		139		88		96				497

				Calls Abandoned				39		36		49		38		47				208

				Abandon % (>5%)(Less Short Aban)				26.81%		31.99%		25.60%		28.88%		31.23%				28.90%

				Avg Time to Abandon				0:16:51		0:22:56		0:17:37		0:16:06		0:17:20				0:18:10

				Average Wait Time (>5 min)				0:26:52		0:37:55		0:34:01		0:30:17		0:34:07				0:32:38

				Max Wait Time				1:19:19		1:24:07		1:23:38		1:12:09		1:10:21				1:24:07

				Service Level (<95% calls under 5 min)				6.35%		9.52%		6.94%		11.86%		9.62%				8.86%

				Talk Time (Avg)				0:11:55		0:12:45		0:12:32		0:12:31		0:13:04				0:12:33

				Call Handle Time (Avg)				0:19:21		0:20:09		0:19:46		0:20:25		0:20:57				0:20:07

				Percent. calls transferred by vendor				10.56%		9.23%		16.23%		14.01%		17.80%				13.57%

				Max Agents				22.52		19.51		20.99		15.51		12.38				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week

				Busy		 		2		0		0		2		0				4

				Caller canceled				5		1		3		6		2				17

				Connected				296		299		252		224		142				1213

				Error				1		1		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				15		25		22		10		20				92

				No Response				30		22		31		32		26				141

				Total Requests				349		348		308		274		190				1469

				% Connected				85%		86%		82%		82%		75%				81.81%

																						 



























































































































































































7.21.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				1128		1089		966		841		883				4907

				Calls Handled				846		790		792		694		684				3805

				Calls Abandoned				192		210		129		99		129				759

				Abandon % (>5%)(Less Short Aban)				16.01%		18.40%		12.08%		10.23%		12.60%				13.86%

				Avg Time to Abandon				0:12:46		0:16:00		0:11:42		0:15:27		0:16:43				0:14:32

				Average Wait Time (>5 min)				0:13:10		0:17:11		0:13:01		0:11:07		0:12:39				0:13:26

				Max Wait Time				1:00:21		1:07:57		1:02:47		0:54:12		1:04:47				1:07:57

				Service Level (<95% calls under 5 min)				21.51%		33.77%		63.15%		53.54%		48.98%				44.19%

				Talk Time (Avg)				0:08:17		0:10:11		0:10:06		0:10:37		0:10:19				0:09:54

				Call Handle Time (Avg)				0:11:08		0:13:57		0:14:11		0:14:05		0:13:49				0:13:26

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.69%		80.00%		80.83%		79.65%		76.57%				79.35%

				Complaints Received				1		1		0		1		0				3						 

				Complaints Resolved				1		1		0		1		0				3

				Helpline (Transfers from Vendor/other)				278		157		103		138		122				798

		 		Short Abandon (under 60 seconds)				13		20		13		5		12				63

				% of calls answered in under 10 minutes				46.49%		50.71%		72.86%		69.91%		67.36%				61.46%

				Occupancy				0.89%		88.87%		80.99%		0.84%		0.85%				34.49%

				Max Agents				14		15		17		19		16				19



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				107		115		101		79		108				510

				Calls Handled				104		113		96		76		104				493						Top 5 Call Reasons

				Calls Abandoned				3		2		4		3		4				16

				Abandon % (>5%)(Less Short Aban)				2.80%		1.74%		3.96%		3.80%		3.70%				3.20%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:22		0:01:06		0:02:30		0:01:17		0:03:48				0:02:24

				Average Wait Time (>5 min)				0:02:12		0:00:55		0:02:18		0:00:42		0:01:08				0:01:27						x		x

				Max Wait Time				0:12:00		0:10:12		0:10:48		0:08:07		0:12:54				0:12:54						x		x

				Service Level (<95% calls under 5 min)				54.21%		69.57%		47.00%		77.22%		69.44%				63.49%						x		x

				Talk Time (Avg)				0:09:08		0:07:38		0:09:28		0:06:24		0:07:42				0:08:04						x		x

				Call Handle Time (Avg)				0:13:12		0:10:53		0:14:03		0:09:30		0:10:53				0:11:42						x		x

				Max Agents				3.05		3.37		3.03		1.60		2.52				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				267		239		219		232		210				1167

				Calls Handled				233		209		209		217		180				1048						Top 5 Call Reasons

				Calls Abandoned				29		29		9		13		30				110

				Abandon % (>5%)(Less Short Aban)				10.86%		12.13%		4.11%		5.60%		14.29%				9.40%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:52		0:03:52		0:02:24		0:04:25		0:04:23				0:04:23

		 		Average Wait Time (>5 min)				0:06:43		0:04:32		0:02:00		0:02:03		0:04:36				0:03:58						x		x

				Max Wait Time				0:25:49		0:21:34		0:10:19		0:19:23		0:18:32				0:25:49						x		x

				Service Level (<95% calls under 5 min)				24.81%		36.55%		50.23%		56.28%		39.52%				41.48%						x		x

				Talk Time (Avg)				0:04:36		0:04:25		0:04:14		0:04:32		0:04:51				0:04:31						x		x

				Call Handle Time (Avg)				0:07:46		0:07:01		0:06:46		0:07:11		0:07:46				0:07:18						x		x

				Max Agents				3.01		2.21		2.01		2.38		2.43				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Calls Received				278		157		103		138		122				798

				Calls Handled				181		103		74		94		77				530

				Calls Abandoned				92		49		26		39		38				244

				Abandon % (>5%)(Less Short Aban)				32.98%		31.15%		25.41%		28.11%		31.52%				29.83%

				Avg Time to Abandon				0:13:23		0:17:26		0:11:41		0:16:01		0:17:33				0:15:12

				Average Wait Time (>5 min)				0:26:45		0:31:30		0:27:33		0:29:59		0:32:02				0:29:33

				Max Wait Time				1:00:21		1:07:57		1:02:47		0:54:12		1:04:47				1:07:57

				Service Level (<95% calls under 5 min)				12.75%		7.87%		12.71%		3.60%		7.55%				8.90%

				Talk Time (Avg)				0:12:41		0:12:18		0:11:43		0:13:17		0:12:54				0:12:34

				Call Handle Time (Avg)				0:19:38		0:19:31		0:19:23		0:21:11		0:20:55				0:20:07

				Percent. calls transferred by vendor				24.65%		14.42%		10.66%		16.41%		13.82%				15.99%

				Max Agents				18.67		17.67		17.27		13.97		13.48				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week

				Busy		 		0		0		0		1		1				2

				Caller canceled				1		1		1		1		2				6

				Connected				215		263		194		170		188				1030

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				12		14		12		16		16				70

				No Response				20		29		14		14		22				99

				Total Requests				248		307		222		202		229				1208

				% Connected				87%		86%		87%		84%		82%				85.20%

																						 



























































































































































































7.14.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				1213		1043		860		805		850				4771

				Calls Handled				896		857		728		708		696				3886

				Calls Abandoned				203		121		91		56		98				569

				Abandon % (>5%)(Less Short Aban)				16.39%		11.21%		9.47%		6.69%		10.24%				10.80%

				Avg Time to Abandon				0:16:50		0:12:39		0:12:19		0:10:26		0:13:01				0:13:03

				Average Wait Time (>5 min)				0:18:31		0:12:19		0:10:20		0:07:41		0:11:25				0:12:03

				Max Wait Time				1:31:00		0:59:31		0:47:20		0:44:46		0:54:24				1:31:00

				Service Level (<95% calls under 5 min)				38.43%		56.93%		55.49%		55.44%		43.97%				50.05%

				Talk Time (Avg)				0:09:47		0:10:04		0:09:42		0:10:36		0:09:35				0:09:57

				Call Handle Time (Avg)				0:13:58		0:14:10		0:13:02		0:14:01		0:12:45				0:13:35

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.90%		81.09%		81.32%		79.96%		82.20%				81.10%

				Complaints Received				0		0		1		0		1				2						 

				Complaints Resolved				1		1		0		0		1				3

				Helpline (Transfers from Vendor/other)				175		121		152		123		138				709

		 		Short Abandon (under 60 seconds)				22		6		6		13		11				58

				% of calls answered in under 10 minutes				51.70%		68.97%		68.39%		75.99%		65.16%				66.04%

				Occupancy				0.87%		0.78%		81.48%		0.87%		83.90%				33.58%

				Max Agents				15		18		18		19		17				19



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				126		142		122		107		81				578

				Calls Handled				121		130		116		104		77				548						Top 5 Call Reasons

				Calls Abandoned				4		11		6		2		4				27

				Abandon % (>5%)(Less Short Aban)				3.17%		7.75%		4.92%		1.87%		4.94%				4.53%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:52		0:02:24		0:03:45		0:07:28		0:07:40				0:05:37

				Average Wait Time (>5 min)				0:02:45		0:03:09		0:01:38		0:01:39		0:01:16				0:02:05						x		x

				Max Wait Time				0:15:54		0:12:28		0:10:10		0:10:25		0:10:48				0:15:54						x		x

				Service Level (<95% calls under 5 min)				47.62%		38.30%		59.84%		62.62%		62.96%				54.27%						x		x

				Talk Time (Avg)				0:10:08		0:09:34		0:09:45		0:10:19		0:09:54				0:09:56						x		x

				Call Handle Time (Avg)				0:14:03		0:13:32		0:13:41		0:15:06		0:13:23				0:13:57						x		x

				Max Agents				3.78		3.91		3.53		3.49		2.29				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				264		255		256		240		211				1226

				Calls Handled				234		221		218		215		189				1077						Top 5 Call Reasons

				Calls Abandoned				30		32		38		25		22				147

				Abandon % (>5%)(Less Short Aban)				11.36%		12.55%		14.84%		10.42%		10.43%				11.92%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:38		0:04:07		0:03:25		0:03:28		0:02:15				0:03:22

		 		Average Wait Time (>5 min)				0:04:28		0:05:46		0:03:10		0:04:17		0:02:16				0:03:59						x		x

				Max Wait Time				0:15:54		0:22:49		0:17:30		0:16:41		0:12:01				0:22:49						x		x

				Service Level (<95% calls under 5 min)				34.85%		28.24%		40.23%		30.83%		36.02%				34.03%						x		x

				Talk Time (Avg)				0:04:19		0:04:42		0:04:41		0:05:05		0:04:24				0:04:38						x		x

				Call Handle Time (Avg)				0:07:42		0:07:23		0:07:24		0:08:30		0:07:03				0:07:36						x		x

				Max Agents				3.16		2.37		2.46		2.90		1.91				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Calls Received				175		121		152		123		138				709

				Calls Handled				123		94		112		102		96				526

				Calls Abandoned				45		24		37		20		40				166

				Abandon % (>5%)(Less Short Aban)				25.63%		19.77%		24.63%		16.35%		28.74%				23.02%

				Avg Time to Abandon				0:19:11		0:12:32		0:11:57		0:10:02		0:12:36				0:13:15

				Average Wait Time (>5 min)				0:34:14		0:22:29		0:24:49		0:17:51		0:27:35				0:25:23

				Max Wait Time				1:31:00		0:59:31		0:47:20		0:44:46		0:54:24				1:31:00

				Service Level (<95% calls under 5 min)				7.78%		10.83%		8.50%		7.42%		7.36%				8.38%

				Talk Time (Avg)				0:12:20		0:11:41		0:11:48		0:13:39		0:11:54				0:12:16

				Call Handle Time (Avg)				0:20:11		0:19:08		0:18:56		0:21:41		0:19:04				0:19:48

				Percent. calls transferred by vendor				14.43%		11.60%		17.67%		15.28%		16.24%				15.04%

				Max Agents				22.33		20.01		14.47		14.59		12.66				22

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week

				Busy		 		0		2		0		0		0				2

				Caller canceled				5		1		1		0		0				7

				Connected				285		144		163		104		142				838

				Error				0		8		0		0		1				9

				Invalid Number				0		1		0		0		0				1

				No Answer				23		17		7		9		8				64

				No Response				41		29		20		3		5				98

				Total Requests				354		202		191		116		156				1019

				% Connected				81%		71%		85%		90%		91%				83.56%

																						 



























































































































































































7.7.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				1232		1120		932		921		884				5089

				Calls Handled				956		906		774		768		683				4087

				Calls Abandoned				171		141		95		99		148				655

				Abandon % (>5%)(Less Short Aban)				13.82%		11.71%		9.36%		9.55%		14.65%				11.82%

				Avg Time to Abandon				0:13:19		0:13:33		0:11:52		0:14:57		0:12:15				0:13:11

				Average Wait Time (>5 min)				0:13:40		0:12:46		0:09:17		0:11:28		0:13:03				0:12:03

				Max Wait Time				1:24:04		1:05:36		0:51:37		1:02:01		0:51:58				1:24:04

				Service Level (<95% calls under 5 min)				36.54%		37.97%		49.50%		57.27%		46.58%				45.57%

				Talk Time (Avg)				0:09:26		0:08:47		0:09:04		0:09:55		0:09:40				0:09:23

				Call Handle Time (Avg)				0:12:49		0:11:54		0:12:12		0:13:40		0:13:14				0:12:46

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.86%		80.17%		75.87%		78.48%		79.27%				79.13%

				Complaints Received				1		1		0		0		0				2						 

				Complaints Resolved				0		1		1		0		0				2

				Helpline (Transfers from Vendor/other)				241		243		215		133		157				989

		 		Short Abandon (under 60 seconds)				24		16		17		11		14				82

				% of calls answered in under 10 minutes				52.57%		56.84%		63.04%		70.48%		58.44%				60.27%

				Occupancy				0.89%		0.86%		81.67%		0.87%		0.79%				17.02%

				Max Agents				20		18		19		17		14				20



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				101		125		109		122		87				544

				Calls Handled				99		120		101		115		81				516						Top 5 Call Reasons

				Calls Abandoned				2		4		8		7		6				27

				Abandon % (>5%)(Less Short Aban)				1.98%		3.20%		7.34%		5.74%		6.90%				5.03%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:34		0:03:12		0:03:29		0:03:57		0:01:56				0:03:13

				Average Wait Time (>5 min)				0:01:42		0:02:38		0:03:46		0:02:25		0:01:47				0:02:27						x		x

				Max Wait Time				0:13:02		0:13:49		0:18:42		0:12:36		0:13:39				0:18:42						x		x

				Service Level (<95% calls under 5 min)				65.35%		51.20%		38.53%		43.44%		63.22%				52.35%						x		x

				Talk Time (Avg)				0:10:53		0:08:56		0:10:20		0:09:35		0:10:57				0:10:08						x		x

				Call Handle Time (Avg)				0:15:37		0:13:02		0:14:01		0:12:55		0:15:00				0:14:07						x		x

				Max Agents				4.01		3.48		3.15		3.30		2.90				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				250		264		297		276		265				1352

				Calls Handled				205		197		226		233		216				1077						Top 5 Call Reasons

				Calls Abandoned				45		67		71		42		48				273

				Abandon % (>5%)(Less Short Aban)				18.00%		25.38%		23.91%		15.22%		18.11%				20.12%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:51		0:06:25		0:06:06		0:04:40		0:05:28				0:05:18

		 		Average Wait Time (>5 min)				0:06:54		0:12:59		0:13:00		0:06:58		0:08:34				0:09:41						x		x

				Max Wait Time				0:22:41		0:27:40		0:26:27		0:18:49		0:25:26				0:27:40						x		x

				Service Level (<95% calls under 5 min)				18.80%		11.36%		7.07%		21.38%		13.58%				14.44%						x		x

				Talk Time (Avg)				0:04:59		0:05:04		0:04:57		0:04:30		0:04:12				0:04:44						x		x

				Call Handle Time (Avg)				0:08:25		0:08:22		0:08:49		0:07:59		0:07:58				0:08:18						x		x

				Max Agents				3.05		2.91		3.81		3.82		3.13				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Calls Received				241		243		215		133		157				989

				Calls Handled				183		173		156		98		101				711

				Calls Abandoned				50		66		53		32		52				252

				Abandon % (>5%)(Less Short Aban)				20.72%		27.05%		24.52%		24.32%		32.85%				25.89%

				Avg Time to Abandon				0:15:30		0:14:11		0:11:25		0:14:26		0:12:14				0:13:33

				Average Wait Time (>5 min)				0:28:17		0:29:39		0:22:49		0:25:03		0:26:57				0:26:33

				Max Wait Time				1:24:04		1:05:36		0:51:37		1:02:01		0:51:58				1:24:04

				Service Level (<95% calls under 5 min)				10.23%		7.39%		11.93%		8.15%		6.67%				8.87%

				Talk Time (Avg)				0:12:14		0:11:58		0:11:29		0:11:30		0:12:29				0:11:56

				Call Handle Time (Avg)				0:19:33		0:19:13		0:18:34		0:18:59		0:19:15				0:19:06

				Percent. calls transferred by vendor				19.56%		21.70%		23.07%		14.44%		17.76%				19.31%

				Max Agents				20.44		18.82		15.51		15.89		15.12				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week

				Busy		 		0		0		0		0		1				1

				Caller canceled				2		1		3		2		1				9

				Connected				225		245		164		185		199				1018

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				15		19		14		9		10				67

				No Response				20		12		15		21		21				89

				Total Requests				262		277		197		217		232				1185

				% Connected				86%		88%		83%		85%		86%				85.72%

																						 



























































































































































































6.30.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		30-Jun

				Calls Received				1427		1119		816				739				4101

				Calls Handled				1090		902		695				616				3303

				Calls Abandoned				222		130		63				70				486

				Abandon % (>5%)(Less Short Aban)				15.04%		10.65%		7.41%				8.51%				10.40%

				Avg Time to Abandon				0:14:29		0:15:55		0:09:45				0:14:01				0:13:33

				Average Wait Time (>5 min)				0:18:23		0:11:39		0:08:02				0:09:36				0:11:55

				Max Wait Time				1:20:53		1:14:55		0:46:57				0:46:33				1:20:53

				Service Level (<95% calls under 5 min)				29.52%		44.86%		50.43%				43.44%				42.06%

				Talk Time (Avg)				0:09:49		0:09:58		0:09:41				0:09:20				0:09:42

				Call Handle Time (Avg)				0:13:18		0:13:14		0:13:15				0:12:15				0:13:01

				Transfer Out				na		na		na				na				na

				First Call Resolution %				78.06%		79.63%		78.78%				83.21%				79.92%

				Complaints Received				1		0		1				0				2						 

				Complaints Resolved				2		0		1				0				3

				Helpline (Transfers from Vendor/other)				275		191		149				161				776

		 		Short Abandon (under 60 seconds)				24		19		10				10				63

				% of calls answered in under 10 minutes				45.94%		66.41%		71.51%				65.59%				62.36%

				Occupancy				0.89%		0.87%		81.69%				81.69%				41.28%

				Max Agents				22		21		16				16				22



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				107		107		86				23				323

				Calls Handled				100		104		81				23				308						Top 5 Call Reasons

				Calls Abandoned				7		3		5				0				15

				Abandon % (>5%)(Less Short Aban)				6.54%		2.80%		5.81%				0.00%				3.79%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:10		0:01:53		0:01:56				0:00:00				0:01:44

				Average Wait Time (>5 min)				0:03:42		0:02:30		0:02:30				0:00:32				0:02:18						x		x

				Max Wait Time				0:13:09		0:14:01		0:13:41				0:06:07				0:14:01						x		x

				Service Level (<95% calls under 5 min)				33.64%		50.47%		50.00%				91.30%				56.35%						x		x

				Talk Time (Avg)				0:08:42		0:08:26		0:07:52				0:08:41				0:08:25						x		x

				Call Handle Time (Avg)				0:13:14		0:12:24		0:11:46				0:13:32				0:12:44						x		x

				Max Agents				2.94		2.86		2.12				0.69				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				295		266		253				165				979

				Calls Handled				230		215		188				155				788						Top 5 Call Reasons

				Calls Abandoned				65		51		65				10				191

				Abandon % (>5%)(Less Short Aban)				22.03%		19.17%		25.69%				6.06%				18.24%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:26		0:04:26		0:07:03				0:04:49				0:05:26

		 		Average Wait Time (>5 min)				0:08:17		0:10:23		0:11:12				0:02:40				0:08:08						x		x

				Max Wait Time				0:22:48		0:25:04		0:30:44				0:17:46				0:30:44						x		x

				Service Level (<95% calls under 5 min)				13.90%		10.15%		17.39%				50.91%				23.09%						x		x

				Talk Time (Avg)				0:04:29		0:04:50		0:04:18				0:04:23				0:04:30						x		x

				Call Handle Time (Avg)				0:07:27		0:08:06		0:07:44				0:07:32				0:07:42						x		x

				Max Agents				2.92		3.15		2.45				2.03				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Calls Received				275		191		149				161				776

				Calls Handled				192		134		119				115				560

				Calls Abandoned				73		49		26				43				190

				Abandon % (>5%)(Less Short Aban)				26.49%		25.47%		17.26%				26.51%				23.93%

				Avg Time to Abandon				0:16:35		0:16:54		0:08:34				0:13:51				0:13:58

				Average Wait Time (>5 min)				0:40:12		0:27:28		0:15:21				0:25:08				0:27:02

				Max Wait Time				1:20:53		1:14:55		0:46:57				0:46:33				1:20:53

				Service Level (<95% calls under 5 min)				7.63%		11.65%		14.52%				4.55%				9.59%

				Talk Time (Avg)				0:13:05		0:12:46		0:11:47				0:11:26				0:12:16

				Call Handle Time (Avg)				0:20:41		0:19:58		0:19:23				0:18:34				0:19:39

				Percent. calls transferred by vendor				19.27%		17.07%		18.26%				21.79%				19.10%

				Max Agents				25.32		18.14		15.37				11.26				25

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week

				Busy		 		0		1		0				0				1

				Caller canceled				6		5		0				1				12

				Connected				286		248		103				105				742

				Error				0		0		0				0				0

				Invalid Number				0		0		0				0				0

				No Answer				30		22		7				4				63

				No Response				30		31		7				5				73

				Total Requests				352		307		117				115				891

				% Connected				81%		81%		88%				91%				85.34%

																						 



























































































































































































Apr 2019

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg										CCIIO

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28																								1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		28563				1701		1376		1187		971		1007				6242				1419		1405		1064		1161		1263				6312				1678		1438		1444		1222		958				6740				1412		1374		1228		1048		1139				6201				1522		1546										3068												1185				6571								3:14:33		23:57:22		0:00:00		16:48:04		13:22:13		2:50:59		11:26:15		1:47:05		0:00:00		19:37:10		18:57:14		6:18:30		22:19:30		12850		0:04:41

		Calls Handled		25528				1440		1211		1074		914		883				5522				1268		1220		982		1063		1167				5700				1487		1344		1301		1159		905				6195				1330		1215		1054		910		971				5481				1296		1333										2629

		Calls Abandoned		1925				240		148		77		36		63				564				103		82		66		84		60				395				131		67		116		41		38				392				46		49		93		70		100				357				110		107										217

		Abandon % (>5%)(Less Short Aban)		5.48%				13.36%		9.40%		5.23%		3.25%		5.60%				7.37%				5.80%		5.27%		5.12%		5.14%		3.13%				4.89%				4.63%		3.25%		5.01%		2.28%		2.71%				3.58%				2.05%		3.54%		7.22%		6.06%		7.60%				5.29%				6.37%		6.16%										6.27%

		Avg Time to Abandon		0:12:41				0:08:25		0:11:17		0:15:40		0:12:57		0:13:50				0:12:26				0:16:53		0:14:37		0:08:55		0:14:52		0:12:28				0:13:33				0:13:00		0:12:57		0:16:48		0:12:23		0:12:23				0:13:30				0:13:13		0:13:42		0:11:34		0:14:26		0:14:13				0:13:25				0:10:41		0:10:21										0:10:31

		Average Wait Time (>5 min)		0:05:38				0:08:16		0:06:58		0:06:09		0:03:09		0:05:43				0:06:03				0:06:47		0:06:43		0:02:52		0:05:33		0:03:30				0:05:05				0:04:08		0:03:47		0:04:15		0:02:00		0:02:18				0:03:17				0:02:04		0:03:36		0:06:12		0:05:53		0:08:02				0:05:09				0:08:47		0:08:26										0:08:36																0:04:33

		Max Wait Time		1:30:28				1:27:37		1:09:59		1:06:45		0:51:33		0:50:21				1:27:37				0:48:55		1:03:20		0:43:36		0:59:42		1:01:27				1:03:20				1:01:40		1:13:55		1:30:28		0:51:50		0:51:50				1:30:28				1:18:02		0:21:52		0:48:24		0:52:48		0:54:06				1:18:02				1:19:57		1:19:24										1:19:57

		Service Level (<95% calls under 5 min)		60.32%				50.05%		73.22%		83.24%		86.43%		71.46%				72.88%				79.00%		63.21%		68.40%		70.10%		63.66%				68.87%				60.11%		52.94%		50.30%		69.38%		64.17%				59.38%				47.12%		63.87%		46.14%		52.49%		42.73%				50.47%				36.14%		63.86%										50.00%

		Talk Time (Avg)		0:08:27				0:07:01		0:08:54		0:09:33		0:09:35		0:09:43				0:08:57				0:08:52		0:08:39		0:09:06		0:09:08		0:09:03				0:08:58				0:08:41		0:08:49		0:08:32		0:08:27		0:08:22				0:08:34				0:08:45		0:06:53		0:08:21		0:09:03		0:08:43				0:08:21				0:07:10		0:07:35										0:07:22

		Call Handle Time (Avg)		0:09:52				0:08:34		0:10:59		0:11:54		0:11:41		0:12:02				0:11:02				0:11:17		0:10:39		0:11:26		0:11:21		0:11:02				0:11:09				0:10:36		0:10:43		0:10:30		0:10:10		0:10:06				0:10:25				0:10:24		0:07:59		0:10:23		0:11:20		0:11:00				0:10:13				0:09:10		0:03:50										0:06:30

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		81.73%				80.68%		83.35%		80.74%		84.67%		82.94%				82.48%				82.53%		84.90%		83.38%		81.60%		83.21%				83.13%				85.55%		81.17%		80.75%		81.76%		82.09%				82.26%				83.94%		82.14%		82.62%		81.53%		80.00%				82.05%				79.64%		77.80%										78.72%														Date Range		Calls

		Complaints Received		33				0		1		19		1		0				21				0		1		0		3		1				5				0		2		1		1		0				4				1		0		0		1		1				3				0		0										0														Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		38				0		0		0		2		0				2				0		3		0		2		0				5				0		4		4		1		0				9				20		1		0		1		0				22				0		0										0														Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		9866				665		371		283		249		267				1835				289		328		336		351		504				1808				720		656		731		407		407				2921				754		711		310		232		288				2295				513		494										1007														Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		317				23		19		9		4		15				70				16		22		6		3		13				60				19		12		12		14		10				67				16		25		14		14		18				87				33		0										33														Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		70.75%				75.57%		85.50%		90.48%		94.15%		82.18%				85.58%				88.65%		83.21%		72.16%		72.40%		64.92%				76.27%				61.05%		53.73%		52.33%		71.17%		66.30%				60.91%				50.70%		80.06%		66.64%		71.19%		65.84%				66.88%				61.73%		66.50%										64.11%

		Occupany		6.98%				0.95%		0.90%		0.81%		0.78%		0.79%				0.85%				0.84%		0.90%		0.77%		0.78%		0.81%				0.82%				0.88%		0.92%		0.92%		0.90%		0.90%				0.90%				0.89%		0.89%		0.89%		0.86%		0.89%				0.88%				0.90%		62.00%										31.45%

		Max Agents		31.71				29.34		31.61		31.71		30.08		25.84				31.71				31.41		30.96		26.11		27.42		30.75				31.41				28.29		27.03		25.05		25.48		19.88				28.29				26.09		23.59		26.53		24.25		24.97				26.53				24.18		26.30										26.30





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received (MNsure)		3020				161		122		115		129		109				636				143		139		128		102		112				624				147		173		149		151		80				700				133		157		115		128		140				673				169		218										387

		Calls Handled		2831				149		115		105		121		101				591				128		129		120		93		107				577				138		166		140		142		78				664				127		148		109		123		134				641				158		200										358

		Calls Abandoned		186				11		7		10		8		8				44				15		10		8		9		5				47				9		7		9		8		2				35				6		9		6		5		6				32				11		17										28

		Abandon % (>5%)(Less Short Aban)		6.22%				6.83%		5.74%		8.70%		6.20%		7.34%				6.96%				10.49%		7.19%		6.25%		8.82%		4.46%				7.44%				6.12%		4.05%		6.04%		5.30%		2.50%				4.80%				4.51%		5.73%		5.22%		3.91%		4.29%				4.73%				6.51%		7.80%										7.16%

		Avg Time to Abandon		0:03:54				0:04:29		0:03:00		0:06:41		0:02:02		0:04:34				0:04:09				0:04:20		0:03:35		0:05:02		0:04:33		0:01:04				0:03:42				0:02:13		0:02:43		0:04:09		0:03:51		0:06:39				0:03:55				0:04:26		0:04:57		0:02:22		0:04:38		0:04:03				0:04:05				0:03:52		0:03:29										0:03:40

		Average Wait Time (>5 min)		0:02:28				0:03:31		0:01:45		0:04:57		0:01:01		0:01:26				0:02:32				0:02:41		0:01:37		0:01:23		0:03:57		0:01:10				0:02:09				0:00:43		0:01:30		0:02:03		0:02:27		0:02:16				0:01:47				0:02:49		0:02:46		0:01:57		0:02:37		0:03:06				0:02:39				0:02:35		0:03:56										0:03:15

		Max Wait Time		0:20:19				0:18:13		0:12:13		0:16:28		0:10:57		0:16:41				0:18:13				0:13:36		0:14:38		0:13:27		0:15:18		0:13:19				0:15:18				0:09:09		0:16:54		0:10:21		0:13:05		0:13:07				0:16:54				0:12:00		0:20:19		0:12:50		0:15:31		0:14:37				0:20:19				0:13:44		0:16:24										0:16:24

		Service Level (<95% calls under 5 min)		52.21%				41.88%		66.39%		32.17%		69.77%		61.47%				54.34%				43.36%		60.43%		61.72%		37.25%		70.54%				54.66%				75.51%		61.85%		49.66%		54.00%		52.50%				58.70%				42.86%		53.50%		59.13%		52.34%		45.71%				50.71%				46.15%		39.17%										42.66%

		Talk Time (Avg)		0:09:37				0:10:06		0:12:04		0:12:16		0:09:51		0:09:51				0:10:49				0:08:14		0:09:22		0:09:07		0:10:36		0:09:26				0:09:21				0:08:41		0:08:53		0:09:58		0:09:08		0:11:17				0:09:35				0:07:29		0:10:01		0:09:14		0:09:31		0:10:02				0:09:15				0:10:02		0:08:12										0:09:07

		Call Handle Time (Avg)		0:13:30				0:14:25		0:16:25		0:17:03		0:14:18		0:14:42				0:15:22				0:11:21		0:13:03		0:13:10		0:14:21		0:14:00				0:13:11				0:11:47		0:12:11		0:13:51		0:12:29		0:15:15				0:13:06				0:11:16		0:13:22		0:14:12		0:13:21		0:13:32				0:13:08				0:13:39		0:11:47										0:12:43

		Max Agents		5.32				5.32		4.19		3.98		3.84		3.30				5.32				3.23		3.74		0.00		2.97		3.33				3.74				3.61		4.49		4.31		3.94		2.64				4.49				3.18		4.40		3.44		3.65		4.03				4.40				4.79		5										5.26





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received (MNsure)		5969				295		293		302		301		272				1463				294		300		318		173		244				1329				316		265		259		293		242				1375				271		295		237		255		231				1289				271		242										513

		Calls Handled		5217				274		248		246		247		245				1260				258		224		226		161		208				1077				244		234		251		266		228				1223				253		259		226		228		212				1178				255		224										479

		Calls Abandoned		739				21		44		55		54		27				201				36		76		92		11		35				250				72		31		8		24		14				149				17		35		9		26		19				106				16		17										33

		Abandon % (>5%)(Less Short Aban)		11.19%				7.12%		15.02%		18.21%		17.94%		9.93%				13.64%				12.24%		25.33%		28.93%		6.36%		14.34%				17.44%				22.78%		11.70%		3.09%		8.19%		5.79%				10.31%				6.27%		11.86%		3.80%		10.20%		8.23%				8.07%				5.90%		7.02%										6.46%

		Avg Time to Abandon		0:03:22				0:02:27		0:04:41		0:05:24		0:03:53		0:03:15				0:03:56				0:04:00		0:04:25		0:04:15		0:02:23		0:04:30				0:03:54				0:04:35		0:03:21		0:01:09		0:003:20		0:01:43				0:02:42				0:02:27		0:04:02		0:01:24		0:03:17		0:03:15				0:02:53				0:03:26		0:03:23										0:03:24

		Average Wait Time (>5 min)		0:03:33				0:03:24		0:05:27		0:05:13		0:05:22		0:03:14				0:04:32				0:04:33		0:05:44		0:08:19		0:01:22		0:03:37				0:04:43				0:04:37		0:04:09		0:00:56		0:02:49		0:02:16				0:02:57				0:01:56		0:05:00		0:01:15		0:03:35		0:03:26				0:03:02				0:02:15		0:02:53										0:02:34

		Max Wait Time		0:26:04				0:18:06		0:22:02		0:23:28		0:17:35		0:12:35				0:23:28				0:22:00		0:21:47		0:26:04		0:13:48		0:17:37				0:26:04				0:21:19		0:18:19		0:07:59		0:11:33		0:08:51				0:21:19				0:11:59		0:21:22		0:07:51		0:14:31		0:18:10				0:21:22				0:14:51		0:19:05										0:19:05

		Service Level (<95% calls under 5 min)		37.71%				37.97%		25.00%		21.52%		17.28%		33.09%				26.97%				29.25%		20.33%		7.86%		63.58%		50.00%				34.20%				30.06%		26.79%		65.64%		35.15%		34.71%				38.47%				51.66%		24.41%		54.24%		30.20%		41.56%				40.41%				56.09%		40.91%										48.50%

		Talk Time (Avg)		0:04:35				0:04:42		0:04:29		0:04:45		0:04:33		0:04:15				0:04:32				0:03:55		0:04:35		0:04:15		0:03:39		0:05:10				0:04:18				0:04:43		0:04:56		0:04:49		0:04:16		0:04:19				0:04:36				0:04:34		0:04:52		0:04:28		0:05:18		0:04:55				0:04:49				0:04:26		0:04:54										0:04:40

		Call Handle Time (Avg)		0:07:18				0:07:44		0:07:12		0:07:26		0:07:16		0:06:43				0:07:16				0:07:07		0:07:45		0:08:07		0:06:10		0:08:02				0:07:26				0:07:00		0:07:48		0:07:27		0:06:35		0:06:46				0:07:07				0:07:00		0:07:39		0:06:54		0:08:05		0:07:08				0:07:21				0:06:59		0:07:48										0:07:23

		Max Agents		3.69				3.43		2.78		2.64		2.47		2.15				3.43				2.59		2.65		3.18		1.74		3.69				3.69				2.96		3.18		2.96		2.82		2.01				3.18				2.74		3.01		2.54		2.91		2.02				3.01				2.99		3										3.17





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Calls Received		7526				665		371		283		249		267				1835				289		328		288		378		335				1618				426		322		398		281		219				1646				295		295		310		232		288				1420				513		494										1007

		Calls Handled		5003				405		238		201		197		198				1239				203		238		208		245		204				1098				238		211		223		183		142				997				144		193		239		173		198				947				364		357										721.0184077556

		Calls Abandoned		2231				230		122		75		47		65				539				80		79		71		118		100				448				164		99		162		91		71				587				94		93		68		57		87				400				131		125										256.1644858989

		Abandon %		28.96%				34.62%		32.85%		26.61%		18.94%		24.20%				27.44%				27.73%		24.05%		24.77%		31.18%		29.84%				27.51%				38.53%		30.67%		40.80%		32.40%		32.40%				34.96%				38.43%		31.65%		22.05%		24.77%		30.28%				29.44%				25.50%		25.37%										25.44%

		Avg Time to Abandon		0:13:18				0:18:42		0:17:23		0:15:50		0:13:33		0:13:07				0:15:43				0:16:41		0:14:45		0:08:18		0:14:52		0:12:28				0:13:24				0:13:00		0:12:57		0:16:48		0:12:23		0:12:23				0:13:30				0:13:13		0:07:14		0:11:00		0:13:45		0:15:07				0:12:03				0:09:23		0:14:14										0:11:48

		Average Wait Time (>5 min)		0:27:11				0:41:41		0:34:54		0:27:59		0:16:30		0:18:56				0:28:00				0:26:48		0:27:02		0:16:31		0:32:38		0:30:45				0:26:44				0:30:57		0:32:43		0:31:18		0:24:41		0:24:41				0:28:52				0:30:16		0:25:48		0:18:16		0:18:42		0:26:35				0:23:55				0:28:21		0:28:33										0:28:27

		Max Wait Time		1:30:28				1:27:37		1:09:59		1:06:45		0:51:33		0:50:21				1:27:37				0:48:55		1:03:20		0:43:36		0:59:42		1:01:27				1:03:20				1:01:40		1:13:55		1:30:28		0:51:50		0:51:50				1:30:28				1:18:02		1:11:21		0:48:24		0:52:48		0:54:06				1:18:02				1:19:57		1:19:24										1:19:57

		Service Level (<95% calls under 5 min)		7.69%				6.52%		5.49%		6.85%		11.90%		5.33%				7.22%				4.88%		8.76%		5.09%		4.98%		5.96%				5.93%				6.30%		5.87%		6.70%		5.95%		5.95%				6.15%				7.93%		18.52%		25.29%		3.76%		2.65%				11.63%				8.77%		6.27%										7.52%

		Talk Time (Avg)		0:12:52				0:13:23		0:13:02		0:13:04		0:13:24		0:14:29				0:13:28				0:13:15		0:13:24		0:12:46		0:13:22		0:12:37				0:13:04				0:11:31		0:12:35		0:12:33		0:12:12		0:12:12				0:12:12				0:11:35		0:12:19		0:12:27		0:14:16		0:13:09				0:12:45				0:12:21		0:13:17										0:12:49

		Call Handle Time (Avg)		0:19:50				0:20:25		0:20:13		0:20:33		0:20:52		0:22:12				0:20:51				0:20:24		0:20:33		0:20:15		0:19:43		0:20:03				0:20:11				0:18:17		0:19:00		0:20:03		0:18:54		0:18:54				0:19:01				0:18:14		0:18:36		0:19:10		0:21:48		0:20:13				0:19:36				0:18:56		0:20:08										0:19:32

		Percent. calls transferred by vendor		39.81%				9:22:57		6:28:15		5:43:19		6:09:16		6:21:48				28.41%				4:53:16		5:36:10		8:30:55		8:17:58		11:49:26				7:49:33				14:26:09		15:14:27		17:56:19		10:46:10		12:47:07				14:14:02				20:21:19		17:16:16		6:03:31		5:18:46		6:04:06				11:00:48				8:05:21		7:40:07										32.83%

		Max Agents		25.91				23.20		18.10		17.67		14.50		17.26				23.20				20.44		18.31		18.84		16.73		18.11				20.44				20.83		22.49		23.06		13.64		13.64				23.06				19.80		19.29		17.24		15.50		16.48				19.80				25.41		21:43:26										25.91





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week Mar 31		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week Apr 7		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week Apr 14		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week Apr 21		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week Apr 28

		Busy		2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		2		0		0				2				0		0										0

		Caller canceled		41				0		2		0		0		0				2				2		2		0		1		4				9				5		9		2		0		0				16				5		2		0		0		0				7				6		1										7

		Connected		2484				102		103		75		44		46				370				78		101		68		66		131				444				163		182		213		106		106				770				97		100		79		37		77				390				254		256										510

		Error		16				2		0		0		0		0				2				5		0		0		0		4				9				2		0		0		1		1				4				0		0		1		0		0				1				0		0										0

		Invalid Number		8				0		0		0		0		0				0				0		1		0		0		0				1				0		0		1		1		1				3				0		1		0		0		1				2				2		0										2

		No Answer		190				2		2		6		1		0				11				4		8		3		6		10				31				7		16		5		6		6				40				12		14		3		2		10				41				54		13										67

		No Response		265				7		18		8		6		1				40				16		6		4		2		14				42				13		25		18		10		10				76				13		8		7		2		6				36				48		23										71

		Total Requests		3006				113		125		89		51		47				425				105		118		75		75		163				536				190		232		239		124		124				909				127		125		92		41		94				479				364		293										657

		% Connected 		83.66%				1		1		84.27%		86%		98%				88.22%				74%		86%		91%		88%		80%				84%				86%		78%		89%		85%		85%				85%				76%		80%		86%		90%		82%				83%				70%		87%										78.58%





		Top Call Drivers		Total		31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Total		7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Total		14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Total		21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Total		28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		na																												Top Call Drivers		Total

		CC																																																																																																														CC

		1095A Questions		493				42		43		43		42						170				56		59		51		51		45				262				61												61																0																0																												MCRE/Counties		3481

		Address Change/Correction		206				36												36																0								37		25		23				85						31		28		26						85																0																												Password Reset/Account Unlock		3018

		Caller Hung Up without Speaking		27																0												27				27																0																0																0																												How To Enroll In a Plan?		1531

		Checking on Status of Reported Change		479								37				29				66				50		47		31		34						162				38						31						69				40				32				32				104				38		40										78																												Income Change		1248

		Determination Result		58												28												30								30																0				28												28																0																												Enrollment Status Check		1186

		Duplicate 1095-A Request^		701				59		49		52		36		31				227				72		39		33		29		46				219				42		42		41				22				147				34		45				29						108																0																												How Do I Apply?		1107

		Enrollment Status Check		1186				63		73		45		43		36				260				62		54		58		38		56				268				66		54		55		37		48				260				49		38		41		50		99				277				56		65										121																												How Do I Update My Application?		1016

		Full Term		96																0																0						34		30								64						32										32																0																												Duplicate 1095-A Request^		701

		How Do I Apply?		1107				53		45		53		51		35				237				70		48		58		53		45				274				59		44		48		53		45				249				42		53		56		38		51				240				54		53										107																												1095A Questions		493

		How Do I Update My Application?		1016				67		60		45		36		37				245				49		43				45		36				173				61		58		54		43		39				255				57		53		45		37		59				251				47		45										92																												Checking on Status of Reported Change		479

		How To Enroll In a Plan?		1531				70		78		62		57		54				321				75		52		54		65		78				324				59		82		73		56		65				335				87		66		67		84		59				363				101		87										188

		Income Change		1248				56		62		63		48		41				270				67		55		58		47		52				279				51		67		75		72		45				310				45		51		55		56		49				256				73		60										133																												Broker

		Loss/Gain of ESI^		34																0																0																0																0				34		 										34																												CSR-Status of Enrollment		328

		Loss of ESI		129																0																0						37										37												29				29						63										63																												Password Reset/Account Unlock		170

		Loss of Public Program		131																0																0												22				22												31				31				32		46										78																												Loss of ESI		150

		MCRE/Counties		3481				146		131		139		118		98				632				182		183		143		145		146				799				240		193		145		155		118				851				189		170		186		155		125				825				181		193										374																												Loss of Public Program		115

		Password Reset/Account Unlock		3018				131		161		168		136		121				717				174		197		151		101		148				771				144		128		110		146		109				637				120		131		130		101		115				597				138		158										296																												CSR-Determination Result		95

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0																												ARC

		Request to Close Application^		119						32				24						56																0																0								32		31						63																0																												CSR-Public Program Status		1274

				 																0																0																0																0																0																												Password Reset/Account Unlock		816

																				0																0																0																0																0																												CSR- QHP Status		345

		Total						10		10		10		10		10								10		10		10		10		10								10		10		10		9		10				 				10		10		10		10		10								10		10		0		0		0																																CSR-Determination Result		288

																																																																																																																CSR-Pending Case		240

		Broker																																																																																																														CSR-Newborn Status		55

		APTC/CSR Questions		32																0				7		8				9						24						8										8																0																0																												Prospect/Pending case		29

		CSR-Determination Result		95								9				14				23																0				9						9						18				10		10				17		17				54																0																												CSR-Status of Enrollment		10

		CSR-Status of Enrollment		328				18		10		15				17				60				17		16		19		12		21				85				8		20		14		12		8				62				26		20		8		12		13				79				15		27										42																												How Do I Apply?		8

		CSR-Status of Reported Change		14																0								8				6				14																0																0																0																												Loss of ESI		8

		CSR-Status of Verifications		6																0				6												6																0																0																0

		Directed to Complete Caspio Form		11								6				5				11																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Full Term		7				7												7																0																0																0																0

		How Do I Apply?		21						9										9																0												4				4				8												8																0

		How Do I Update My Application?		72				12		8										20						8				6						14																0				12				7								19				19												19

		How To Enroll In a Plan?		0																0																0																0																0																0

		Loss of ESI		150				10		8		7								25				7						7		7				21				10				12				6				28						10		10		10		8				38				17		21										38

		Loss of Public Program		115												6				6						13										13						10				11						21						12		9				16				37				19		19										38

		Loss/Gain of MEC^		55				9		8		10								27																0								10								10												7				7						11										11

		Paper form via FileNet		17																0								7								7				10												10																0																0

		Password Reset/Account Unlock		170																0				8		11		16		9		8				52				7		12		11		14						44				9		14		12		10						45				13		16										29

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Status of My SEP Request		57												7				7								10				9				19						10				9		4				23										8						8																0

		Status of Submitted AOR Form		14																0																0								10				4				14																0																0





		ARC

		CSR- QHP Status		345				26				23								49				20		17		9				15				61				18		12		23		16		23				92				26		19		14		23		18				100				29		14										43

		CSR-Determination Result		288				13				11				25				49				22		19		22		16		9				88				13				14		19		12				58				20		13		15		14						62				13		18										31

		CSR-Newborn Status		55																0				15						12						27						12										12												6				6						10										10

		CSR-Pending Case		240				20				17				13				50						15		11		13		11				50						12		20		16		16				64				10		20		10		12		14				66				10												10

		CSR-Public Program Status		1274				83				68				65				216				59		53		41		63		58				274				52		74		57		74		62				319				61		73		54		51		76				315				83		67										150

		CSR-Status of Enrollment		10						10										10																0																0																0																0

		How Do I Apply?		8						8										8																0																0																0																0

		Loss of ESI		8						8										8																0																0																0																0

		Password Reset/Account Unlock		816				53				39				43				135				40		39		40		33		40				192				42		42		47		44		33				208				51		35		50		35		37				208				24		49										73

		Prospect/Pending case		29												17				17																0				12												12																0																0





		PP

		MCRE		864				34		32		39		32		36				173				44		48		30		35		33				190				64		50		33		41						188				48		44		42		46		26				206				55		52										107

		Counties		2499				112		99		100		86		62				459				138		135		113		110		113				609				176		143		112		114						545				141		126		144		109		99				619				126		141										267















































Mar 2019

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg										CCIIO

				Month		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24																								1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		26782												1330				1330				1519		1453		1287		1196		1051		6506		6506				1446		1350		1156		1123		1145				6220				1456		1455		1208		1098		1154				6371				1485		1385		1140		1132		1213				6355												2049				12939								0:00:00		2:37:23		0:00:00		5:04:19		11:40:02		5:43:12		3:49:14		5:46:30		4:26:30		1:45:45		16:02:38		1:56:45		10:52:21		18294		0:00:35

		Calls Handled		26471												1327				1327				1482		1439		1282		1194		1041		6438		6438				1366		1331		1154		1119		1140				6110				1432		1441		1205		1093		1137				6308				1476		1383		1134		1131		1164				6288

		Calls Abandoned		230												1				1				27		11		4		0		5		47		47				72		9		2		2		4				89				20		9		2		4		10				45				4		1		3		1		39				48

		Abandon % (>5%)(Less Short Aban)		0.69%												0.08%				0.08%				1.78%		0.76%		0.31%		0.00%		0.48%		0.66%		0.66%				4.98%		0.67%		0.17%		0.18%		0.35%				1.27%				1.37%		0.62%		0.17%		0.36%		0.87%				0.68%				0.27%		0.07%		0.26%		0.09%		3.10%				0.76%

		Avg Time to Abandon		0:01:32												0:00:52				0:00:52				0:02:52		0:01:54		0:01:29		0:00:00		0:02:07		0:01:40		0:01:40				0:02:47		0:01:50		0:00:38		0:01:00		0:01:08				0:01:28				0:01:56		0:01:16		0:01:02		0:01:57		0:02:31				0:01:44				0:01:42		0:00:41		0:01:52		0:01:20		0:04:14				0:01:57

		Average Wait Time (>5 min)		0:00:26												0:00:07				0:00:07				0:01:08		0:00:28		0:00:16		0:00:11		0:00:19		0:00:29		0:00:29				0:02:03		0:00:42		0:00:06		0:00:09		0:00:10				0:00:38				0:00:40		0:00:22		0:00:06		0:00:20		0:00:35				0:00:24				0:00:19		0:00:06		0:00:12		0:00:05		0:02:00				0:00:32																0:00:38

		Max Wait Time		0:50:02												0:02:07				0:02:07				0:08:01		0:09:55		0:03:13		0:03:36		0:05:57		0:09:55		0:09:55				0:09:01		0:04:58		0:02:28		0:03:09		0:04:06				0:09:01				0:05:33		0:03:43		0:03:18		0:05:02		0:07:19				0:07:19				0:03:53		0:01:49		0:03:55		0:01:50		0:50:02				0:50:02

		Service Level (<80% calls under 30 sec)		97.72%												99.77%				99.77%				88.74%		98.49%		99.61%		99.83%		98.00%		96.93%		96.93%				79.05%		98.59%		99.83%		99.64%		99.56%				95.33%				98.01%		99.04%		99.75%		99.45%		95.93%				98.44%				99.39%		99.86%		99.47%		99.91%		91.85%				98.10%

		Talk Time (Avg)		0:07:36												0:07:27				0:07:27				0:08:06		0:07:51		0:07:49		0:08:23		0:07:35		0:07:57		0:07:57				0:07:43		0:07:25		0:07:36		0:07:31		0:07:32				0:07:33				0:07:43		0:07:24		0:07:37		0:07:56		0:07:52				0:07:42				0:07:16		0:07:12		0:07:23		0:07:17		0:07:52				0:07:24

		Call Handle Time (Avg)		0:09:08												0:08:56				0:08:56				0:09:32		0:09:23		0:09:22		0:09:58		0:09:14		0:09:30		0:09:30				0:09:16		0:08:56		0:09:07		0:09:03		0:09:03				0:09:05				0:09:14		0:08:48		0:09:10		0:09:30		0:09:29				0:09:14				0:08:43		0:08:42		0:08:58		0:08:50		0:09:35				0:08:58

		Transfer Out		na												na				na				na		na		na		na		na		na		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		66.24%												0.00%				0.00%				83.60%		81.96%		81.52%		85.79%		83.57%		83.29%		83.29%				83.35%		84.03%		85.08%		85.55%		85.56%				84.72%				84.42%		83.39%		82.20%		83.73%		82.03%				83.15%				83.05%		79.42%		80.45%		81.17%		76.14%				80.05%														Date Range		Calls

		Complaints Received		18												0				0				5		3		0		0		3		11		11				0		0		0		1		0				1				1		1		0		0		1				3				2		1		0		0		0				3														Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		19												0				0				3		2		0		0		2		7		7				1		0		1		1		0				3				1		3		0		0		0				4				1		2		1		1		0				5														Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		10692												605				605				575		599		491		435		400		2500		2500				545		575		509		459		463				2551				615		601		484		392		428				2520				561		542		464		453		496				2516														Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		126												3				3				14		7		2		2		5		30		30				14		12		2		4		3				35				10		11		2		1		8				32				6		2		4		0		14				26														Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		99.03%												99.77%				99.77%				97.56%		99.04%		99.61%		99.83%		99.05%		99.02%		99.02%				94.47%		98.59%		99.83%		99.64%		99.56%				98.42%				98.35%		99.04%		99.75%		99.54%		98.53%				99.04%				99.39%		99.86%		99.47%		99.91%		95.81%				98.89%

		Occupany		694.49%												81.66%				81.66%				88.27%		85.17%		81.36%		80.99%		72.95%		1526.17%		1526.17%				89.24%		81.17%		76.71%		0.70%		76.08%				1831.90%				0.85%		77.01%		0.79%		0.80%		80.01%				31.89%				0.85%		0.79%		0.77%		0.76%		0.87%				0.81%

		Max Agents		55.42												53.39				53.39				50.45		53.44		55.42		53.50		44.45		55.42		55.42				45.32		46.61		47.67		48.17		48.01				48.17				46.69		49.00		49.12		46.98		46.02				49.12				47.10		48.14		43.52		40.70		33.03				48.14





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received (MNsure)		3176												170				170				163		179		131		121		128				722				136		158		128		124		127				673				178		147		141		154		139				759				188		154		159		150		201				852

		Calls Handled		3036												166				166				151		169		127		119		122				688				132		149		116		121		118				636				169		144		141		144		135				733				172		150		150		148		193				813

		Calls Abandoned		136												4				4				12		10		4		2		5				33				4		9		10		3		9				35				9		3		0		10		3				25				16		4		9		2		8				39

		Abandon % (>5%)(Less Short Aban)		3.88%												2.35%				2.35%				7.36%		5.59%		3.05%		1.65%		3.91%				4.31%				2.94%		5.70%		7.81%		2.42%		7.09%				5.19%				5.06%		2.04%		0.00%		6.49%		2.16%				3.15%				8.51%		2.60%		5.66%		1.33%		3.98%				4.42%

		Avg Time to Abandon		0:03:18												0:03:38				0:03:38				0:03:47		0:02:34		0:02:44		0:00:46		0:04:43				0:02:54				0:03:11		0:03:26		0:07:28		0:06:00		0:01:50				0:04:23				0:02:40		0:02:33		0:00:00		0:02:50		0:01:15				0:01:51				0:05:05		0:02:32		0:04:11		0:02:17		0:04:42				0:03:45

		Average Wait Time (>5 min)		0:02:05												0:01:13				0:01:13				0:02:46		0:02:18		0:01:15		0:01:18		0:01:03				0:01:44				0:03:27		0:04:01		0:04:24		0:01:04		0:01:40				0:02:55				0:02:50		0:01:04		0:00:00		0:02:30		0:02:29				0:01:46				0:04:15		0:02:47		0:03:10		0:01:41		0:02:11				0:02:48

		Max Wait Time		0:27:42												0:08:23				0:08:23				0:17:59		0:14:42		0:11:22		0:15:29		0:14:16				0:17:59				0:15:18		0:19:16		0:27:42		0:13:58		0:15:20				0:27:42				0:12:09		0:12:54		0:16:55		0:15:31		0:19:35				0:19:35				0:14:38		0:16:04		0:15:10		0:14:50		0:16:18				0:16:18

		Service Level (<80% calls under 30 sec)		56.62%												62.94%				62.94%				53.99%		59.78%		62.60%		68.60%		75.59%				64.11%				43.38%		39.87%		37.01%		77.42%		56.69%				50.87%				46.07%		70.07%		89.26%		51.95%		54.35%				62.34%				23.94%		46.75%		35.85%		53.33%		54.23%				42.82%

		Talk Time (Avg)		0:09:06												0:09:19				0:09:19				0:08:52		0:10:19		0:09:27		0:09:34		0:09:08				0:09:28				0:08:39		0:08:25		0:09:11		0:09:15		0:09:28				0:08:59				0:08:48		0:08:05		0:08:57		0:10:27		0:08:24				0:08:56				0:08:53		0:08:46		0:08:48		0:09:20		0:08:12				0:08:47

		Call Handle Time (Avg)		0:12:23												0:12:01				0:12:01				0:12:45		0:14:05		0:13:01		0:13:12		0:12:35				0:13:07				0:11:30		0:11:48		0:12:41		0:12:41		0:12:36				0:12:15				0:11:28		0:11:29		0:12:52		0:13:43		0:11:43				0:12:15				0:12:13		0:12:03		0:12:20		0:13:48		0:11:01				0:12:17

		Max Agents		5.29												4.44				4.44				4.27		5.29		3.67		3.49		3.44				5.29				3.37		3.91		3.30		3.41		3.30				3.91				4.31		3.67		4.03		4.39		3.51				4.39				4.67		4		4.11		4.54		4.72				4.72





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received (MNsure)		5669												242				242				289		283		278		320		242				1412				278		222		270		274		220				1264				305		289		292		275		262				1423				271		260		272		282		243				1328

		Calls Handled		4984												215				215				252		238		227		272		221				1210				238		213		251		231		208				1141				275		244		264		247		220				1250				247		215		242		249		215				1168

		Calls Abandoned		671												26				26				36		45		50		48		21				200				40		9		19		42		11				121				29		45		26		25		41				166				23		45		30		33		27				158

		Abandon % (>5%)(Less Short Aban)		11.52%												10.74%				10.74%				12.46%		15.90%		17.99%		15.00%		8.68%				14.01%				14.39%		4.05%		7.04%		15.33%		5.00%				9.16%				9.51%		15.57%		8.90%		9.09%		15.65%				11.74%				8.49%		17.31%		11.03%		11.70%		11.11%				11.93%

		Avg Time to Abandon		0:04:03												0:03:32				0:03:32				0:03:52		0:05:26		0:05:09		0:06:11		0:02:54				0:04:42				0:05:11		0:02:09		0:02:37		0:06:28		0:02:43				0:03:49				0:04:18		0:06:39		0:03:57		0:05:05		0:04:53				0:04:58				0:02:11		0:05:31		0:03:33		0:03:07		0:02:05				0:03:17

		Average Wait Time (>5 min)		0:05:33												0:06:09				0:06:09				0:04:54		0:07:32		0:07:15		0:07:34		0:03:43				0:06:11				0:06:56		0:01:28		0:03:33		0:09:55		0:01:54				0:04:45				0:03:52		0:08:41		0:04:39		0:04:48		0:07:01				0:05:48				0:02:47		0:07:59		0:05:59		0:04:03		0:03:43				0:04:54

		Max Wait Time		0:31:16												0:21:00				0:21:00				0:22:11		0:21:15		0:23:08		0:31:16		0:18:15				0:31:16				0:20:51		0:11:36		0:17:30		0:25:03		0:15:57				0:25:03				0:21:21		0:23:01		0:17:09		0:23:12		0:25:29				0:25:29				0:14:25		0:24:28		0:24:36		0:19:34		0:15:11				0:24:36

		Service Level (<80% calls under 30 sec)		28.48%												25.62%				25.62%				27.43%		16.25%		17.69%		20.62%		32.23%				22.84%				23.02%		55.41%		41.11%		12.41%		59.36%				38.26%				31.80%		13.84%		29.31%		39.78%		21.76%				27.30%				39.26%		15.38%		27.94%		25.53%		33.74%				28.37%

		Talk Time (Avg)		0:04:34												0:04:35				0:04:35				0:04:40		0:05:01		0:05:12		0:04:21		0:04:24				0:04:43				0:05:02		0:04:48		0:04:28		0:04:28		0:04:44				0:04:42				0:04:17		0:04:42		0:04:26		0:04:08		0:04:35				0:04:25				0:04:42		0:04:49		0:04:17		0:04:09		0:04:16				0:04:26

		Call Handle Time (Avg)		0:07:45												0:08:03				0:08:03				0:07:43		0:08:20		0:08:11		0:07:07		0:07:30				0:07:46				0:08:28		0:08:18		0:07:33		0:07:31		0:07:31				0:07:52				0:07:19		0:08:02		0:07:34		0:07:02		0:07:49				0:07:33				0:08:00		0:07:37		0:07:34		0:07:13		0:07:21				0:07:33

		Max Agents		3.93												2.77				2.77				3.32		3.24		3.61		3.93		2.45				3.93				3.65		3.30		3.71		3.04		2.60				3.71				3.15		3.00		3.16		2.62		3.48				3.48				2.86		2		2.49		2.57		2.07				2.86





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Calls Received		10692												605				605				575		599		491		435		400				2500				545		575		509		459		463				2551				615		601		484		392		428				2520				561		542		464		453		496				2516

		Calls Handled		8286												447				447				486		464		423		389		354				2116				421		405		388		360		336				1910				377		453		358		334		328				1850				410		402		373		374		403.8230088496				1963

		Calls Abandoned		2161												145				145				78		124		66		39		38				345				109		156		114		92		113				584				220		133		114		50		90				607				132		122		80		67		79.0088495575				480

		Abandon %		20.37%												23.97%				23.97%				13.57%		20.70%		13.44%		8.97%		9.50%				13.24%				20.00%		27.13%		22.40%		20.04%		24.41%				22.80%				35.77%		22.13%		23.55%		12.76%		21.03%				23.05%				23.53%		22.51%		17.24%		14.79%		15.93%				18.80%

		Avg Time to Abandon		0:13:24												0:13:56				0:13:56				0:11:31		0:09:25		0:11:32		0:09:13		0:10:46				0:10:29				0:16:33		0:15:25		0:17:03		0:14:19		0:11:42				0:15:00				0:25:44		0:11:15		0:15:26		0:11:36		0:10:36				0:14:55				0:20:08		0:12:49		0:09:39		0:11:52		0:09:02				0:12:42

		Average Wait Time (>5 min)		0:28:46												0:34:23				0:34:23				0:24:32		0:24:12		0:16:35		0:10:44		0:13:36				0:17:55				0:33:54		0:35:07		0:29:05		0:25:32		0:30:40				0:30:51				0:55:16		0:32:27		0:36:16		0:17:38		0:25:24				0:33:24				0:46:04		0:30:45		0:19:13		0:20:20		0:20:18				0:27:20

		Max Wait Time		1:35:34												1:13:56				1:13:56				0:57:09		0:50:45		0:56:50		0:35:31		0:52:32				0:57:09				1:02:49		0:53:47		0:59:20		0:59:29		0:51:54				1:02:49				1:35:34		0:59:17		1:04:49		0:51:56		0:49:56				1:35:34				1:15:06		0:58:15		0:50:40		0:50:23		0:50:02				1:15:06

		Service Level (<80% calls under 30 sec)		7.88%												5.40%				5.40%				6.03%		6.80%		14.31%		18.60%		10.18%				11.18%				10.94%		4.42%		10.36%		4.65%		3.79%				6.83%				5.85%		8.36%		11.44%		17.71%		4.55%				9.58%				3.31%		6.11%		10.15%		7.88%		4.46%				6.38%

		Talk Time (Avg)		0:14:01												0:14:11				0:14:11				0:13:31		0:14:16		0:14:12		0:13:22		0:13:14				0:13:43				0:13:27		0:14:13		0:13:47		0:14:15		0:13:37				0:13:51				0:14:49		0:13:00		0:15:25		0:14:45		0:14:36				0:14:31				0:13:02		0:14:26		0:13:55		0:13:49		0:14:02				0:13:50

		Call Handle Time (Avg)		0:21:08												0:21:34				0:21:34				0:20:05		0:21:03		0:21:19		0:20:43		0:19:45				0:20:35				0:20:19		0:21:06		0:20:39		0:22:21		0:20:56				0:21:04				0:22:52		0:19:52		0:22:38		0:21:53		0:21:46				0:21:48				0:19:37		0:21:06		0:21:19		0:20:57		0:20:38				0:20:43

		Percent. calls transferred by vendor		40.79%												10:55:02				45.49%				9:05:05		9:53:38		9:09:22		8:43:44		9:08:02				9:11:58				9:02:44		10:13:20		10:34:02		9:48:33		9:42:17				9:52:11				42.24%		41.31%		40.07%		35.70%		37.09%				39.28%				9:04:00		9:23:31		9:46:06		9:36:15		9:48:49				39.70%

		Max Agents		21.74												21.41				21.41				21.69		21.74		20.02		17.91		15.52				21.74				19.00		19.03		17.80		17.87		15.62				19.03				19.15		20.00		17.99		16.24		15.86				20				17.87		21:20:00		17.66		17.40		21.09				21.09





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week Mar 3		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week Mar 10		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week Mar 17		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week Mar 24

		Busy		3												0				0				0		0		0		0		0				0				0		1		0		0		1				2				0		0		0		0		1				1				0		0		0		0		0				0

		Caller canceled		11												0				0				1		0		0		0		0				1				0		2		0		1		0				3				1		1		2		0		0				4				1		1		0		0		1				3

		Connected		2459												168				168				148		137		79		54		48				466				47		174		126		106		107				560				175		160		128		83		84				630				180		159		93		103		100				635

		Error		11												0				0				0		0		0		0		0				0				0		0		0		0		10				10				0		0		1		0		0				1				0		0		0		0		0				0

		Invalid Number		10												1				1				0		0		0		0		0				0				1		2		1		0		3				7				0		0		0		0		0				0				2		0		0		0		0				2

		No Answer		125												3				3				12		8		5		0		0				25				0		9		9		6		11				35				3		10		4		8		2				27				13		10		5		2		5				35

		No Response		183												9				9				14		9		10		2		1				36				1		9		6		8		7				31				11		8		7		5		7				38				16		26		8		8		11				69

		Total Requests		2802												181				181				175		154		94		56		49				528				49		197		142		121		139				648				190		179		142		96		94				701				212		196		106		113		117				744

		% Connected 		89.30%												93%				93.00%				85%		89%		84%		96%		98%				90%				96%		88%		89%		88%		77%				88%				92%		89%		90%		86%		89%				89%				85%		81%		88%		91%		86%				86.08%





		Top Call Drivers		Total		2-Mar		Week Feb 24		3-Mar		4-Mar		5-Mar		1-Mar		2-Mar		Total		3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Total		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Total		17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Total		24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Total

		CC

		1095A Questions		156																																																						39						39								47		31

		Caller Hung Up without Speaking		139												33				33				44		29		33								106																0																0																0

		Checking on Status of Reported Change		612												44				44				44		52				41		55				192				43		36		38		27		38				182								27		29						56				36		29		37		36						138

		Duplicate 1095-A Request^		668																0				46				39								85				37		39		42				35				153				45		57		47		33		42				224				78		54		40		34						206

		Enrollment Status Check		1725												108				108				94		98		69		87		72				420				89		78		71		74		84				396				109		100		73		69		72				423				97		84		68		62		67				378

		Full Term		97																										25																												40																				32

		How Do I Apply?		1102												52				52				67		53		47		48		40				255				72		54		56		46		58				286				56		55		49		49		48				257				69		49		42		41		51				252

		How Do I Update My Application?		1382												60				60				67		69		68		83		64				351				86		90		65		60		46				347				72		77		56		53		56				314				80		75		42		63		50				310

		How To Enroll In a Plan?		1540												74				74				69		77		63		72		60				341				68		77		49		62		68				324				66		82		65		79		60				352				95		94		73		92		95				449

		Income Change		1323												74				74				71		73		78		61		52				335				79		61		59		55		45				299				57		60		61		48		46				272				67		70		72		72		62				343

		Loss/Gain of ESI^		126												29				29												23				23																0				33												33												41				41

		Loss of ESI		37																																																																												37				37

		Loss of Public Program		47																																																																												47

		MCRE/Counties		3112												134				134				197		192		152		148		112				801				157		147		130		116		134				684				185		159		152		139		138				773				168		156		144		136		116				720

		Password Reset/Account Unlock		3250												161				161				224		173		179		160		155				891				166		152		132		130		130				710				153		134		169		161		132				749				156		169		144		144		126				739

		PO box initiave Ph 1		64																																				31						33

		PO box initiave Ph 2		506																																						124		118		156		108

		Request to Close Application^		279																0						28		34		38		22				122																0				35				30		29		28				122								35								35

				0																0																0																0																0																0

				0																0																0																0																0																0

		Total				0		0		0		0		0		10								10		10		10		10		10				50				10		10		10		10		10				50				10		10		10		10		10				50				10		10		10		10		10				50



		Broker

		APTC/CSR Questions		89																0						10		9				7				26						7						6				13				22		7		11								40								10								10

		CSR-Determination Result		66												9				9										8		8				16				8												8						9				12						21										12						12

		CSR-Status of Enrollment		394												27				27				25		29		18		15		23				110				29		19		15		17		16				96				32		11		19		25		22				109				17		18		17								52

		CSR-Status of Reported Change		35																0						15										15				7												7										13						13																0

		CSR-Status of Verifications		10												10				10																0																0																0																0

		Enrollment Status Check		15																				15												15																0																0																0

		How Do I Update My Application?		72																0				8		12										20																0								9								9				12		9		11		11						43

		How To Enroll In a Plan?		23																																																																												23

		Loss of ESI		169																0								10								10						10		8		9		8				35				22				10		10		10				52				15		14		10		14		19				72

		Loss of Public Program		62																																																										8		9												10		11		24

		Loss/Gain of MEC^		109												12				12				11		14		9		6						40										10						10				8		11						11				30						9						8				17

		Paper form via FileNet		20																																												6																								14

		Password Reset/Account Unlock		146												19				19										11		14				25				11		12		9		10						42								12				16				28				16								16				32

		PO box initiave Ph 1		62																																				62

		PO box initiave Ph 2		223																																						59		28		46		77								13

		Status of My SEP Request		70																								9		8		8				25								14								14						10										10						10				11						21

		Status of Submitted AOR Form		7																				7												7																0																0																0



		ARC

		CSR- QHP Status		318												17				17				20		16		17				16				69				10		11		18		20		16				75				16		14		20		12		16				78				20		17		15		10		17				79

		CSR-Determination Result		332																0				14		14		18		16		19				81				26		17		24		25		11				103				14		24		15		12		21				86				16		14		16		16						62

		CSR-Newborn Status		23												13				13																0																0																0												10				10

		CSR-Pending Case		314												11				11				21		14		22		17		13				87				12		14		22		15						63				13		19		18		14		19				83				13		12		19		15		11				70

		CSR-Public Program Status		1591												74				74				90		82		76		92		76				416				63		73		81		87		73				377				89		69		83		71		64				376				72		53		82		77		64				348

		CSR-Status of Enrollment		0																										 

		Password Reset/Account Unlock		899												29				29				40		39		56		66		42				243				40		36		47		40		37				200				53		43		46		57		35				234				54		34		37		39		29				193

		Prospect/Pending case		9																0																												9





		PP

		MCRE		858												35				35				35		57		41		39		35				207				38		44		42		37		39				200				53		46		44		35		46				224				49		33		34		43		33				192

		Counties		2196												99				99				99		140		111		109		77				536				119		103		88		79		95				484				132		113		108		104		92				549				119		123		110		93		83				528



		Top Call Drivers		Total

		CC		26471

		Password Reset/Account Unlock		3250												12%

		MCRE/Counties		3112												12%

		Enrollment Status Check		1725												7%

		How To Enroll In a Plan?		1540												6%

		How Do I Update My Application?		1382												5%

		Income Change		1323

		How Do I Apply?		1102

		Duplicate 1095-A Request^		668

		Checking on Status of Reported Change		612

		PO box initiave Ph 2		506

		Request to Close Application^		279

		1095A Questions		156

		Caller Hung Up without Speaking		139

		Loss/Gain of ESI^		126

		Full Term		97

		PO box initiave Ph 1		64

		Loss of Public Program		47

		Loss of ESI		37

				0

				0

		Total



		Broker		3036

		CSR-Status of Enrollment		394												13%

		PO box initiave Ph 2		223												7%

		Loss of ESI		169												6%

		Password Reset/Account Unlock		146												5%

		Loss/Gain of MEC^		109												4%

		APTC/CSR Questions		89

		How Do I Update My Application?		72

		Status of My SEP Request		70

		CSR-Determination Result		66

		Loss of Public Program		62

		PO box initiave Ph 1		62

		CSR-Status of Reported Change		35

		How To Enroll In a Plan?		23

		Paper form via FileNet		20

		Enrollment Status Check		15

		CSR-Status of Verifications		10

		Status of Submitted AOR Form		7



		ARC		4984

		CSR-Public Program Status		1591												32%

		Password Reset/Account Unlock		899												18%

		CSR-Determination Result		332												7%

		CSR- QHP Status		318												6%

		CSR-Pending Case		314												6%

		CSR-Newborn Status		23

		Prospect/Pending case		9

		CSR-Status of Enrollment		0





		PP





Feb 2019

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg										CCIIO

				Month		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week Feb 3		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week Feb 10		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week Feb 17		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24																								1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		27031												1349				1349				1709		1459		1288		1040		1187				6683				1615		1364		1222		1091		1254				6546						1995		1628		1379		1301				6303				1773		1522		1376		1479						6150												1423				6589								0:00:00		8:58:55		0:00:00		9:51:56		3:17:36		5:47:30		7:18:32		0:19:27		0:00:00		4:24:42		7:39:12		9:13:56		8:51:50		12233		0:00:30

		Calls Handled		26509												1343				1343				1618		1453		1277		1027		1187				6562				1608		1360		1203		1083		1190				6444						1893		1564		1372		1289				6118				1687		1510		1372		1473						6042

		Calls Abandoned		438												4				4				83		6		10		10		0				109				5		3		15		6		60				89						92		52		1		2				147				76		9		1		3						89

		Abandon % (>5%)(Less Short Aban)		1.28%												0.30%				0.30%				4.86%		0.41%		0.78%		0.96%		0.00%				1.40%				0.31%		0.22%		1.23%		0.55%		4.78%				1.42%						4.61%		3.19%		0.07%		0.15%				2.01%				4.29%		0.59%		0.07%		0.20%						1.29%

		Avg Time to Abandon		0:02:12												0:01:55				0:01:55				0:05:11		0:01:30		0:02:05		0:02:02		0:00:00				0:02:09				0:01:38		0:03:08		0:02:33		0:03:19		0:03:36				0:02:51						0:03:15		0:03:21		0:01:57		0:01:33				0:02:31				0:02:55		0:01:19		0:01:03		0:01:10						0:01:36

		Average Wait Time (>5 min)		0:00:41												0:00:23				0:00:23				0:02:01		0:00:08		0:00:16		0:00:25		0:00:00				0:00:34				0:00:09		0:00:20		0:00:27		0:00:38		0:02:11				0:00:45						0:01:45		0:01:49		0:00:10		0:00:13				0:00:59				0:02:13		0:00:20		0:00:08		0:00:12						0:00:43																0:00:12

		Max Wait Time		0:13:58												0:04:29				0:04:29				0:13:58		0:03:45		0:06:48		0:05:23		0:02:04				0:13:58				0:03:32		0:06:20		0:06:22		0:07:55		0:11:25				0:11:25						0:10:03		0:11:45		0:02:44		0:02:37				0:11:45				0:07:57		0:04:19		0:02:16		0:04:14						0:07:57

		Service Level (<95% calls under 5 min)		94.98%												99.78%				99.78%				82.15%		99.79%		98.37%		99.13%		100.00%				95.89%				99.81%		98.46%		97.53%		95.03%		78.04%				93.77%						80.93%		84.80%		100.00%		99.92%				91.41%				77.77%		99.21%		99.71%		99.59%						94.07%

		Talk Time (Avg)		0:07:41												0:07:59				0:07:59				0:07:45		0:07:42		0:07:26		0:08:08		0:07:46				0:07:45				0:07:24		0:07:32		0:07:44		0:07:52		0:07:41				0:07:38						0:07:39		0:07:53		0:07:15		0:07:20				0:07:32				0:07:28		0:07:26		0:07:38		0:07:26						0:07:29

		Call Handle Time (Avg)		0:09:23												0:10:07				0:10:07				0:09:34		0:09:31		0:09:10		0:09:46		0:09:24				0:09:29				0:08:58		0:09:10		0:09:20		0:09:26		0:09:18				0:09:14						0:09:12		0:09:21		0:08:46		0:08:53				0:09:03				0:09:08		0:08:55		0:09:06		0:08:58						0:09:02

		Transfer Out		na												na				na				na		na		na		na		na				na				na		na		na		na		na				na						na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		81.11%												81.39%				81.39%				81.39%		81.54%		81.85%		82.33%		79.12%				81.25%				83.27%		82.20%		82.25%		81.35%		80.20%				81.85%						81.62%		83.20%		79.98%		82.24%				81.76%				81.67%		78.97%		79.91%		76.60%						79.29%														Date Range		Calls

		Complaints Received		6												0				0				0		0		0		0		0				0				0		0		0		1		0				1						1		1		0		0				2				2		0		0		1						3														Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		7												0				0				0		0		0		0		0				0				0		1		0		0		0				1						2		0		1		0				3				2		0		0		1						3														Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		11381												506				506				711		604		550		300		533				2698				735		603		502		462		507				2809						859		709		617		521				2706				736		661		597		668						2662														Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		159												3				3				23		3		3		6		0				35				4		2		6		4		11				27						18		16		7		11				52				28		6		4		4						42														Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		98.51%												99.78%				99.78%				90.39%		99.79%		99.38%		99.32%		100.00%				97.78%				99.81%		99.85%		98.93%		99.63%		94.05%				98.46%						95.60%		95.41%		100.00%		99.92%				97.73%				96.68%		99.21%		99.71%		99.59%						98.80%

		Occupany		76.39%												77.07%				77.07%				83.81%		66.31%		60.36%		65.90%		54.84%				66.24%				70.79%		64.96%		67.39%		67.55%		84.81%				71.10%						87.51%		81.00%		78.22%		82.37%				82.27%				90.63%		83.40%		82.49%		84.53%						85.26%

		Max Agents		63.34												56.96				56.96				54.74		63.34		58.99		47.84		59.56				63.34				59.48		58.88		58.12		51.51		43.65				59.48						58.93		55.34		60.59		58.12				60.59				52.42		52.07		55.67		54.40						55.67





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week Feb 3		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week Feb 10		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week Feb 17		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24

		Calls Received (MNsure)		3392												163				163				174		177		194		107		161				813				182		165		149		145		149				790						265		151		176		176				768				214		214		186		244						858

		Calls Handled		3212												162				162				160		172		179		104		155				770				176		158		144		141		142				761						238		148		162		169				717				197		197		177		231						802

		Calls Abandoned		179												1				1				14		5		15		3		6				43				6		7		5		4		7				29						27		3		14		7				51				17		17		9		12						55

		Abandon % (>5%)(Less Short Aban)		4.35%												0.61%				0.61%				8.05%		2.82%		7.73%		2.80%		3.73%				5.03%				3.30%		4.24%		3.36%		2.76%		4.70%				3.67%						10.19%		1.99%		7.95%		3.98%				6.03%				7.94%		7.94%		4.84%		4.92%						6.41%

		Avg Time to Abandon		0:03:57												0:01:37				0:01:37				0:05:43		0:02:45		0:04:17		0:03:50		0:02:52				0:03:53				0:02:56		0:03:08		0:03:39		0:02:45		0:05:14				0:03:32						0:06:40		0:14:12		0:05:14		0:02:57				0:07:15				0:03:19		0:03:19		0:03:24		0:03:51						0:03:28

		Average Wait Time (>5 min)		0:03:37												0:02:51				0:02:51				0:05:39		0:02:26		0:04:30		0:01:16		0:00:41				0:02:54				0:03:34		0:01:59		0:03:44		0:02:33		0:05:39				0:03:29						0:09:04		0:02:13		0:04:54		0:02:05				0:04:34				0:05:23		0:05:23		0:03:50		0:02:29						0:04:16

		Max Wait Time		0:25:55												0:16:01				0:16:01				0:24:32		0:13:46		0:21:05		0:15:15		0:07:54				0:24:32				0:13:27		0:16:15		0:16:07		0:18:52		0:19:11				0:19:11						0:25:16		0:20:22		0:20:44		0:14:20				0:25:16				0:25:55		0:25:55		0:18:02		0:16:42						0:25:55

		Service Level (<95% calls under 5 min)		45.52%												53.37%				53.37%				32.76%		52.54%		36.08%		72.90%		75.78%				54.01%				43.96%		57.58%		38.26%		54.48%		29.53%				44.76%						12.45%		58.94%		31.25%		55.68%				39.58%				25.70%		25.70%		39.78%		52.26%						35.86%

		Talk Time (Avg)		0:09:37												0:09:32				0:09:32				0:09:30		0:08:35		0:09:08		0:09:29		0:09:11				0:09:10				0:09:10		0:09:22		0:09:50		0:09:27		0:10:02				0:09:34						0:10:17		0:08:53		0:11:18		0:09:15				0:09:55				0:09:56		0:09:56		0:10:17		0:09:35						0:09:56

		Call Handle Time (Avg)		0:12:54												0:12:16				0:12:16				0:12:42		0:12:04		0:12:26		0:13:12		0:12:15				0:12:31				0:12:47		0:12:48		0:13:17		0:12:38		0:13:13				0:12:56						0:13:58		0:11:47		0:15:14		0:12:20				0:13:19				0:13:22		0:13:22		0:13:45		0:13:26						0:13:28

		Max Agents		7.38												6.80				6.80				4.51		4.61		4.95		3.05		4.22				4.95				5.00		4.50		4.25		3.96		4.17				5.00						7.38		3.87		5.48		4.63				7.38				5.85		6		5.40		6.89						6.89





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week Feb 3		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week Feb 10		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week Feb 17		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24

		Calls Received (MNsure)		5023												225				225				289		260		279		160		217				1205				289		237		282		308		264				1380						312		194		266		256				1028				299		307		279		300						1185

		Calls Handled		4351												212				212				240		237		246		151		204				1078				255		215		249		257		225				1201						246		180		231		229				886				252		251		248		223						974

		Calls Abandoned		666												13				13				49		21		33		9		13				125				34		21		33		51		39				178						65		14		35		26				140				47		56		31		76						210

		Abandon % (>5%)(Less Short Aban)		11.73%												5.78%				5.78%				16.96%		8.08%		11.83%		5.62%		5.99%				9.70%				11.76%		8.86%		11.70%		16.56%		14.77%				12.73%						20.83%		7.22%		13.16%		10.16%				12.84%				15.72%		18.24%		11.11%		25.33%						17.60%

		Avg Time to Abandon		0:04:14												0:01:45				0:01:45				0:04:51		0:02:33		0:04:53		0:03:19		0:04:15				0:03:58				0:07:27		0:03:17		0:04:27		0:05:32		0:04:24				0:05:01						0:07:19		0:02:28		0:08:04		0:03:02				0:05:13				0:04:07		0:04:49		0:04:02		0:08:02						0:05:15

		Average Wait Time (>5 min)		0:06:01												0:01:26				0:01:26				0:06:19		0:04:18		0:04:22		0:03:20		0:03:49				0:04:25				0:08:45		0:05:20		0:06:55		0:09:56		0:06:26				0:07:28						0:13:53		0:02:34		0:09:52		0:06:20				0:08:09				0:06:44		0:08:49		0:04:43		0:14:19						0:08:38

		Max Wait Time		0:42:06												0:09:03				0:09:03				0:19:16		0:15:31		0:20:58		0:16:22		0:14:24				0:20:58				0:37:36		0:20:09		0:20:53		0:24:55		0:23:06				0:37:36						0:31:26		0:14:14		0:28:47		0:24:09				0:31:26				0:20:45		0:23:46		0:27:43		0:42:06						0:42:06

		Service Level (<95% calls under 5 min)		29.36%												53.33%				53.33%				23.53%		28.08%		39.07%		43.12%		30.41%				32.84%				21.11%		21.61%		19.86%		16.88%		23.11%				20.51%						7.05%		47.94%		10.15%		21.09%				21.56%				19.06%		17.26%		30.47%		7.36%						18.54%

		Talk Time (Avg)		0:04:34												0:04:27				0:04:27				0:04:20		0:04:11		0:04:05		0:04:15		0:04:48				0:04:19				0:04:43		0:04:19		0:04:53		0:04:33		0:04:42				0:04:38						0:04:39		0:04:45		0:04:33		0:04:35				0:04:38				0:04:40		0:04:28		0:05:09		0:04:58						0:04:48

		Call Handle Time (Avg)		0:07:59												0:07:46				0:07:46				0:07:44		0:07:51		0:07:06		0:07:30		0:08:55				0:07:49				0:07:36		0:07:31		0:08:39		0:08:24		0:07:54				0:08:00						0:08:06		0:07:37		0:07:51		0:08:13				0:07:56				0:08:26		0:07:33		0:08:33		0:09:00						0:08:23

		Max Agents		4.45												3.14				3.14				4.13		3.50		0.00		2.08		3.61				4.13				3.50		3.23		4.45		4.44		3.59				4.45						3.86		2.85		3.26		3.19				3.86				3.18		3		3.56		3.80						3.80





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week Feb 3		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week Feb 10		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week Feb 17		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Feb 24

		Calls Received		11381												506				506				711		604		550		300		533				2698				735		603		502		462		507				2809						859		709		617		521				2706				736		661		597		668						2662

		Calls Handled		9592												468				468				624		525		470		273		464				2356				613		511		425		401		451				2401						655		532		530		480				2197				531		558		527		554						2170

		Calls Abandoned		1576												35				35				76		74		68		23		59				300				112		83		71		58		47				371						170		155		77		40				442				184		92		60		92						428

		Abandon %		12.37%												6.92%				6.92%				10.69%		12.25%		12.36%		7.67%		11.07%				10.81%				15.24%		13.76%		14.14%		12.55%		9.27%				12.99%						19.79%		21.86%		12.48%		7.68%				15.45%				25.00%		13.92%		10.05%		13.77%						15.69%

		Avg Time to Abandon		0:09:39												0:07:45				0:07:45				0:09:15		0:09:32		0:10:27		0:08:07		0:09:18				0:09:19				0:13:46		0:09:23		0:09:33		0:06:16		0:07:24				0:09:16						0:15:01		0:19:11		0:06:46		0:03:35				0:11:08				0:16:09		0:09:25		0:09:14		0:08:17						0:10:46

		Average Wait Time (>5 min)		0:19:10												0:09:09				0:09:09				0:21:51		0:16:59		0:20:56		0:12:11		0:15:34				0:17:30				0:22:17		0:25:01		0:14:56		0:15:12		0:15:52				0:18:39						0:36:17		0:37:54		0:17:50		0:06:37				0:24:39				0:38:39		0:26:56		0:15:40		0:22:18						0:25:53

		Max Wait Time		1:16:17												0:29:17				0:29:17				0:49:25		0:58:40		0:58:01		0:37:29		0:44:46				0:58:40				0:50:41		1:11:09		0:43:52		0:45:53		0:45:45				1:11:09						1:16:17		1:13:44		0:52:40		0:19:30				1:16:17				1:14:17		0:58:51		0:40:50		0:43:38						1:14:17

		Service Level (<95% calls under 5 min)		15.15%												26.39%				26.39%				10.86%		15.69%		13.75%		36.70%		12.24%				17.85%				13.38%		5.89%		18.95%		14.81%		12.65%				13.14%						4.73%		9.17%		10.87%		15.38%				10.04%				8.39%		4.77%		16.47%		3.70%						8.33%

		Talk Time (Avg)		0:13:51												0:13:53				0:13:53				0:13:50		0:13:09		0:13:39		0:14:04		0:14:43				0:13:53				0:13:07		0:14:07		0:14:36		0:14:05		0:13:57				0:13:58						0:13:49		0:13:59		0:14:07		0:12:57				0:13:43				0:14:13		0:13:48		0:13:46		0:13:35						0:13:50

		Call Handle Time (Avg)		0:20:56												0:21:32				0:21:32				0:20:55		0:20:29		0:20:51		0:21:16		0:21:35				0:21:01				0:20:03		0:20:54		0:21:24		0:21:08		0:21:01				0:20:54						0:20:51		0:20:30		0:21:04		0:20:17				0:20:40				0:21:12		0:20:33		0:20:24		0:20:01						0:20:32

		Percent. calls transferred by vendor		41.27%												9:00:08				37.51%				9:59:05		9:56:08		10:14:54		6:55:23		10:46:36				9:34:25				10:55:21		10:36:35		9:51:33		10:09:47		9:42:12				10:15:05						10:20:01		10:27:07		10:44:17		9:36:39				10:17:01				9:57:45		10:25:23		10:24:46		10:50:23						43.37%

		Max Agents		30.35												22.43				22.43				28.99		23.89		21.77		12.89		22.30				28.99				27.30		23.71		20.21		18.83		21.05				27.30						30.35		24.23		24.81		21.61				30.35				25.01		11:28:21		23.87		24.62						25.48





		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27		3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week Feb 3		10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week Feb 10		17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week Feb 17		24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week Jan 27

		Busy		1												0				0				0		0		0		0		0				0				0		0		0		0		0				0						1		0		0		0				1				0		0		0		0						0

		Caller canceled		12												0				0				1		0		1		0		0				2				0		2		1		0		0				3						2		2		0		0				4				1		2		0		0						3

		Connected		2475												39				39				181		136		125		55		98				595				182		160		92		75		82				591						268		186		123		20				597				201		180		104		168						653

		Error		12												0				0				7		0		0		0		0				7				0		0		0		0		0				0						3		0		2		0				5				0		0		0		0						0

		Invalid Number		15												0				0				5		2		0		0		0				7				0		1		1		0		0				2						3		2		0		0				5				0		0		0		1						1

		No Answer		149												3				3				18		9		7		3		5				42				9		5		10		6		3				33						24		6		12		0				42				6		7		3		13						29

		No Response		160												5				5				0		15		9		3		3				30				9		9		5		7		3				33						18		6		13		1				38				16		14		1		23						54

		Total Requests		2824												47				47				212		162		142		61		106				683				200		177		109		88		88				662						319		202		150		21				692				224		203		108		205						740

		% Connected 		87.45%												83%				82.98%				85%		84%		88%		90%		92%				88%				91%		90%		84%		85%		93%				89%						84%		92%		82%		95%				88%				90%		89%		96%		82%						89.12%















Jan 2019

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg										CCIIO

				Month		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week Dec 30		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week Jan 6		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week Jan 13		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week Jan 20		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27																								1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		48508								3292		2971		2529		311		9103				3164		2913		2865		2519		3229		1417		16107		2454		1804		1691		1572		1472		1406				10399						1985		1591		1802		1526				6904				1661		1528		1321		1485						5995												2515				17201								16:23:50		18:40:37		4:43:10		2:06:08		1:47:31		21:01:53		1:42:34		3:35:41		21:57:38		20:26:54		12:01:02		12:29:36		16:56:38		26985		0:04:47

		Calls Handled		44524								2584		2120		2252		303		7259				2738		2786		2703		2408		2977		1408		15020		2308.5450049456		1729		1601		1550		1441		1342				9972						1859		1567		1695		1428				6549				1503		1486		1266		1469						5724

		Calls Abandoned		1847								413		561		108		3		1085				159		14		33		30		108		8		352		138.5865479723		6		42		0		6		25				218						37		0		27		36				100				63		15		14		0						92

		Abandon % (>5%)(Less Short Aban)		3.05%								12.55%		18.88%		4.27%		0.96%		9.17%				5.03%		0.48%		1.15%		1.19%		0.54%		0.00%		1.40%		5.65%		0.33%		2.48%		0.00%		0.41%		1.78%				1.77%						1.86%		0.00%		1.50%		2.36%				1.43%				3.79%		0.98%		1.06%		0.00%						1.46%

		Avg Time to Abandon		0:11:28								0:11:58		0:12:31		0:11:29		0:12:24		0:12:05				0:12:27		0:21:20		0:14:48		0:12:53		0:22:17		0:14:02		0:16:18		0:13:39		0:12:16		0:11:45		0:00:00		0:14:21		0:11:25				0:10:34						0:13:05		0:00:00		0:13:33		0:11:17				0:09:28				0:11:55		0:11:20		0:12:27		0:00:00						0:08:55

		Average Wait Time (>5 min)		0:03:32								0:10:35		0:14:52		0:05:34		0:00:54		0:07:59				0:06:52		0:02:30		0:02:27		0:02:19		0:06:18		0:00:55		0:03:33		0:03:20		0:01:28		0:02:07		0:00:28		0:01:05		0:02:34				0:01:50						0:03:21		0:00:31		0:02:34		0:02:46				0:02:18				0:04:10		0:01:25		0:01:49		0:00:41						0:02:01																0:02:45

		Max Wait Time		0:41:17								0:41:17		0:29:38		0:15:00		0:09:24		0:41:17				0:18:19		0:08:49		0:12:49		0:10:16		0:10:13		0:01:20		0:18:19		0:17:43		0:08:39		0:19:59		0:03:42		0:10:52		0:12:22				0:19:59						0:14:54		0:07:37		0:10:19		0:15:25				0:15:25				0:17:18		0:11:40		0:11:42		0:05:48						0:17:18

		Service Level (<95% calls under 5 min)		72.41%								14.59%		6.65%		47.20%		89.03%		39.37%				34.30%		73.72%		76.58%		73.68%		72.95%		99.38%		71.77%		84.84%		92.23%		82.17%		99.30%		90.64%		77.06%				87.71%						69.89%		98.42%		73.05%		72.08%				78.36%				66.97%		88.05%		85.20%		99.12%						84.84%

		Talk Time (Avg)		0:07:36								0:07:38		0:07:29		0:07:38		0:06:47		0:07:23				0:07:40		0:07:17		0:07:38		0:08:11		0:08:58		0:08:32		0:08:03		0:08:47		0:07:10		0:07:30		0:07:12		0:07:31		0:07:08				0:07:33						0:07:29		0:07:29		0:06:57		0:07:30				0:07:21				0:08:00		0:07:33		0:07:42		0:07:34						0:07:42

		Call Handle Time (Avg)		0:09:08								0:09:04		0:08:50		0:09:10		0:08:21		0:08:51				0:09:10		0:08:46		0:09:03		0:09:42		0:10:53		0:10:14		0:09:38		0:10:21		0:08:34		0:08:58		0:08:44		0:09:01		0:08:39				0:09:03						0:08:49		0:08:59		0:08:28		0:08:55				0:08:48				0:09:39		0:09:11		0:09:06		0:09:31						0:09:22

		Transfer Out		na								na		na		na		na		na				na		na		na		na		na		na		na		na		na		na		na		na		na				na						na		na		na		na				na				na		na		na		na						na

		First Call Resolution %		84.11%								87.01%		84.01%		85.84%		81.71%		84.64%				87.45%		87.03%		87.66%		86.16%		87.88%		89.69%		87.65%		90.67%		85.95%		85.72%		83.60%		83.81%		81.47%				85.20%						82.65%		81.13%		83.90%		81.32%				82.25%				82.22%		79.67%		82.35%		79.02%						80.82%														Date Range		Calls

		Complaints Received		5								0		0		0		0		0				0		0		0		0		1		0		1		0		1		0		0		0		2				3						0		0		0		0				0				0		1		0		0						1														Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		6								0		0		0		0		0				0		0		0		0		3		0		3		0		1		0		0		0		0				1						0		0		0		0				0				1		0		0		1						2														Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		19125								1181		1064		1033		133		3411				1166		1066		1041		981		985		500		5739		887		732		726		754		673		696				4468						892		693		515		742				2842				740		739		535		651						2665														Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		965								58		69		44		1		172				324		40		38		19		29		0		450		0		92		14		11		8		11				136						22		11		17		18				68				117		5		10		7						139														Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		85.67%								45.33%		15.71%		68.17%		97.74%		56.74%				71.73%		96.97%		93.99%		96.28%		92.76%		99.38%		91.85%		86.53%		100.99%		88.13%		99.30%		97.95%		92.04%				94.16%						90.22%		99.18%		94.51%		87.47%				92.84%				81.22%		96.59%		93.82%		99.39%						92.75%

		Occupany		81.85%								98.83%		97.42%		92.23%		46.38%		83.71%				91.10%		86.71%		90.71%		83.25%		75.10%		53.77%		80.11%		78.24%		81.33%		80.74%		76.54%		70.03%		84.23%				78.52%						92.21%		79.33%		82.86%		80.75%				83.79%				89.65%		85.70%		76.34%		80.70%						83.10%

		Max Agents		105.02								70.94		57.63		66.21		14.90		70.94				82.25		82.81		78.43		82.39		105.02		73.68		105.02		76.96		56.67		54.56		53.53		54.49		40.78				76.96						51.85		49.49		51.62		45.53				51.85				46.82		47.32		42.94		53.44						53.44





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week Dec 30		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week Jan 6		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week Jan 13		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week Jan 20		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27

		Calls Received (MNsure)		5886								304		358		299		10		971				340		399		374		425		478		112		2128		85		197		199		196		188		176				1041						221		222		195		216				854				194		264		173		261						892

		Calls Handled		5433								275		322		286		10		893				302		356		337		378		429		109		1911		80		185		194		187		176		169				991						210		212		183		203				808				181		244		158		247						830

		Calls Abandoned		420								29		35		11		0		75				35		40		29		43		47		1		195		2		12		5		9		11		6				45						11		9		11		13				44				12		20		15		14						61

		Abandon % (>5%)(Less Short Aban)		6.03%								9.54%		9.78%		3.68%		0.00%		5.75%				10.29%		10.03%		7.75%		10.12%		9.83%		0.89%		8.15%		2.35%		6.09%		2.51%		4.59%		5.85%		3.41%				4.13%						4.98%		4.05%		5.64%		6.02%				5.17%				6.19%		7.58%		8.67%		5.36%						6.95%

		Avg Time to Abandon		0:04:46								0:04:32		0:04:05		0:05:11		0:00:00		0:03:27				0:05:30		0:07:58		0:03:25		0:08:00		0:10:01		0:08:55		0:07:18		0:03:28		0:01:49		0:05:15		0:02:43		0:06:18		0:03:50				0:03:53						0:02:41		0:05:09		0:04:46		0:03:18				0:03:58				0:04:27		0:06:57		0:06:41		0:02:49						0:05:13

		Average Wait Time (>5 min)		0:04:42								0:06:05		0:06:20		0:03:57		0:00:01		0:04:05				0:08:01		0:07:26		0:06:54		0:08:20		0:11:48		0:00:58		0:07:14		0:00:45		0:03:18		0:02:19		0:02:35		0:03:46		0:02:57				0:02:36						0:02:28		0:04:17		0:03:58		0:04:36				0:03:49				0:04:57		0:07:08		0:06:10		0:04:46						0:05:45

		Max Wait Time		0:34:58								0:30:18		0:24:46		0:17:38		0:00:02		0:30:18				0:30:59		0:34:58		0:24:51		0:33:00		0:34:28		0:10:01		0:34:58		0:06:44		0:13:46		0:15:06		0:14:16		0:19:33		0:13:26				0:19:33						0:15:51		0:24:33		0:20:49		0:28:43				0:28:43				0:16:34		0:24:27		0:27:30		0:24:31						0:27:30

		Service Level (<95% calls under 5 min)		64.30%								52.96%		53.91%		64.55%		100.00%		67.86%				40.59%		48.87%		47.45%		48.24%		32.43%		91.96%		51.59%		97.62%		69.04%		78.39%		73.98%		63.10%		78.29%				76.74%						77.38%		68.33%		69.59%		67.13%				70.61%				56.99%		49.62%		50.87%		61.30%						54.70%

		Talk Time (Avg)		0:09:45								0:10:22		0:10:07		0:10:00		0:07:58		0:09:36				0:09:36		0:09:59		0:09:13		0:09:23		0:09:58		0:10:14		0:09:43		0:10:34		0:08:58		0:10:26		0:09:12		0:10:13		0:09:51				0:09:52						0:10:31		0:10:07		0:09:44		0:08:39				0:09:45				0:09:25		0:09:41		0:10:38		0:09:36						0:09:50

		Call Handle Time (Avg)		0:13:18								0:14:15		0:14:04		0:13:43		0:16:14		0:14:34				0:12:43		0:13:15		0:12:25		0:12:41		0:13:06		0:13:03		0:12:52		0:13:44		0:12:35		0:13:34		0:12:56		0:13:13		0:12:41				0:13:07						0:14:04		0:13:23		0:13:16		0:11:33				0:13:04				0:12:52		0:13:01		0:13:29		0:12:25						0:12:56

		Max Agents		10.86								8.12		9.05		7.88		0.17		9.05				8.18		10.01		8.43		10.01		10.86		3.17		10.86		2.51		4.69		5.38		4.55		5.17		4.76				5.38						6.57		6.31		5.39		5.21				6.57				5.17		7		4.73		6.81						7.06





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week Dec 30		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week Jan 6		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week Jan 13		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week Jan 20		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27

		Calls Received (MNsure)		6748								358		384		331		30		1103				391		372		436		431		384		78		2092		5		311		290		330		293		267				1496						285		315		324		257				1181				250		245		164		217						876

		Calls Handled		5472								271		297		279		29		876				295		270		316		323		310		77		1591		5		275		245		267		240		244				1276						232		260		272		215				979				198		209		144		199						750

		Calls Abandoned		1265								87		86		50		0		223				93		100		120		108		74		1		496		0		36		45		63		53		23				220						53		55		51		42				201				52		36		19		18						125

		Abandon % (>5%)(Less Short Aban)		15.82%								24.30%		22.40%		15.11%		0.00%		15.45%				23.79%		26.88%		27.52%		25.06%		19.27%		1.28%		20.63%		0.00%		11.58%		15.52%		19.09%		18.09%		8.61%				12.15%						18.60%		17.46%		15.74%		16.34%				17.04%				20.80%		14.69%		11.59%		8.29%						13.84%

		Avg Time to Abandon		0:05:39								0:09:30		0:07:42		0:05:41		0:00:00		0:05:43				0:07:50		0:09:39		0:07:52		0:06:05		0:07:05		0:00:27		0:06:29		0:00:00		0:04:00		0:06:21		0:06:14		0:06:29		0:03:00				0:04:20						0:06:44		0:07:10		0:08:05		0:07:04				0:07:15				0:05:17		0:05:30		0:02:05		0:04:56						0:04:27

		Average Wait Time (>5 min)		0:10:19								0:16:26		0:15:39		0:10:13		0:00:01		0:10:34				0:16:45		0:18:46		0:18:42		0:13:24		0:12:36		0:00:53		0:13:31		0:00:01		0:07:31		0:10:13		0:10:46		0:11:50		0:06:17				0:07:46						0:12:51		0:09:47		0:13:06		0:13:04				0:12:12				0:10:05		0:11:49		0:03:52		0:04:23						0:07:32

		Max Wait Time		0:45:06								0:32:30		0:28:26		0:26:03		0:00:03		0:32:30				0:00:00		0:43:36		0:37:32		0:29:45		0:45:06		0:09:37		0:45:06		0:00:02		0:21:42		0:29:59		0:23:54		0:36:25		0:21:30				0:36:25						0:29:29		0:31:12		0:32:07		0:32:08				0:32:08				0:22:30		0:28:45		0:23:01		0:21:56						0:28:45

		Service Level (<95% calls under 5 min)		40.90%								19.27%		14.06%		34.44%		100.00%		41.94%				24.55%		16.67%		16.74%		28.54%		27.86%		93.59%		34.66%		100.00%		35.05%		31.38%		23.03%		31.74%		52.06%				45.54%						29.82%		41.59%		26.54%		22.18%				30.03%				40.40%		30.20%		71.95%		66.82%						52.34%

		Talk Time (Avg)		0:04:54								0:05:10		0:05:13		0:04:49		0:07:30		0:05:40				0:04:51		0:04:39		0:05:04		0:05:06		0:05:08		0:05:32		0:05:03		0:05:09		0:04:43		0:04:57		0:05:02		0:03:31		0:04:23				0:04:37						0:04:22		0:04:33		0:04:52		0:05:01				0:04:42				0:04:20		0:04:47		0:04:36		0:04:05						0:04:27

		Call Handle Time (Avg)		0:08:10								0:08:10		0:08:25		0:08:03		0:09:20		0:08:29				0:07:15		0:07:22		0:09:02		0:08:57		0:09:08		0:09:00		0:08:27		0:08:27		0:08:15		0:08:29		0:08:04		0:07:11		0:07:45				0:08:01						0:08:16		0:07:42		0:08:45		0:08:26				0:08:17				0:07:44		0:07:38		0:07:17		0:07:52						0:07:37

		Max Agents		6.27								4.99		5.45		4.76		0.50		5.45				4.62		4.33		6.27		6.06		5.90		1.70		6.27		0.20		5.06		4.19		4.68		2.95		3.38				5.06						3.52		3.63		4.89		3.14				4.89				3.21		3		2.33		2.81						3.21





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week Dec 30		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week Jan 6		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week Jan 13		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week Jan 20		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27

		Calls Received		19666								1181		1064		1033		133		3411				1166		1066		1041		981		1330		572		6156		1011		732		726		754		673		696				4592						892		693		515		742				2842				740		739		535		651						2665

		Calls Handled		15174								735		825		687		125		2372				818		788		770		760		934		502		4572		779		580		592		599		580		613				3743						742		588		455		609				2394				574		583		394		542						2093

		Calls Abandoned		3839								322		200		298		8		828				305		225		223		186		350		65		1354		176		167		117		129		85		74				748						131		96		52		114				393				149		141		127		99						516

		Abandon %		18.06%								27.27%		18.80%		28.85%		6.02%		20.24%				26.16%		21.11%		21.42%		18.96%		26.32%		11.36%		20.89%		17.41%		22.81%		16.12%		17.11%		12.63%		10.63%				16.12%						14.69%		13.85%		10.10%		15.36%				13.50%				20.14%		19.08%		23.74%		15.21%						19.54%

		Avg Time to Abandon		0:16:01								0:29:18		0:17:00		0:21:48		0:06:53		0:18:44				0:20:27		0:19:48		0:19:10		0:14:43		0:21:53		0:14:02		0:18:20		0:18:57		0:17:42		0:13:58		0:10:45		0:08:46		0:07:32				0:12:56						0:16:32		0:09:55		0:07:53		0:17:17				0:12:54				0:20:25		0:16:24		0:17:42		0:14:14						0:17:11

		Average Wait Time (>5 min)		0:37:05								1:17:28		0:42:46		0:58:29		0:13:49		0:48:08				1:04:09		0:53:37		0:56:40		0:44:29		0:48:50		0:20:22		0:48:01		0:28:57		0:36:45		0:23:36		0:27:39		0:20:27		0:13:50				0:25:12						0:37:32		0:19:37		0:16:28		0:34:52				0:27:07				0:41:22		0:32:55		0:47:06		0:26:27						0:36:57

		Max Wait Time		2:02:58								2:02:58		1:06:36		1:45:39		0:31:41		2:02:58				1:51:01		1:26:38		1:39:00		1:10:34		1:21:04		0:58:03		1:51:01		1:09:40		1:26:57		0:58:36		1:12:50		0:56:49		0:38:53				1:26:57						1:22:38		1:02:28		0:47:54		1:35:39				1:35:39				1:33:44		1:19:18		1:11:58		0:58:22						1:33:44

		Service Level (<95% calls under 5 min)		17.01%								15.03%		10.32%		14.50%		30.83%		17.67%				12.19%		11.37%		13.27%		13.20%		10.02%		31.63%		15.28%		8.11%		20.69%		18.90%		25.00%		22.41%		28.38%				20.58%						10.54%		23.54%		21.89%		17.96%				18.48%				14.94%		11.05%		13.79%		12.46%						13.06%

		Talk Time (Avg)		0:14:34								0:15:04		0:14:40		0:14:54		0:16:05		0:15:10				0:14:38		0:15:41		0:14:56		0:16:05		0:15:04		0:16:14		0:15:26		0:16:23		0:14:12		0:13:20		0:13:34		0:13:53		0:13:34				0:14:09						0:13:53		0:14:23		0:14:05		0:13:36				0:13:59				0:13:57		0:14:05		0:14:00		0:14:26						0:14:07

		Call Handle Time (Avg)		0:21:54								0:22:51		0:21:53		0:22:35		0:24:31		0:22:57				0:21:43		0:23:32		0:22:01		0:23:28		0:22:23		0:23:35		0:22:47		0:23:49		0:21:19		0:20:23		0:20:33		0:20:50		0:20:37				0:21:15						0:20:58		0:21:20		0:21:55		0:20:32				0:21:11				0:21:28		0:21:46		0:21:41		0:20:23						0:21:19

		Percent. calls transferred by vendor		41.07%								8:36:35		8:35:42		9:48:11		10:15:49		38.82%				8:50:40		8:46:57		8:43:13		9:20:47		8:11:49		8:55:18		8:48:07		9:08:11		9:44:18		10:18:14		11:30:41		10:58:22		11:52:49				10:35:26						10:47:05		10:27:13		6:51:32		11:40:11				9:56:30				10:41:32		11:36:26		9:43:11		10:31:16						44.31%

		Max Agents		47.85								39.40		41.89		35.51		7.00		41.89				40.72		42.39		38.81		39.61		47.85		26.30		47.85		42.22		27.46		26.81		27.38		26.84		28.07				42.22						34.56		27.87		22.15		27.79				34.56				27.37		4:43:24		18.97		24.53						28.20

																																																																				 



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week Dec 30		6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week Jan 6		13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week Jan 13		20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week Jan 20		27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week Jan 27

		Busy		9								0		0		0		0		0				0		0		0		0		0		0		0		na		0		1		1		0		1				3						0		0		0		2				2				1		3		0		0						4

		Caller canceled		43								2		4		5		0		11				1		3		4		3		9		0		20		na		2		2		1		1		2				8						2		0		1		0				3				1		0		0		0						1

		Connected		5608								461		359		347		20		1187				451		403		397		340		371		97		2059		na		220		191		195		135		136				877						260		136		86		211				693				224		212		208		148						792

		Error		24								0		0		1		0		1				2		1		3		5		0		0		11		na		1		1		2		0		0				4						0		1		0		0				1				4		1		0		2						7

		Invalid Number		115								6		2		9		0		17				10		7		7		8		0		2		34		na		1		7		7		4		4				23						9		4		3		8				24				5		5		5		2						17

		No Answer		570								53		31		36		2		122				37		45		62		35		27		4		210		na		40		14		19		10		11				94						17		20		10		24				71				20		20		24		9						73

		No Response		931								84		47		78		0		209				86		80		92		69		35		6		368		na		36		36		49		16		11				148						30		10		15		33				88				29		40		24		25						118

		Total Requests		7300								606		443		476		22		1547				587		539		565		460		442		109		2702		na		300		252		274		166		165				1157						318		171		115		278				882				284		281		261		186						1012

		% Connected 		78.56%								76.07%		81%		73%		91%		80.23%				77%		75%		70%		74%		84%		89%		78%		na		73%		76%		71%		81%		82%				77%						82%		80%		75%		76%				78%				79%		75%		80%		80%						79.63%















Dec 2018 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg								CCIIO

				Month		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week Dec 2		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week Dec 9		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week Dec 16		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week Dec 23		30-Dec		31-Dec				Week Dec 30																1-Nov		2-Nov		3-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		12-Nov		13-Nov		14-Nov

		Calls Received (MNsure)		60370														323		323				2966		2617		2539		2543		2399		334		13398				4010		3582		3906		4980		5773		4381		26632				2275		2275		1566		1601		1732		176		9625				532				2053		2329		2807		321		8042				2350				2350				2415				14442								0:00:00		0:00:00		3:28:53		11:48:51		11:19:07		18:03:50		9:13:03		13:42:27		7:50:56		11:53:06		16:57:10		9:43:30		18:00:56		25219		0:03:48

		Calls Handled		54428														322		322				2876		2523		2389		2427		2311		328		12854				3023		3481		3349		4183		5193		3939		23167				2024		2024		1563		1567		1572		170		8920				527				1979		2210		2089		302		7106				2058				2058

		Calls Abandoned		3390														0		0				25		13		59		54		10		0		161				949		81		201		329		569		201		2330				84		84		1		3		78		1		252				0				2		62		472		6		541				106				106

		Abandon % (>5%)(Less Short Aban)		3.06%														0.00%		0.00%				0.84%		0.50%		2.32%		2.12%		0.42%		0.00%		1.03%				23.67%		2.26%		5.15%		6.61%		6.75%		4.43%		8.14%				3.71%		3.71%		0.06%		0.19%		4.50%		0.57%		2.12%				0.00%				0.10%		0.04%		10.84%		1.87%		2.57%				4.51%				4.51%

		Avg Time to Abandon		0:09:57														0:00:00		0:00:00				0:11:25		0:19:03		0:12:39		0:12:18		0:21:08		0:00:00		0:12:45				0:06:12		0:01:58		0:12:18		0:11:18		0:21:58		0:13:35		0:11:13				0:13:51		0:13:51		0:06:02		0:10:06		0:10:13		0:14:11		0:11:22				0:00:00				0:18:01		0:13:31		0:15:30		0:12:08		0:11:50				0:12:33				0:12:33

		Average Wait Time (>5 min)		0:03:55														0:00:38		0:00:38				0:01:12		0:01:21		0:02:07		0:01:21		0:01:32		0:01:24		0:01:30				0:11:18		0:01:29		0:06:25		0:07:54		0:09:31		0:06:04		0:07:07				0:04:30		0:04:30		0:00:07		0:00:47		0:04:00		0:01:02		0:02:29				0:00:21				0:01:27		0:03:23		0:17:21		0:03:13		0:05:09				0:06:36				0:06:36								0:03:11

		Max Wait Time		0:36:55														0:05:45		0:05:45				0:16:43		0:11:22		0:19:57		0:28:05		0:15:49		0:11:58		0:28:05				0:18:09		0:06:20		0:23:50		0:16:56		0:28:38		0:15:55		0:28:38				0:36:55		0:36:55		0:07:44		0:09:08		0:16:43		0:05:47		0:36:55				0:08:34				0:07:40		0:07:29		0:22:47		0:15:16		0:22:47				0:21:26				0:21:26

		Service Level (<95% calls under 5 min)		76.35%														98.14%		98.14%				92.56%		87.61%		81.92%		88.59%		91.42%		85.29%		87.90%				10.38%		95.66%		35.63%		20.09%		37.00%		62.73%		43.58%				66.66%		66.66%		99.68%		93.27%		54.58%		88.64%		78.25%				98.29%				89.58%		93.21%		21.84%		66.56%		73.90%				39.03%				39.03%

		Talk Time (Avg)		0:07:15														0:06:27		0:06:27				0:07:15		0:07:20		0:07:21		0:07:18		0:07:41		0:07:34		0:07:24				0:07:56		0:07:08		0:07:12		0:07:11		0:06:20		0:07:46		0:07:15				0:07:30		0:07:30		0:07:17		0:07:19		0:07:29		0:06:25		0:07:15				0:08:54				0:07:33		0:07:36		0:08:45		0:06:48		0:07:55				0:07:15				0:07:15

		Call Handle Time (Avg)		0:08:46														0:08:04		0:08:04				0:08:35		0:08:38		0:08:40		0:08:44		0:09:03		0:08:57		0:08:46				0:09:12		0:08:29		0:08:24		0:08:25		0:07:38		0:09:19		0:08:34				0:08:54		0:08:54		0:08:45		0:08:45		0:08:59		0:08:09		0:08:45				0:10:30				0:09:01		0:09:32		0:11:04		0:08:14		0:09:40				0:08:34				0:08:34

		Transfer Out		na														na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na				na		na		na		na		na				na				na

		First Call Resolution %		86.19%														85.01%		85.01%				86.26%		87.29%		87.04%		87.50%		86.77%		81.25%		86.02%				86.69%		87.36%		88.39%		87.98%		87.34%		89.47%		87.87%				86.96%		86.00%		85.85%		88.32%		86.97%		82.10%		86.03%				89.25%				87.67%		87.49%		83.43%		82.18%		86.00%				83.32%				83.32%						Date Range		Calls

		Complaints Received		2														0		0				0		0		0		0		0		0		0				0		0		0		0		0		0		0				1		0		0		0		0		0		1				0				0		0		0		0		0				1				1						Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		8														0		0				1		0		0		0		0		0		1				0		0		1		0		0		0		1				3		0		0		0		0		0		3				0				2		0		0		0		2				1				1						Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		21804														166		166				1122		922		929		910		890		140		4913				1201		1317		1430		1976		2343		1544		9811				850		685		597		596		660		89		3477				202				851		564		622		159		2398				1039				1039						Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		1097														0		0				88		27		28		18		33		1		195				128		37		83		107		142		61		558				209		11		2		11		17		0		250				5				19		26		43		1		94				231				231						Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		87.88%														99.69%		99.69%				97.85%		97.26%		88.21%		93.70%		96.15%		96.40%		94.93%				21.33%		98.19%		74.97%		58.12%		67.12%		80.18%		66.65%				87.91%		98.22%		99.94%		98.55%		78.89%		96.59%		93.35%				100.00%				97.30%		95.95%		42.75%		87.81%		84.76%				70.79%				70.79%

		Occupany		76.07%														56.90%		56.90%				90.40%		84.36%		79.67%		80.04%		90.28%		63.97%		81.45%				98.04%		96.89%		96.59%		89.72%		87.05%		92.71%		93.50%				94.12%		75.39%		67.74%		59.46%		81.43%		32.85%		68.50%				53.81%				85.38%		83.44%		96.53%		80.86%		80.00%				96.06%				96.06%

		Max Agents		105.22														13.88		13.88				80.02		80.28		80.78		78.27		69.51		13.10		80.78				79.54		89.08		86.00		92.00		92.00		105.22		105.22				59.91		62.65		65.55		65.37		53.03		11.51		65.55				28.61				59.42		60.97		49.60		9.07		60.97				52.98				52.98

		Avg Agents		61.5347396157



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week Dec 2		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week Dec 9		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week Dec 16		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week Dec 23		30-Dec		31-Dec				Week Dec 30

		Calls Received (MNsure)		7874														39		39				387		384		367		346		342		46		1872				574		586		604		596		626		244		3230				270		261		267		296		248		18		1360				50				312		337		346		29		1074				299				299

		Calls Handled		6780														37		37				329		343		326		303		315		45		1661				442		458		477		502		504		228		2611				245		246		233		281		231		18		1254				50				270		300		303		29		952				265				265

		Calls Abandoned		1015														2		2				49		39		36		39		25		1		189				117		122		118		93		121		15		586				22		14		32		12		15		0		95				0				37		33		39		0		109				34				34

		Abandon % (>5%)(Less Short Aban)		9.15%														5.13%		5.13%				12.66%		10.16%		9.81%		11.27%		7.31%		2.17%		8.90%				20.38%		20.82%		19.54%		15.60%		19.33%		6.15%		16.97%				8.15%		5.36%		11.99%		4.05%		6.05%		0.00%		5.93%				0.00%				11.86%		9.79%		11.27%		0.00%		6.58%				11.37%				11.37%

		Avg Time to Abandon		0:05:39														0:02:07		0:02:07				0:07:29		0:04:40		0:02:50		0:08:01		0:04:57		0:00:50		0:04:47				0:08:53		0:12:06		0:11:24		0:11:36		0:15:17		0:01:29		0:10:07				0:04:06		0:01:53		0:08:17		0:04:10		0:04:43		0:00:00		0:03:51				0:00:00				0:08:39		0:04:35		0:09:05		0:00:00		0:04:27				0:08:33				0:08:33

		Average Wait Time (>5 min)		0:07:15														0:01:02		0:01:02				0:06:54		0:04:46		0:04:38		0:08:14		0:03:43		0:01:19		0:04:55				0:15:27		0:20:12		0:17:36		0:16:18		0:26:07		0:02:04		0:16:17				0:05:57		0:03:42		0:07:20		0:02:33		0:04:06		0:00:34		0:04:02				0:01:05				0:11:11		0:05:47		0:12:36		0:02:13		0:06:34				0:10:43				0:10:43

		Max Wait Time		0:56:58														0:05:54		0:05:54				0:29:15		0:15:52		0:24:23		0:28:02		0:31:41		0:09:06		0:31:41				0:44:22		0:49:22		0:47:09		0:43:54		0:56:58		0:11:53		0:56:58				0:31:02		0:14:43		0:33:31		0:14:25		0:17:30		0:06:47		0:33:31				0:07:47				0:37:11		0:39:04		0:30:50		0:12:18		0:39:04				0:33:45				0:33:45

		Service Level (<95% calls under 5 min)		63.64%														89.74%		89.74%				52.08%		59.64%		63.76%		42.03%		74.27%		86.96%		63.12%				28.14%		21.50%		28.57%		27.73%		28.48%		81.15%		35.93%				60.37%		65.52%		54.14%		74.58%		62.50%		94.44%		68.59%				90.00%				41.80%		59.94%		33.04%		79.31%		60.82%				38.80%				38.80%

		Talk Time (Avg)		0:10:08														0:11:04		0:11:04				0:08:23		0:07:59		0:08:29		0:08:56		0:08:16		0:12:01		0:09:00				0:08:41		0:10:12		0:10:07		0:10:43		0:10:55		0:09:24		0:10:00				0:09:29		0:08:44		0:10:32		0:08:57		0:09:22		0:10:11		0:09:32				0:10:11				0:10:26		0:09:50		0:09:41		0:15:14		0:11:04				0:10:49				0:10:49

		Call Handle Time (Avg)		0:13:10														0:13:56		0:13:56				0:11:03		0:11:08		0:11:40		0:12:14		0:11:08		0:14:24		0:11:56				0:11:37		0:12:53		0:13:03		0:13:43		0:13:56		0:12:09		0:12:53				0:13:10		0:12:16		0:13:56		0:12:13		0:12:31		0:12:25		0:12:45				0:13:31				0:14:02		0:13:25		0:12:37		0:18:14		0:14:21				0:14:21				0:14:21

		Max Agents		14.53														1.15		1.15				8.07		8.52		8.60		8.24		7.79		1.62		8.60				11.75		13.05		12.60		13.40		14.53		7.25		14.53				7.19		6.74		7.09		7.63		6.42		0.50		7.63				1.50				7.67		8.07		8.49		1.38		8.49				7.74				7.74





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week Dec 2		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week Dec 9		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week Dec 16		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week Dec 23		30-Dec		31-Dec				Week Dec 30

		Calls Received (MNsure)		6369														40		40				314		345		314		346		319		28		1666				361		397		365		397		392		85		1997				346		350		299		303		274		7		1579				84				250		226		316		9		885				202				202

		Calls Handled		5175														39		39				242		249		267		269		258		27		1312				286		300		283		321		303		81		1574				282		281		255		271		244		7		1340				83				211		188		241		9		732				178				178

		Calls Abandoned		1173														1		1				72		96		47		76		59		1		351				73		96		81		75		88		3		416				64		64		43		31		30		0		232				1				39		35		74		0		149				24				24

		Abandon % (>5%)(Less Short Aban)		12.41%														2.50%		2.50%				22.93%		27.83%		14.97%		21.97%		18.50%		3.57%		18.30%				20.22%		24.18%		22.19%		18.89%		22.45%		3.53%		18.58%				18.50%		18.29%		14.38%		10.23%		10.95%		0.00%		12.06%				1.19%				15.60%		15.49%		23.42%		0.00%		11.14%				11.88%				11.88%

		Avg Time to Abandon		0:05:18														0:07:44		0:07:44				0:05:04		0:08:25		0:05:57		0:05:20		0:04:59		0:08:33		0:06:23				0:06:52		0:05:37		0:07:49		0:07:38		0:07:31		0:01:54		0:06:13				0:05:32		0:05:21		0:04:17		0:03:37		0:02:27		0:00:00		0:03:32				0:01:00				0:04:13		0:02:38		0:06:22		0:00:00		0:02:50				0:05:05				0:05:05

		Average Wait Time (>5 min)		0:06:07														0:01:03		0:01:03				0:09:46		0:18:20		0:06:35		0:08:23		0:07:51		0:01:06		0:08:40				0:13:09		0:09:59		0:12:30		0:11:15		0:14:17		0:01:25		0:10:25				0:12:05		0:09:41		0:06:20		0:05:13		0:03:32		0:00:02		0:06:08				0:00:12				0:08:15		0:03:23		0:11:07		0:00:01		0:04:35				0:05:54				0:05:54

		Max Wait Time		0:36:45														0:10:37		0:10:37				0:27:36		0:34:56		0:26:54		0:23:03		0:34:11		0:09:17		0:34:56				0:33:28		0:25:36		0:36:45		0:28:22		0:36:20		0:11:20		0:36:45				0:33:45		0:25:29		0:22:21		0:18:16		0:14:21		0:00:05		0:33:45				0:03:24				0:23:36		0:18:14		0:27:32		0:00:02		0:27:32				0:26:36				0:26:36

		Service Level (<95% calls under 5 min)		60.67%														87.50%		87.50%				40.13%		19.71%		57.32%		41.91%		49.84%		92.86%		50.30%				25.76%		33.75%		29.32%		26.70%		36.73%		86.90%		39.86%				25.43%		33.43%		49.66%		58.42%		72.26%		100.00%		56.53%				100.00%				36.40%		71.68%		37.78%		100.00%		69.17%				57.43%				57.43%

		Talk Time (Avg)		0:05:22														0:06:53		0:06:53				0:04:38		0:04:57		0:04:47		0:05:39		0:04:49		0:05:58		0:05:08				0:05:18		0:05:20		0:05:28		0:05:23		0:05:46		0:06:40		0:05:39				0:05:08		0:04:41		0:04:27		0:04:25		0:04:30		0:03:41		0:04:28				0:04:11				0:04:29		0:04:43		0:05:19		0:05:04		0:04:45				0:05:12				0:05:12

		Call Handle Time (Avg)		0:08:48														0:10:15		0:10:15				0:08:45		0:08:59		0:08:23		0:09:09		0:07:47		0:09:10		0:08:42				0:08:52		0:08:47		0:09:19		0:08:56		0:09:34		0:10:12		0:09:16				0:08:56		0:08:26		0:08:14		0:07:54		0:08:00		0:07:10		0:08:06				0:07:11				0:07:55		0:07:41		0:08:35		0:07:18		0:07:44				0:08:14				0:08:14

		Max Agents		6.50														0.89		0.89				5.49		5.98		5.00		5.52		4.48		0.59		5.98				5.73		6.09		6.23		6.50		6.36		2.00		6.50				5.60		4.99		4.84		4.76		4.17		0.11		5.60				1.36				3.05		3.03		3.01		0.15		3.05				3.91				3.91





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week Dec 2		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week Dec 9		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week Dec 16		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week Dec 23		30-Dec		31-Dec				Week Dec 30

		Calls Received		22367														166		166				1122		922		929		910		890		140		4913				1201		1317		1430		1976		2343		1544		9811				850		685		597		596		660		89		3477				202				851		564		1185		159		2961				1039				1039

		Calls Handled		15748														106		106				813		728		673		658		687		117		3676				900		1003		862		1046		1027		1190.2193126023		6029				697.7906976744		567		501		504		547		81		2898				192				723		434.3523920653		759		115		2223				816				816

		Calls Abandoned		5880														60		60				271		166		213		224		172		23		1069				238		265		479		850		1243		321.7719585379		3397				126.511627907		96		85		89		99		6		502				10				111		116.4854142357		374		42		653				199				199

		Abandon %		23.42%														36.14%		36.14%				24.15%		18.00%		22.93%		24.62%		19.33%		16.43%		20.91%				19.82%		20.12%		33.50%		43.02%		53.05%		20.84%		31.73%				14.88%		14.01%		14.24%		14.93%		15.00%		6.74%		13.30%				4.95%				13.04%		20.65%		31.56%		26.42%		19.32%				19.15%				19.15%

		Avg Time to Abandon		0:19:39														0:25:30		0:25:30				0:14:32		0:13:19		0:17:12		0:18:09		0:14:24		0:20:08		0:16:17				0:16:47		0:21:12		0:30:34		0:40:21		0:41:36		0:17:20		0:27:58				0:13:25		0:12:05		0:11:36		0:12:06		0:12:16		0:21:23		0:13:48				0:08:31				0:10:10		0:13:23		0:22:31		0:21:05		0:15:08				0:19:12				0:19:12

		Average Wait Time (>5 min)		0:41:45														0:53:04		0:53:04				0:46:53		0:34:23		0:42:50		0:42:49		0:41:20		0:31:48		0:40:00				0:47:48		0:43:03		1:08:42		1:36:27		1:24:00		0:39:29		1:03:14				0:31:41		0:25:51		0:20:28		0:20:56		0:22:40		0:19:18		0:23:29				0:07:15				0:26:03		0:24:51		0:48:45		0:44:10		0:30:12				0:40:32				0:40:32

		Max Wait Time		2:08:12														1:33:05		1:33:05				1:15:42		1:01:34		1:14:52		1:22:53		1:14:19		1:10:53		1:22:53				1:15:13		1:35:35		1:56:40		2:03:41		2:08:12		1:43:24		2:08:12				1:01:01		0:59:50		0:54:07		1:03:47		0:51:17		0:54:57		1:03:47				0:36:37				0:51:44		0:54:42		1:25:35		1:36:39		1:36:39				1:24:42				1:24:42

		Service Level (<95% calls under 5 min)		16.30%														13.25%		13.25%				11.71%		10.39%		9.96%		12.23%		12.53%		18.57%		12.57%				9.80%		0.00%		14.85%		14.08%		15.44%		11.42%		10.93%				12.69%		11.39%		23.26%		15.18%		18.77%		28.74%		18.34%				68.32%				14.30%		18.93%		11.95%		18.47%		26.39%				22.32%				22.32%

		Talk Time (Avg)		0:15:24														0:18:38		0:18:38				0:15:33		0:14:59		0:15:38		0:16:03		0:16:03		0:18:30		0:16:07				0:15:02		0:15:34		0:15:27		0:15:40		0:15:39		0:15:22		0:15:27				0:13:06		0:14:12		0:13:44		0:14:07		0:13:29		0:12:45		0:13:33				0:13:13				0:14:00		0:12:18		0:12:45		0:13:52		0:13:13				0:14:45				0:14:45

		Call Handle Time (Avg)		0:22:52														0:26:03		0:26:03				0:23:29		0:22:51		0:23:47		0:24:19		0:23:39		0:25:45		0:23:58				0:22:00		0:22:58		0:23:31		0:22:40		0:22:51		0:22:36		0:22:46				0:20:21		0:22:21		0:21:21		0:22:32		0:21:10		0:20:04		0:21:18				0:21:29				0:21:27		0:18:38		0:19:44		0:20:13		0:20:18				0:21:25				0:21:25

		Percent. calls transferred by vendor		41.19%														12:20:03		51.39%				9:04:44		8:27:19		8:46:53		8:35:17		8:54:13		10:03:35		8:58:40				7:11:16		8:49:26		8:47:11		9:31:22		10:23:31		9:03:20		8:57:41				9:00:23		9:04:40		9:08:57		8:56:03		9:08:43		12:08:10		9:34:30				9:06:46				9:56:54		6:38:53		6:39:08		11:53:16		36.87%				10:36:39				44.21%

		Max Agents		70.88														4.62		4.62				22.57		36.99		36.46		35.77		36.67		6.51		36.99				45.75		52.44		46.37		54.55		59.69		70.88		70.88				32.00		28.43		24.05		25.46		25.87		3.61		32.00				9.16				35.55		28.23		34.33		5.16		35.55				39.87				39.87

		Avg Agents		32.0393522219



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week Dec 2		9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week Dec 9		16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week Dec 16		23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week Dec 23		30-Dec		31-Dec				Week Dec 30

		Busy		11														0		0				0		0		3		3		0		0		6				0		0		1		0		0		0		1				0		0		0		0		2		0		2				0				0		2		0		0		2				0				0

		Caller canceled		58														0		0				1		2		1		4		3		0		11				2		7		5		8		8		8		38				1		2		0		0		0		0		3				0				0		1		4		0		5				1				1

		Connected		7178														0		0				425		325		354		343		331		36		1814				475		481		555		698		718		560		3487				312		224		116		145		149		14		960				14				243		86		188		35		566				351				351

		Error		28														0		0				0		2		1		4		0		0		7				0		0		1		4		0		0		5				1		0		0		0		0		0		1				0				0		11		4		0		15				0				0

		Invalid Number		114														0		0				8		8		4		4		4		0		28				6		11		13		15		0		0		45				8		5		5		1		3		0		22				0				3		6		4		0		13				6				6

		No Answer		613														0		0				45		43		36		38		23		1		186				43		39		68		74		43		33		300				15		15		6		4		14		1		55				0				10		9		27		1		47				25				25

		No Response		1011														0		0				45		37		50		59		46		1		238				44		66		92		168		60		48		478				56		36		8		12		22		3		137				1				39		19		24		9		92				66				66

		Total Requests		9013														0		0				524		417		449		455		407		38		2290				570		604		735		967		829		649		4354				393		282		135		162		190		18		1180				15				295		134		251		45		740				449				449

		% Connected 		80.60%														0%		na				81%		78%		79%		75%		81%		95%		82%				83%		80%		76%		72%		87%		86%		81%				79%		79%		86%		90%		78%		78%		82%				93%				82%		64%		75%		78%		79%				78%				0.78















Nov 2018

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg										CCIIO

				Month		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 28		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week Nov 4		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week Nov 11		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week  Nov 18		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25														Daily

		Calls Received (MNsure)		39287										2422		1595		191		4208				2219		1628		1767		1649		1432		165		8860				1267		1959		1757		1624		1543		198		8348				901		1708		1327		0		0		169		5137				3080		2386		2251		2179		2515				12734				28601						6427		2378		2378		2378		2966		2617		2539		2543		2399		4010		3582		3906		4980		5773

		Calls Handled		38746										2421		1595		191		4207				2218		1628		1767		1649		1432		164		8858				1259		1947		1755		1624		1532		198		8315				1922		1696		1305		0		0		169		5092				2933		2379		2233		2144		2263				12274										6425		53.28%		1267

		Calls Abandoned		480										0		0		0		0				0		0		0		0		0		1		1				5		11		0		0		11		0		27				11		10		17		0		0		0		38				128		7		13		28		238				414										0

		Abandon % (>5%)(Less Short Aban)		0.72%										0.00%		0.00%		0.00%		0.00%				0.00%		0.00%		0.00%		0.00%		0.00%		0.61%		0.10%				0.39%		0.56%		0.00%		0.00%		0.71%		0.00%		0.28%				0.57%		0.59%		1.28%		0.00%		0.00%		0.00%		0.61%				4.16%		0.29%		0.58%		1.28%		9.46%				2.63%										0%

		Avg Time to Abandon		0:01:22										0:00:00		0:00:00		0:00:00		0:00:00				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:01:13		0:00:12				0:02:30		0:03:48		0:00:00		0:00:00		0:01:57		0:00:00		0:01:22				0:04:28		0:02:38		0:01:22		0:00:00		0:00:00		0:00:00		0:02:07				0:03:23		0:03:21		0:03:07		0:01:54		0:07:27				0:03:12										0:00:00

		Average Wait Time (>5 min)		0:00:20										0:00:01		0:00:01		0:00:01		0:00:01				0:00:01		0:00:01		0:00:02		0:00:01		0:00:01		0:00:38		0:00:07				0:00:12		0:00:12		0:00:01		0:00:01		0:00:14		0:00:01		0:00:06				0:00:13		0:00:11		0:00:40		0:00:00		0:00:00		0:00:01		0:00:16				0:01:39		0:00:05		0:00:17		0:00:51		0:03:44				0:01:13				0:00:11						0:00:01								0:00:09

		Max Wait Time		0:35:15										0:01:15		0:00:09		0:00:01		0:01:15				0:00:44		0:00:09		0:02:53		0:01:46		0:00:02		0:04:52		0:04:52				0:05:41		0:10:28		0:00:59		0:01:10		0:09:38		0:00:02		0:10:28				0:08:56		0:08:58		0:07:23		0:00:00		0:00:00		0:00:02		0:08:58				0:15:09		0:10:25		0:12:16		0:07:46		0:35:15				0:35:15										0:01:15

		Service Level (<95% calls under 5 min)		97.62%										100.00%		100.00%		100.00%		100.00%				100.00%		100.00%		100.00%		100.00%		100.00%		99.39%		99.90%				98.66%		98.11%		100.00%		100.00%		98.19%		100.00%		99.16%				98.50%		98.36%		96.74%		0.00%		0.00%		100.00%		98.40%				85.02%		99.20%		98.62%		97.74%		65.23%				90.66%										100%

		Talk Time (Avg)		0:07:50										0:08:15		0:08:27		0:08:30		0:08:24				0:07:50		0:07:54		0:07:56		0:07:57		0:07:51		0:07:34		0:07:50				0:07:34		0:08:05		0:07:57		0:07:53		0:07:56		0:08:10		0:07:55				0:07:49		0:07:34		0:07:34		0:00:00		0:00:00		0:07:51		0:07:42				0:07:33		0:07:35		0:07:17		0:07:36		0:07:33				0:07:20										0:08:30

		Call Handle Time (Avg)		0:09:42										0:09:52		0:10:06		0:09:57		0:09:58				0:09:39		0:09:25		0:09:30		0:09:25		0:09:20		0:08:56		0:09:22				0:09:02		0:09:27		0:09:20		0:09:18		0:09:20		0:09:32		0:09:19				0:09:11		0:09:00		0:17:16		0:00:00		0:00:00		0:09:04		0:11:07				0:08:55		0:08:59		0:08:35		0:09:00		0:08:50				0:08:44										0:10:06

		Transfer Out		na										na		na		na		na				na		na		na		na		na		na		na				na		na		na		na		na		na		na				na		na		na		0		0		na		na				na		na		na		na		na				na

		First Call Resolution %		85.22%										85.03%		85.65%		80.09%		83.59%				95.74%		85.74%		83.87%		85.80%		86.71%		78.15%		86.00%				87.43%		87.40%		86.61%		79.08%		85.06%		81.75%		84.56%				85.43%		85.83%		85.08%		0.00%		0.00%		85.79%		85.53%				87.27%		85.81%		86.35%		85.06%		89.17%				86.45%																Date Range		Calls

		Complaints Received		4										1		0		0		1				0		0		0		0		0		0		0				1		0		0		0		0		0		1				0		0		0		0		0		0		0				1		0		1		0		0				2										1						Average Daily Call Volume 11/1-11/13		1,834

		Complaints Resolved		7										1		0		0		1				0		1		0		0		0		0		1				1		0		0		1		2		0		4				0		0		0		0		0		0		0				0		0		0		1		0				1										1						Average Daily Call Volume 11/1-11/2		2,009

		Helpline (Transfers from Vendor)		14656										920		530		76		1526				816		594		637		601		505		51		3204				463		660		652		609		600		82		3066				722		691		525		0		0		0		1938				1075		922		828		898		1033				4922										2342						Average Daily Call Volume 11/5-11/9		1,739

		Short Abandon (under 60 seconds)		130										1		0		0		1				1		0		0		0		0		0		1				0		0		2		0		0		0		2				2		4		9		0		0		0		15				56		2		6		14		33				111										2						Average Daily Call Volume 11/11-11/13		1,959

		% of calls answered in under 10 minutes		99.02%										100.00%		100.00%		100.00%		100.00%				100.00%		100.00%		100.00%		100.00%		100.00%		99.39%		99.90%				99.37%		99.18%		100.00%		100.00%		99.29%		100.00%		99.64%				99.53%		99.53%		99.01%		0.00%		0.00%		100.00%		99.52%				95.77%		99.71%		99.24%		99.03%		82.72%				96.03%										100%

		Occupany		54.28%										55.38%		50.20%		15.58%		40.39%				59.51%		44.06%		47.65%		45.90%		42.19%		50.42%		48.29%				58.39%		64.96%		60.92%		50.99%		54.26%		31.20%		53.45%				65.61%		66.03%		57.42%		0.00%		0.00%		25.08%		53.54%				92.40%		73.39%		71.60%		75.66%		84.61%				75.76%										45%

		Max Agents		115.00										115.00		89.26		63.28		115.00				101.92		95.00		97.92		92.00		82.00		13.00		101.92				79.27		58.62		0.00		83.41		72.38		15.53		83.41				75.78		72.93		64.31		0.00		0.00		17.66		75.78				83.75		84.38		81.20		75.33		66.41				84.38										115

		Avg Agents		64.6286591809



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 28		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week Nov 4		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week Nov 11		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week  Nov 18		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		30-Sep

		Calls Received (MNsure)		5739										257		216		31		504				277		236		270		269		219		29		1300				212		295		280		259		242		19		1307				312		321		249								882				300		329		344		368		366				1746												348		OE6 daily Avg				387		384		367		346		342		574		586		604		596		626

		Calls Handled		5392										251		216		31		498				274		227		261		262		216		29		1269				208		288		267		246		230		19		1258				293		299		228								820				284		292		292		325		317				1547												0.6091954023		212

		Calls Abandoned		308										3		0		0		3				1		8		8		4		3		0		24				3		6		12		13		11		0		45				18		20		21								59				15		33		47		34		46				177

		Abandon % (>5%)(Less Short Aban)		4.19%										1.17%		0.00%		0.00%		0.39%				0.36%		3.39%		2.96%		1.49%		1.37%		0.00%		1.60%				1.42%		2.03%		4.29%		5.02%		4.55%		0.00%		2.89%				5.77%		6.23%		8.43%								6.81%				5.00%		10.03%		13.66%		9.24%		12.57%				9.27%

		Avg Time to Abandon		0:03:08										0:02:50		0:00:00		0:00:00		0:00:56				0:04:24		0:01:44		0:06:56		0:01:26		0:03:35		0:00:00		0:03:00				0:02:59		0:02:18		0:04:16		0:03:15		0:04:37		0:00:00		0:02:54				0:04:49		0:03:08		0:05:34								0:04:30				0:03:24		0:02:31		0:06:53		0:04:44		0:06:17				0:04:19

		Average Wait Time (>5 min)		0:01:44										0:00:15		0:00:08		0:00:12		0:00:11				0:00:13		0:01:04		0:01:22		0:01:07		0:00:39		0:00:01		0:00:44				0:00:39		0:00:54		0:01:30		0:01:21		0:02:34		0:00:18		0:01:12				0:02:45		0:01:55		0:03:07								0:02:35				0:01:45		0:03:35		0:07:00		0:05:08		0:05:05				0:03:55

		Max Wait Time		0:29:34										0:07:48		0:05:09		0:03:05		0:07:48				0:04:04		0:07:23		0:20:36		0:17:23		0:07:02		0:00:05		0:20:36				0:08:27		0:11:37		0:10:57		0:12:01		0:17:05		0:05:27		0:17:05				0:17:37		0:10:48		0:24:17								0:24:17				0:14:16		0:17:36		0:28:20		0:29:34		0:26:51				0:29:34

		Service Level (<95% calls under 5 min)		86.37%										97.67%		99.54%		100.00%		99.07%				99.64%		92.34%		87.04%		92.94%		97.26%		100.00%		94.87%				97.63%		95.59%		87.86%		91.12%		75.21%		94.74%		90.36%				74.04%		82.87%		76.71%								77.87%				88.00%		70.82%		51.02%		55.74%		62.84%				69.69%

		Talk Time (Avg)		0:09:16										0:08:26		0:08:56		0:13:45		0:10:22				0:08:17		0:08:44		0:08:12		0:08:50		0:09:56		0:10:59		0:09:09				0:08:20		0:09:20		0:08:17		0:08:53		0:09:36		0:07:46		0:08:42				0:08:20		0:08:25		0:09:19								0:08:41				0:08:46		0:09:33		0:09:09		0:09:07		0:09:00				0:09:26

		Call Handle Time (Avg)		0:12:41										0:11:43		0:12:38		0:16:40		0:13:40				0:11:51		0:12:04		0:11:46		0:12:40		0:13:41		0:14:30		0:12:45				0:12:06		0:12:50		0:11:44		0:12:35		0:13:32		0:11:26		0:12:22				0:11:30		0:11:45		0:12:49								0:12:01				0:12:09		0:12:55		0:12:16		0:12:13		0:12:12				0:12:36

		Max Agents		8.82										7.33		6.67		1.15		7.33				7.66		6.45		6.82		7.38		6.56		4.00		7.66				5.59		8.22		6.96		6.88		6.91		0.48		8.22				7.49		7.81		6.49								7.81				7.96		8.52		7.96		8.82		8.59				8.82





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 28		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week Nov 4		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week Nov 11		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week  Nov 18		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		30-Sep

		Calls Received (MNsure)		6332										360		277		46		683				353		292		298		350		277		15		1585				273		336		352		314		287		17		1579				341		302		256								899				299		290		347		301		309				1586												325		OE6 daily Avg				314		345		314		346		319		361		397		365		397		392

		Calls Handled		5272										295		226		44		565				274		248		252		276		249		15		1314				250		264		289		276		235		16		1330				273		256		228								757				240		240		272		251		264				1306												0.84		273

		Calls Abandoned		1044										65		50		2		117				78		44		45		73		28		0		268				22		70		61		38		52		0		243				66		46		28								140				58		49		74		50		44				276

		Abandon % (>5%)(Less Short Aban)		14.09%										18.06%		18.05%		4.35%		13.49%				22.10%		15.07%		15.10%		20.86%		10.11%		0.00%		13.87%				8.06%		20.83%		17.33%		12.10%		18.12%		0.00%		12.74%				19.35%		15.23%		10.94%								15.17%				19.40%		16.90%		21.33%		16.61%		14.24%				15.16%

		Avg Time to Abandon		0:04:12										0:04:34		0:05:10		0:00:10		0:03:18				0:05:44		0:04:38		0:04:07		0:04:58		0:04:37		0:00:00		0:04:00				0:02:53		0:04:22		0:05:22		0:04:10		0:05:18		0:00:00		0:03:40				0:05:11		0:04:21		0:04:28								0:04:40				0:04:46		0:04:46		0:06:27		0:04:23		0:04:04				0:05:21

		Average Wait Time (>5 min)		0:06:26										0:08:20		0:06:03		0:00:42		0:05:01				0:10:49		0:05:12		0:06:41		0:09:02		0:04:59		0:00:10		0:06:08				0:03:26		0:09:49		0:08:13		0:07:41		0:07:51		0:00:03		0:06:10				0:08:07		0:07:11		0:07:10								0:07:29				0:12:06		0:09:33		0:10:10		0:05:21		0:05:52				0:07:20

		Max Wait Time		0:33:23										0:26:23		0:00:00		0:04:54		0:26:23				0:33:23		0:19:38		0:18:15		0:25:02		0:17:25		0:02:05		0:33:23				0:17:49		0:23:19		0:27:56		0:21:20		0:20:15		0:00:13		0:27:56				0:27:47		0:20:48		0:20:38								0:27:47				0:33:03		0:21:17		0:31:29		0:18:04		0:24:56				0:33:03

		Service Level (<95% calls under 5 min)		52.25%										38.06%		58.33%		100.00%		65.46%				31.25%		58.22%		41.61%		36.86%		58.48%		100.00%		54.40%				73.53%		27.16%		36.08%		35.99%		36.59%		100.00%		51.56%				37.24%		46.03%		40.23%								41.17%				24.41%		33.10%		35.16%		53.49%		58.25%				48.65%

		Talk Time (Avg)		0:05:00										0:05:11		0:05:02		0:05:19		0:05:10				0:05:35		0:05:12		0:06:09		0:05:53		0:04:49		0:03:12		0:05:08				0:04:24		0:05:16		0:04:57		0:05:07		0:04:31		0:03:14		0:04:34				0:05:06		0:04:55		0:04:36								0:04:52				0:04:44		0:04:59		0:05:26		0:04:59		0:04:39				0:05:16

		Call Handle Time (Avg)		0:08:23										0:08:51		0:08:17		0:08:01		0:08:23				0:08:41		0:08:43		0:09:50		0:09:27		0:08:14		0:05:58		0:08:28				0:07:35		0:08:34		0:08:24		0:08:44		0:08:25		0:06:02		0:07:57				0:08:47		0:08:08		0:08:03								0:08:19				0:08:31		0:08:42		0:08:46		0:08:45		0:07:52				0:08:48

		Max Agents		5.70										5.37		3.79		0.84		5.37				5.09		4.36		5.38		5.70		4.04		2.00		5.70				4.36		5.05		5.37		5.49		4.37		0.30		5.49				5.39		4.30		4.00								5.39				4.62		4.87		5.43		5.49		4.62				5.49





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 28		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week Nov 4		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week Nov 11		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week  Nov 18		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		30-Sep										911		OE6 daily Avg

		Calls Received		14656										920		530		76		1526				816		594		637		601		505		51		3204				463		660		652		609		600		82		3066				722		691		525								1938				1075		922		828		898		1033				4922												47.6575192097		463				1122		922		929		910		890		1201		1317		1430		1976		2343

		Calls Handled		12264										908		525		75		1508				810		593		542		540		491		51		3027				449		640		598		535		443		81		2746				676		597		486								1759				805		650		606		636		421				3224

		Calls Abandoned		2133										8		3		0		11				5		0		86		53		11		0		155				7		18		53		63		145		1		287				42		86		35								163				237		240		183		207		590				1517

		Abandon %		10.42%										0.87%		0.57%		0.00%		0.48%				0.61%		0.00%		13.50%		8.82%		2.18%		0.00%		4.19%				1.51%		2.73%		8.13%		10.34%		24.17%		1.22%		8.02%				5.82%		12.45%		6.67%								8.31%				22.05%		26.03%		22.10%		23.05%		57.12%				31.08%

		Avg Time to Abandon		0:07:20										0:01:21		0:05:02		0:00:00		0:02:07				0:03:18		0:00:00		0:11:51		0:05:21		0:06:47		0:00:00		0:04:32				0:04:09		0:04:59		0:09:28		0:06:54		0:15:03		0:00:38		0:06:51				0:07:26		0:08:02		0:05:55								0:07:07				0:12:09		0:15:48		0:18:43		0:18:02		0:06:10				0:16:03

		Average Wait Time (>5 min)		0:12:28										0:00:48		0:00:19		0:00:01		0:00:22				0:01:30		0:00:44		0:15:55		0:09:20		0:02:36		0:00:01		0:05:01				0:02:02		0:04:24		0:07:49		0:10:58		0:30:29		0:01:04		0:09:27				0:06:33		0:14:34		0:10:22								0:10:29				0:39:23		0:43:47		0:32:09		0:35:48		0:18:03				0:37:02				0:08:21

		Max Wait Time		1:33:05										0:08:09		0:14:05		0:00:09		0:14:05				0:12:37		0:16:30		0:54:00		0:30:47		0:18:26		0:00:08		0:54:00				0:24:50		0:25:53		0:35:40		0:32:47		1:02:42		0:08:57		1:02:42				0:34:03		0:48:05		0:44:57								0:48:05				1:16:50		0:59:40		1:12:06		1:11:47		0:47:15				1:33:05

		Service Level (<95% calls under 5 min)		55.85%										95.42%		96.78%		100.00%		97.40%				85.03%		93.93%		21.96%		28.67%		77.62%		100.00%		67.87%				80.74%		64.80%		41.56%		17.88%		14.97%		91.46%		51.90%				55.29%		19.47%		49.52%								41.43%				12.79%		13.87%		17.82%		14.35%		51.72%				20.63%

		Talk Time (Avg)		0:16:33										0:16:10		0:16:18		0:17:42		0:16:43				0:15:33		0:15:12		0:17:39		0:15:21		0:16:07		0:19:21		0:16:32				0:15:15		0:16:20		0:16:47		0:17:40		0:16:47		0:13:59		0:16:08				0:15:30		0:17:18		0:16:33								0:16:27				0:16:35		0:16:45		0:16:29		0:16:00		0:17:22				0:16:58

		Call Handle Time (Avg)		0:25:46										0:24:28		0:25:07		0:27:39		0:25:44				0:23:34		0:23:48		0:28:23		0:25:19		0:25:28		0:30:21		0:26:08				0:26:10		0:25:41		0:26:47		0:27:23		0:27:22		0:21:41		0:25:50				0:24:29		0:26:59		0:25:45								0:25:44				0:24:55		0:25:21		0:25:08		0:23:52		0:27:02				0:25:23

		Percent. calls transferred by vendor		37.93%										9:06:59		7:58:29		9:32:59		37.00%				8:49:32		8:45:24		8:39:07		8:44:49		8:27:49		7:25:05		8:28:37				8:46:13		8:05:08		8:54:21		9:00:00		9:19:56		9:56:21		9:00:20				8:57:51		9:42:34		9:29:42								9:23:22				8:22:35		9:16:26		8:49:41		9:53:26		9:51:27				9:45:36

		Max Agents		76.00										76.00		75.94		23.98		76.00				75.94		72.00		46.63		40.00		43.30		9.06		75.94				22.92		21.05		21.32		11.98		9.59		3.46		22.92				15.07		15.10		10.02								15.10				24.25		19.43		18.50		15.01		9.03				24.25

		Avg Agents		29.5461405433



		CCB		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 28		4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week Nov 4		11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week Nov 11		18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week  Nov 18		25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week Nov 25		30-Sep

		Busy		3										0		0		0		0		0		0		0		1		0		0		0		1				0		1		0		0		0		0		1				0		0		0								0				0		1		0		0		0				1

		Caller canceled		14										0		0		0		0		0		0		0		1		0		0		0		1				0		0		0		2		0		0		2				1		2		0								3				4		1		1		2		0				8

		Connected		1874										0		0		0		0		0		0		0		108		60		0		0		168				7		27		22		56		170		0		282				39		114		77								230				276		271		225		255		167				1194

		Error		17										0		0		0		0		0		0		0		0		0		0		0		0				6		0		0		0		1		0		7				0		1		0								1				0		1		1		7		0				9

		Invalid Number		47										0		0		0		0		0		0		0		0		6		0		0		6				1		0		0		2		5		0		8				1		4		0								5				5		9		7		6		1				28

		No Answer		142										0		0		0		0		0		0		0		9		0		0		0		9				3		2		2		3		9		0		19				6		12		8								26				24		19		17		20		8				88

		No Response		272										0		0		0		0		0		0		0		9		7		0		0		16				4		2		4		11		27		0		48				2		11		6								19				41		51		37		43		17				189

		Total Requests		2369										na		na		na		na		0		0		0		128		73		0		0		201				21		32		28		74		212		0		367				49		144		91								284				350		353		288		333		193				1517

		% Connected 		79%										na		na		na		na		na		na		na		84%		82%		na		na		83%				33%		84%		79%		76%		80%		na		70%				80%		79%		85%								81%				79%		77%		78%		77%		87%				79%













Oct 2018

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg								CCIIO

				Month		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week Sep 30		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week Oct 7		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week Oct 14		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week Oct 21		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 29

		Calls Received (MNsure)		34429				1416		1341		1128		1057		1033				5975				1214		1148		1381		1338		1458				6539				2310		1766		1697		1774		1754				9301				1833		1588		1384		1396		1386				7587				1755		1575		1697								5027																7635

		Calls Handled		33126				1409		1334		1127		1057		1032				5959				1213		1136		1178		1265		1411				6203				1826		1650		1508		1751		1697				8432				1831		1587		1382		1390		1376				7566				1700		1573		1693								4966

		Calls Abandoned		392				0		0		0		0		0				0				0		0		50		11		3				64				188		81		11		23		20				323				0		0		0		0		0				0				5		0		0								5

		Abandon % (>5%)(Less Short Aban)		0.84%				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%				0.00%		0.00%		3.62%		0.82%		0.21%				0.93%				8.14%		4.59%		0.65%		1.30%		1.14%				3.16%				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%				0.28%		0.00%		0.00%								0.09%

		Avg Time to Abandon		0:04:54				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00				0:00:00		0:00:00		0:02:12		0:12:23		0:15:03				0:05:55				0:11:21		0:18:54		0:14:25		0:00:00		0:10:13				0:10:58				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00				0:22:52		0:00:00		0:00:00								0:07:37

		Average Wait Time (>5 min)		0:01:04				0:00:17		0:00:10		0:00:02		0:00:00		0:00:04				0:00:06				0:00:01		0:00:28		0:04:57		0:02:15		0:00:53				0:01:42				0:07:51		0:02:25		0:03:27		0:00:18		0:01:03				0:03:00				0:00:08		0:00:03		0:00:02		0:00:09		0:00:19				0:00:08				0:00:55		0:00:06		0:00:10								0:00:23																0:03:16

		Max Wait Time		0:21:38				0:02:29		0:02:24		0:01:46		0:00:09		0:02:22				0:02:29				0:01:36		0:04:54		0:14:00		0:13:03		0:11:28				0:14:00				0:21:38		0:13:08		0:14:05		0:05:32		0:10:41				0:21:38				0:02:56		0:01:37		0:01:57		0:03:11		0:05:54				0:05:54				0:08:25		0:03:31		0:05:43								0:08:25

		Service Level (<95% calls under 5 min)		90.22%				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%				100.00%		100.00%		42.02%		73.82%		99.79%				83.13%				29.25%		77.82%		63.92%		98.75%		88.47%				71.64%				100.00%		100.00%		100.00%		100.00%		98.69%				99.74%				90.34%		100.00%		99.47%								96.60%

		Talk Time (Avg)		0:07:51				0:07:47		0:07:59		0:07:25		0:07:57		0:08:06				0:07:50				0:08:10		0:08:22		0:08:15		0:08:05		0:07:44				0:08:07				0:08:05		0:07:56		0:07:42		0:07:37		0:07:39				0:07:47				0:07:42		0:08:00		0:07:18		0:08:04		0:07:41				0:07:45				0:08:13		0:07:44		0:07:25								0:07:47

		Call Handle Time (Avg)		0:09:27				0:09:19		0:08:36		0:09:16		0:09:33		0:09:31				0:09:15				0:09:47		0:09:59		0:09:28		0:09:49		0:09:12				0:09:39				0:09:32		0:09:20		0:09:12		0:09:23		0:09:13				0:09:20				0:09:21		0:09:37		0:10:04		0:09:47		0:09:27				0:09:39				0:09:48		0:09:13		0:09:10								0:09:23

		Transfer Out		na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		84.83%				85.35%		86.20%		85.91%		86.04%		84.37%				85.57%				84.95%		85.74%		85.93%		84.43%		85.30%				85.27%				82.14%		84.26%		83.99%		85.81%		84.20%				84.08%				85.92%		85.10%		84.91%		83.91%		84.66%				84.90%				85.48%		83.56%		83.87%								84.30%

		Complaints Received		9				1		1		0		0		0				2				0		0		1		0		1				2				1		0		0		0		0				1				0		3		0		0		0				3				1		0		0								1

		Complaints Resolved		22				1		0		0		0		1				2				3		0		1		3		2				9				1		0		0		1		6				8				1		2		0		0		0				3				0		0		0								0

		Helpline (Transfers from Vendor)		11504				461		438		429		363		265				1956				367		335		380		396		415				1893				772		682		588		643		455				3140				679		587		476		504		350				2596				659		544		716								1919

		Short Abandon (under 60 seconds)		715				7		7		1		0		1				16				1		12		153		62		44				272				296		35		37		10		10				388				2		1		2		6		10				21				15		2		1								18

		% of calls answered in under 10 minutes		96.29%				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%				100.00%		100.00%		83.88%		96.39%		99.79%				96.01%				58.44%		91.16%		85.48%		99.26%		97.08%				86.28%				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%				97.70%		100.00%		99.82%								99.17%

		Max Agents		104.00				61.89		60.16		58.74		59.60		50.76				61.89				54.40		54.79		46.90		51.86		51.83				54.79				52.54		52.33		46.75		67.56		72.77				72.77				84.57		87.27		80.96		77.11		79.11				87.27				71.91		78.00		104.00								104

		Avg Agents		65.4710132055



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week Sep 30		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week Oct 7		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week Oct 14		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week Oct 21		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 29		30-Sep

		Calls Received (MNsure)		2608				100		120		99		105		100				524				112		116		112		124		113				577				109		109		107		106		109				540				99		110		99		96		112				516				152		144		155								451

		Calls Handled		2447				98		112		89		102		95				496				108		110		108		108		107				541				102		95		100		96		102				495				97		101		94		96		101				489				141		137		148								426

		Calls Abandoned		151				2		8		10		3		5				28				4		6		4		13		6				33				7		14		6		6		7				40				2		8		5		0		10				25				11		7		7								25

		Abandon % (>5%)(Less Short Aban)		5.71%				2.00%		6.67%		10.10%		2.86%		5.00%				5.33%				3.57%		5.17%		3.57%		10.48%		5.31%				5.62%				6.42%		12.84%		5.61%		5.66%		6.42%				7.39%				2.02%		7.27%		5.05%		0.00%		8.93%				4.65%				7.24%		4.86%		4.52%								5.54%

		Avg Time to Abandon		0:03:04				0:01:47		0:01:50		0:04:16		0:03:02		0:04:05				0:03:00				0:02:15		0:03:34		0:03:02		0:01:46		0:03:51				0:02:53				0:02:05		0:02:32		0:03:30		0:02:13		0:04:36				0:02:59				0:03:05		0:04:11		0:04:40		0:00:00		0:04:30				0:03:17				0:02:53		0:03:12		0:03:37								0:03:14

		Average Wait Time (>5 min)		0:02:20				0:01:05		0:01:46		0:01:44		0:01:04		0:02:03				0:01:32				0:01:25		0:01:42		0:01:47		0:01:27		0:03:32				0:01:58				0:02:49		0:02:47		0:02:48		0:02:30		0:03:57				0:02:58				0:01:04		0:03:16		0:03:23		0:02:34		0:03:13				0:02:42				0:02:46		0:01:36		0:03:13								0:02:31

		Max Wait Time		0:19:30				0:11:52		0:11:09		0:12:34		0:09:48		0:18:57				0:18:57				0:13:25		0:12:53		0:10:42		0:10:36		0:13:19				0:13:25				0:11:00		0:12:47		0:13:07		0:14:14		0:15:13				0:15:13				0:08:48		0:16:21		0:12:36		0:14:19		0:19:30				0:19:30				0:13:16		0:10:22		0:15:02								0:15:02

		Service Level (<95% calls under 5 min)		79.48%				93.00%		85.83%		84.85%		90.48%		83.00%				87.43%				85.71%		85.34%		88.39%		88.71%		67.26%				83.08%				77.06%		76.15%		71.96%		80.77%		65.14%				74.22%				90.91%		68.81%		66.67%		79.17%		75.00%				76.11%				75.00%		87.50%		67.10%								76.53%

		Talk Time (Avg)		0:09:17				0:06:52		0:09:27		0:08:57		0:09:20		0:09:36				0:08:50				0:07:38		0:08:22		0:07:47		0:07:57		0:08:38				0:08:04				0:08:16		0:08:44		0:08:42		0:09:53		0:10:16				0:09:10				0:08:38		0:09:42		0:09:12		0:10:02		0:10:35				0:09:37				0:10:20		0:10:03		0:11:47								0:10:43

		Call Handle Time (Avg)		0:13:03				0:09:39		0:12:55		0:12:09		0:12:29		0:13:04				0:12:03				0:11:22		0:12:59		0:11:29		0:11:04		0:12:00				0:11:46				0:12:19		0:12:47		0:12:10		0:14:30		0:13:43				0:13:05				0:11:54		0:13:06		0:13:07		0:13:34		0:14:56				0:13:19				0:14:35		0:14:20		0:16:05								0:15:00

		Max Agents		5.29				2.10		3.33		2.40		2.83		2.83				3.33				2.73		3.17		2.87		2.66		2.92				3.17				3.29		2.88		2.90		3.13		3.28				3.29				2.57		2.94		2.74		2.89		3.43				3.43				4.57		4.37		5.29								5





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week Sep 30		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week Oct 7		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week Oct 14		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week Oct 21		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 29		30-Sep

		Calls Received (MNsure)		5962				304		338		291		276		264				1473				228		274		259		260		198				1219				253		285		250		262		188				1238				264		244		261		267		195				1231				276		281		244								801

		Calls Handled		5264				281		280		266		234		212				1273				202		252		243		215		170				1082				243		262		231		229		180				1145				236		230		223		220		174				1083				240		231		210								681

		Calls Abandoned		679				22		54		24		41		50				191				26		20		16		42		27				131				10		23		19		33		8				93				28		13		37		47		21				146				35		49		34								118

		Abandon % (>5%)(Less Short Aban)		11.53%				7.24%		15.98%		8.25%		14.86%		18.94%				13.05%				11.40%		7.30%		6.18%		16.15%		13.64%				10.93%				3.95%		8.07%		7.60%		12.60%		4.26%				7.30%				10.61%		5.33%		14.18%		17.60%		10.77%				11.70%				12.68%		17.44%		13.93%								14.68%

		Avg Time to Abandon		0:03:52				0:03:24		0:04:07		0:02:37		0:03:56		0:03:49				0:03:34				0:04:17		0:04:26		0:01:56		0:03:48		0:04:52				0:03:51				0:01:19		0:03:26		0:02:25		0:03:23		0:03:58				0:02:54				0:04:08		0:03:13		0:06:05		0:04:30		0:04:29				0:04:29				0:04:19		0:05:16		0:03:59								0:04:31

		Average Wait Time (>5 min)		0:04:48				0:04:51		0:05:21		0:03:38		0:06:46		0:06:00				0:05:19				0:04:34		0:02:23		0:02:22		0:06:47		0:05:21				0:04:17				0:01:18		0:02:37		0:03:00		0:06:55		0:03:27				0:03:27				0:04:40		0:02:33		0:05:32		0:06:30		0:03:13				0:04:29				0:06:17		0:07:13		0:06:02								0:06:30

		Max Wait Time		0:32:12				0:13:48		0:15:34		0:14:38		0:17:41		0:19:41				0:19:41				0:20:29		0:15:10		0:12:27		0:21:53		0:20:39				0:21:53				0:13:36		0:12:38		0:14:24		0:22:10		0:17:02				0:22:10				0:24:05		0:14:42		0:29:59		0:18:49		0:13:33				0:29:59				0:20:38		0:32:12		0:24:29								0:32:12

		Service Level (<95% calls under 5 min)		62.29%				54.28%		50.00%		68.04%		38.91%		53.79%				53.00%				66.23%		83.21%		83.01%		42.69%		58.59%				66.75%				94.07%		79.30%		73.20%		42.37%		67.55%				71.30%				67.42%		81.15%		66.28%		47.19%		71.79%				66.77%				49.64%		55.87%		55.33%								53.61%

		Talk Time (Avg)		0:04:30				0:04:13		0:04:23		0:03:55		0:04:39		0:04:52				0:04:24				0:04:14		0:04:22		0:04:21		0:04:15		0:04:18				0:04:18				0:04:09		0:04:21		0:04:17		0:04:48		0:04:23				0:04:23				0:04:16		0:04:22		0:05:06		0:04:48		0:04:39				0:04:38				0:04:50		0:05:04		0:04:25								0:04:46

		Call Handle Time (Avg)		0:07:37				0:07:08		0:07:35		0:07:08		0:08:16		0:07:47				0:07:34				0:07:27		0:07:25		0:07:28		0:07:12		0:07:38				0:07:26				0:07:29		0:07:18		0:07:15		0:07:45		0:07:18				0:07:25				0:07:21		0:07:14		0:08:17		0:08:11		0:07:46				0:07:45				0:08:18		0:08:15		0:07:22								0:07:58

		Max Agents		4.68				4.01		4.20		3.87		4.68		4.07				4.68				3.03		3.77		3.70		3.22		2.21				3.77				3.74		3.85		3.37		3.79		2.38				3.85				3.23		3.15		3.59		3.76		2.52				3.76				4.41		3.81		3.16								4





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week Sep 30		7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week Oct 7		14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week Oct 14		21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week Oct 21		28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week Oct 29		30-Sep

		Calls Received		11504				461		438		429		363		265				1956				367		335		380		396		415				1893				772		682		588		643		455				3140				679		587		476		504		350				2596				659		544		716								1919

		Calls Handled		8215				332		272		285		290		190				1369				280		268		253		314		282				1397				547		492		408		331		345				2123				429		420		352		356		295				1852				519		476		479								1474

		Calls Abandoned		2987				115		149		134		70		68				536				78		62		124		79		123				466				207		168		162		297		99				933				220		153		116		125		48				662				123		65		202								390

		Abandon %		24.94%				24.95%		34.02%		31.24%		19.28%		25.66%				27.03%				21.25%		18.51%		32.63%		19.95%		29.64%				24.40%				26.81%		24.63%		27.55%		46.19%		21.76%				29.39%				32.40%		26.06%		24.37%		24.80%		13.71%				24.27%				18.66%		11.95%		28.21%								19.61%

		Avg Time to Abandon		0:14:53				0:18:59		0:18:53		0:17:01		0:09:30		0:16:05				0:16:05				0:11:31		0:14:10		0:21:19		0:14:16		0:10:34				0:14:22				0:19:24		0:15:47		0:16:18		0:20:53		0:13:21				0:17:08				0:19:26		0:13:48		0:12:35		0:14:35		0:10:24				0:14:09				0:11:24		0:08:38		0:18:07								0:12:43

		Average Wait Time (>5 min)		0:33:17				0:31:26		0:38:21		0:38:56		0:17:53		0:33:26				0:32:00				0:22:45		0:22:11		0:38:04		0:20:45		0:33:18				0:27:24				0:46:00		0:42:37		0:41:41		0:51:43		0:47:13				0:45:50				0:43:31		0:27:33		0:32:01		0:34:20		0:24:56				0:32:28				0:26:24		0:18:05		0:41:48								0:28:45

		Max Wait Time		1:41:55				1:10:56		0:59:11		1:15:47		0:47:40		0:51:59				1:15:47				1:00:21		0:52:14		1:07:28		0:59:08		0:57:15				1:07:28				1:40:27		1:14:40		1:10:35		1:41:55		1:31:06				1:41:55				1:24:27		1:03:38		1:05:56		0:57:46		0:46:11				1:24:27				0:58:47		0:35:53		1:08:57								1:08:57

		Service Level (<95% calls under 5 min)		13.38%				9.15%		12.32%		13.54%		23.89%		12.79%				14.34%				9.50%		12.39%		14.85%		7.58%		19.26%				12.72%				11.89%		12.41%		13.09%		19.02%		16.22%				14.53%				12.40%		12.37%		15.38%		13.66%		12.24%				13.21%				10.87%		12.36%		13.14%								12.12%

		Talk Time (Avg)		0:16:08				0:14:14		0:15:31		0:16:10		0:14:06		0:16:44				0:15:21				0:15:16		0:15:48		0:16:37		0:16:11		0:15:41				0:15:54				0:17:03		0:16:15		0:17:04		0:17:09		0:15:59				0:16:42				0:15:48		0:16:19		0:16:04		0:15:41		0:15:17				0:15:49				0:17:10		0:17:14		0:16:26								0:16:56

		Call Handle Time (Avg)		0:25:39				0:23:27		0:25:06		0:25:13		0:22:46		0:24:59				0:24:18				0:24:50		0:24:51		0:27:43		0:24:37		0:25:20				0:25:28				0:25:14		0:24:11		0:25:34		0:25:58		0:24:47				0:25:08				0:23:36		0:24:53		0:28:24		0:25:40		0:25:18				0:25:34				0:28:26		0:28:28		0:26:26								0:27:46

		Percent. calls transferred by vendor		34%				35%		33%		38%		34%		26%				33%				30%		29%		28%		30%		28%				29%				33%		39%		35%		36%		26%				34%				37%		37%		34%		36%		25%				34%				38%		35%		42%								38.09%

		Max Agents		22.94				17.77		15.21		16.56		14.11		10.31				17.77				15.67		15.08		15.45		17.14		13.88				17.14				22.94		20.56		16.90		13.47		13.74				22.94				15.65		16.83		15.85		14.71		10.19				16.83				17.02		15.78		16.58								17

		Avg Agents		15.7123029435





































6.23.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				1274		1129		1206		1052		1109				5770

				Calls Handled				920		919		840		875		821				4376

				Calls Abandoned				253		135		260		123		210				982

				Abandon % (>5%)(Less Short Aban)				18.98%		10.79%		20.90%		10.26%		15.59%				15.30%

				Avg Time to Abandon				0:14:43		0:20:13		0:16:16		0:15:35		0:18:36				0:17:04

				Average Wait Time (>5 min)				0:17:13		0:13:20		0:17:18		0:12:59		0:16:33				0:15:29

				Max Wait Time				0:59:42		1:34:22		1:13:19		1:14:55		1:26:12				1:34:22

				Service Level (<95% calls under 5 min)				35.10%		55.39%		32.83%		58.26%		31.02%				42.52%

				Talk Time (Avg)				0:10:31		0:10:16		0:09:54		0:10:29		0:10:19				0:10:18

				Call Handle Time (Avg)				0:14:14		0:13:52		0:13:38		0:13:57		0:13:30				0:13:50

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				78.72%		81.00%		80.19%		79.87%		75.78%				79.11%

				Complaints Received				1		0		1		1		0				3						 

				Complaints Resolved				3		0		0		0		0				3

				Helpline (Transfers from Vendor/other)				167		161		211		171		229				939

		 		Short Abandon (under 60 seconds)				23		18		24		14		13				92

				% of calls answered in under 10 minutes				45.07%		72.53%		43.14%		67.79%		49.99%				55.71%

				Occupancy				0.91%		0.85%		89.79%		0.82%		0.87%				18.65%

				Max Agents				19		21		18		23		20				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				159		132		120		162		177				750

				Calls Handled				145		127		111		149		168				700						Top 5 Call Reasons

				Calls Abandoned				14		5		8		13		8				48

				Abandon % (>5%)(Less Short Aban)				8.81%		3.79%		6.67%		8.02%		4.52%				6.36%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:22		0:01:34		0:07:20		0:04:38		0:01:32				0:03:41

				Average Wait Time (>5 min)				0:03:43		0:02:40		0:02:41		0:04:20		0:02:21				0:03:09						x		x

				Max Wait Time				0:16:03		0:17:03		0:12:33		0:19:47		0:15:15				0:19:47						x		x

				Service Level (<95% calls under 5 min)				40.88%		47.73%		45.38%		33.95%		50.57%				43.70%						x		x

				Talk Time (Avg)				0:08:32		0:09:41		0:09:46		0:11:25		0:09:33				0:09:47						x		x

				Call Handle Time (Avg)				0:12:58		0:13:15		0:14:18		0:15:38		0:12:46				0:13:47						x		x

				Max Agents				4.18		3.74		3.56		5.53		4.79				6				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				279		247		265		271		192				1254

				Calls Handled				243		221		240		236		180				1120						Top 5 Call Reasons

				Calls Abandoned				36		25		25		35		11				132

				Abandon % (>5%)(Less Short Aban)				12.90%		10.12%		9.43%		12.92%		5.73%				10.22%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:38		0:02:54		0:04:16		0:03:33		0:02:55				0:03:27

		 		Average Wait Time (>5 min)				0:05:54		0:03:49		0:04:48		0:04:21		0:03:43				0:04:31						x		x

				Max Wait Time				0:19:02		0:14:46		0:17:06		0:20:40		0:20:12				0:20:40						x		x

				Service Level (<95% calls under 5 min)				27.24%		31.17%		36.60%		31.37%		40.62%				33.40%						x		x

				Talk Time (Avg)				0:04:36		0:04:15		0:04:05		0:04:29		0:04:29				0:04:22						x		x

				Call Handle Time (Avg)				0:07:57		0:07:01		0:07:04		0:07:19		0:06:55				0:07:15						x		x

				Max Agents				2.85		2.50		2.37		2.76		1.69				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Calls Received				167		161		211		171		229				939

				Calls Handled				108		115		133		120		127				602

				Calls Abandoned				54		42		70		46		94				305

				Abandon % (>5%)(Less Short Aban)				32.37%		25.93%		32.95%		26.61%		41.19%				31.81%

				Avg Time to Abandon				0:16:31		0:21:04		0:18:09		0:16:05		0:20:07				0:18:23

				Average Wait Time (>5 min)				0:33:31		0:31:21		0:31:59		0:33:34		0:43:21				0:34:45

				Max Wait Time				0:59:42		1:34:22		1:13:19		1:14:55		1:26:12				1:34:22

				Service Level (<95% calls under 5 min)				7.16%		6.83%		16.01%		6.13%		5.80%				8.39%

				Talk Time (Avg)				0:12:33		0:11:42		0:12:05		0:12:55		0:14:32				0:12:45

				Call Handle Time (Avg)				0:19:57		0:19:04		0:19:34		0:20:26		0:22:04				0:20:13

				Percent. calls transferred by vendor				13.11%		14.26%		17.50%		16.25%		20.65%				16.35%

				Max Agents				19.81		18.59		18.91		17.90		17.40				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		Week

				Busy		 		2		0		1		0		1				4

				Caller canceled				0		1		1		1		1				4

				Connected				289		246		264		236		262				1297

				Error				4		0		1		0		1				6

				Invalid Number				0		0		2		0		0				2

				No Answer				12		20		28		17		18				95

				No Response				26		27		16		29		28				126

				Total Requests				333		294		313		283		311				1534

				% Connected				87%		84%		84%		83%		84%				84.49%

																						 



























































































































































































6.17.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				1052		1168		1188		1016		924				5348

				Calls Handled				850		914		840		835		750				4189

				Calls Abandoned				134		166		243		114		139				796

				Abandon % (>5%)(Less Short Aban)				11.91%		12.38%		18.05%		10.34%		12.56%				13.05%

				Avg Time to Abandon				0:12:29		0:13:36		0:16:43		0:13:49		0:17:42				0:14:52

				Average Wait Time (>5 min)				0:09:45		0:13:39		0:20:16		0:11:18		0:13:32				0:13:42

				Max Wait Time				0:48:32		1:15:26		1:24:10		1:03:00		1:12:41				1:24:10

				Service Level (<95% calls under 5 min)				52.49%		47.72%		40.62%		53.64%		60.68%				51.03%

				Talk Time (Avg)				0:09:45		0:09:02		0:10:20		0:09:52		0:10:16				0:09:51

				Call Handle Time (Avg)				0:13:24		0:12:37		0:14:16		0:13:33		0:14:00				0:13:34

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.71%		83.46%		80.84%		80.74%		78.85%				81.12%

				Complaints Received				0		0		1		0		1				2						 

				Complaints Resolved				0		0		1		0		1				2

				Helpline (Transfers from Vendor/other)				144		166		136		181		135				762

		 		Short Abandon (under 60 seconds)				10		11		15		14		8				58

				% of calls answered in under 10 minutes				65.38%		62.74%		56.24%		68.70%		69.83%				64.58%

				Occupancy				0.89%		84.28%		0.90%		0.82%		0.78%				17.53%

				Max Agents				19		18		18		20		20				20



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				112		92		110		88		106				508

				Calls Handled				104		88		102		86		102				482						Top 5 Call Reasons

				Calls Abandoned				8		4		8		2		4				26

				Abandon % (>5%)(Less Short Aban)				7.14%		4.35%		7.27%		2.27%		3.77%				4.96%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:48		0:03:19		0:07:20		0:02:32		0:03:10				0:04:01

				Average Wait Time (>5 min)				0:03:43		0:02:10		0:03:37		0:01:15		0:03:43				0:02:53						x		x

				Max Wait Time				0:13:51		0:12:03		0:13:57		0:13:21		0:12:06				0:13:57						x		x

				Service Level (<95% calls under 5 min)				30.36%		55.43%		36.36%		64.77%		28.30%				43.04%						x		x

				Talk Time (Avg)				0:09:44		0:08:06		0:08:35		0:08:44		0:08:55				0:08:48						x		x

				Call Handle Time (Avg)				0:14:07		0:13:19		0:12:30		0:13:29		0:12:44				0:13:13						x		x

				Max Agents				3.26		2.60		2.83		2.58		2.89				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				258		263		261		279		198				1259

				Calls Handled				235		235		226		255		188				1139						Top 5 Call Reasons

				Calls Abandoned				23		28		35		24		9				119

				Abandon % (>5%)(Less Short Aban)				8.91%		10.65%		13.41%		8.60%		4.55%				9.22%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:12		0:05:19		0:04:08		0:03:46		0:01:54				0:03:51

		 		Average Wait Time (>5 min)				0:04:36		0:05:10		0:05:26		0:04:47		0:01:25				0:04:16						x		x

				Max Wait Time				0:24:10		0:18:50		0:15:38		0:19:30		0:10:57				0:24:10						x		x

				Service Level (<95% calls under 5 min)				41.86%		28.90%		23.37%		33.69%		56.57%				36.88%						x		x

				Talk Time (Avg)				0:04:23		0:04:04		0:04:36		0:04:14		0:03:59				0:04:15						x		x

				Call Handle Time (Avg)				0:07:33		0:07:06		0:07:36		0:07:13		0:06:50				0:07:15						x		x

				Max Agents				2.71		2.52		2.44		2.81		1.98				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Calls Received				144		166		136		181		135				762

				Calls Handled				104		108		80		131		88				511

				Calls Abandoned				36		51		50		43		42				222

				Abandon % (>5%)(Less Short Aban)				25.19%		30.50%		36.93%		23.80%		31.16%				29.52%

				Avg Time to Abandon				0:12:39		0:13:18		0:17:24		0:14:04		0:18:35				0:15:12

				Average Wait Time (>5 min)				0:20:23		0:31:44		0:43:36		0:27:25		0:34:38				0:31:33

				Max Wait Time				0:48:32		1:15:26		1:24:10		1:03:00		1:12:41				1:24:10

				Service Level (<95% calls under 5 min)				10.65%		11.35%		8.37%		11.42%		7.57%				9.87%

				Talk Time (Avg)				0:12:01		0:11:42		0:12:33		0:11:53		0:12:03				0:12:02

				Call Handle Time (Avg)				0:19:40		0:19:16		0:20:16		0:19:41		0:19:42				0:19:43

				Percent. calls transferred by vendor				13.69%		14.21%		11.45%		17.81%		14.61%				14.35%

				Max Agents				17.04		17.68		18.14		17.88		15.23				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Jun		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		1		7		5		6				21

				Connected				166		151		265		234		226				1042

				Error				0		0		1		0		0				1

				Invalid Number				0		1		0		0		0				1

				No Answer				9		4		21		19		19				72

				No Response				15		17		31		24		22				109

				Total Requests				192		174		325		282		273				1246

				% Connected				86%		87%		82%		83%		83%				84.11%

																						 



























































































































































































6.9.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				1086		1060		959		953		931				4989

				Calls Handled				891		877		814		765		820				4168

				Calls Abandoned				128		118		104		131		77				558

				Abandon % (>5%)(Less Short Aban)				11.19%		10.38%		9.74%		11.76%		7.74%				10.16%

				Avg Time to Abandon				0:15:14		0:14:40		0:16:49		0:15:59		0:10:49				0:14:42

				Average Wait Time (>5 min)				0:13:14		0:12:23		0:10:28		0:10:16		0:07:33				0:10:47

				Max Wait Time				1:24:42		1:08:10		1:05:11		1:05:45		0:44:05				1:24:42

				Service Level (<95% calls under 5 min)				57.73%		59.26%		64.39%		61.24%		61.19%				60.76%

				Talk Time (Avg)				0:10:28		0:10:22		0:10:10		0:10:35		0:09:23				0:10:11

				Call Handle Time (Avg)				0:14:37		0:14:25		0:13:54		0:14:19		0:12:51				0:14:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.94%		79.20%		78.53%		82.17%		80.50%				80.47%

				Complaints Received				1		0		0		0		0				1						 

				Complaints Resolved				0		0		0		1		0				1

				Helpline (Transfers from Vendor/other)				79		128		126		136		181				650

		 		Short Abandon (under 60 seconds)				19		8		7		20		8				62

				% of calls answered in under 10 minutes				70.40%		75.07%		76.92%		70.27%		72.89%				73.11%

				Occupancy				88.55%		82.61%		0.78%		0.81%		0.79%				34.71%

				Max Agents				21		22		22		21		20				22



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				118		143		141		108		103				613

				Calls Handled				114		130		128		102		100				574						Top 5 Call Reasons

				Calls Abandoned				4		13		12		6		3				38

				Abandon % (>5%)(Less Short Aban)				3.39%		9.09%		8.51%		5.56%		2.91%				5.89%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:00		0:03:11		0:02:32		0:03:03		0:01:35				0:02:52

				Average Wait Time (>5 min)				0:01:18		0:03:03		0:02:43		0:02:22		0:01:13				0:02:07						x		x

				Max Wait Time				0:13:00		0:15:26		0:14:10		0:14:31		0:08:25				0:15:26						x		x

				Service Level (<95% calls under 5 min)				66.95%		47.55%		43.97%		54.63%		60.19%				54.66%						x		x

				Talk Time (Avg)				0:08:58		0:10:07		0:08:57		0:09:55		0:08:21				0:09:15						x		x

				Call Handle Time (Avg)				0:14:12		0:14:58		0:13:47		0:14:34		0:12:41				0:14:02						x		x

				Max Agents				3.60		4.32		3.92		3.30		2.82				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				282		248		234		269		217				1250

				Calls Handled				233		221		216		235		186				1091						Top 5 Call Reasons

				Calls Abandoned				47		26		18		34		30				155

				Abandon % (>5%)(Less Short Aban)				16.67%		10.48%		7.69%		12.64%		13.82%				12.26%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:34		0:05:11		0:03:37		0:06:12		0:03:39				0:04:38

		 		Average Wait Time (>5 min)				0:08:09		0:05:54		0:03:17		0:04:34		0:06:26				0:05:40						x		x

				Max Wait Time				0:29:38		0:28:13		0:16:11		0:21:41		0:20:54				0:29:38						x		x

				Service Level (<95% calls under 5 min)				12.14%		21.77%		38.89%		42.38%		28.11%				28.66%						x		x

				Talk Time (Avg)				0:04:08		0:04:37		0:04:23		0:04:12		0:04:44				0:04:24						x		x

				Call Handle Time (Avg)				0:07:25		0:07:39		0:07:20		0:07:09		0:07:30				0:07:24						x		x

				Max Agents				2.63		2.70		2.17		2.58		1.82				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Jun		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		Week

				Calls Received				79		128		126		136		181				650

				Calls Handled				59		96		94		90		146				484

				Calls Abandoned				18		27		30		43		33				151

				Abandon % (>5%)(Less Short Aban)				22.33%		21.21%		23.65%		31.63%		18.43%				23.45%

				Avg Time to Abandon				0:16:32		0:15:14		0:17:17		0:16:10		0:10:09				0:15:04

				Average Wait Time (>5 min)				0:28:27		0:27:03		0:24:40		0:26:05		0:17:34				0:24:45

				Max Wait Time				1:24:42		1:08:10		1:05:11		1:05:45		0:44:05				1:24:42

				Service Level (<95% calls under 5 min)				14.14%		10.43%		9.22%		11.02%		4.46%				9.85%

				Talk Time (Avg)				0:12:30		0:11:37		0:11:36		0:12:30		0:10:55				0:11:49

				Call Handle Time (Avg)				0:20:50		0:19:12		0:18:50		0:20:23		0:18:00				0:19:27

				Percent. calls transferred by vendor				7.27%		12.08%		13.14%		14.27%		19.44%				13.24%

				Max Agents				17.81		18.46		16.14		15.35		16.79				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				5		4		4		1		1				15

				Connected				105		227		227		185		150				894

				Error				1		0		0		0		1				2

				Invalid Number				0		0		0		0		0				0

				No Answer				8		30		30		12		14				94

				No Response				12		23		23		23		10				91

				Total Requests				131		284		284		221		176				1096

				% Connected				80%		80%		80%		84%		85%				81.79%

																						 



























































































































































































6.2.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				1335		1079		985		902		869				5170

				Calls Handled				1081		924		830		779		824				4438

				Calls Abandoned				163		95		107		88		22				474

				Abandon % (>5%)(Less Short Aban)				11.83%		7.87%		9.45%		8.94%		2.39%				8.10%

				Avg Time to Abandon				0:12:15		0:12:45		0:14:27		0:08:55		0:07:36				0:11:12

				Average Wait Time (>5 min)				0:12:20		0:09:05		0:11:19		0:07:53		0:02:15				0:08:35

				Max Wait Time				0:55:17		0:46:30		1:13:30		0:46:14		0:23:59				1:13:30

				Service Level (<95% calls under 5 min)				47.90%		63.07%		67.20%		56.26%		83.03%				63.49%

				Talk Time (Avg)				0:08:53		0:08:39		0:08:58		0:09:16		0:08:35				0:08:52

				Call Handle Time (Avg)				0:12:06		0:12:02		0:11:56		0:12:33		0:11:20				0:11:59

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.87%		83.03%		85.28%		81.57%		78.01%				81.95%

				Complaints Received				0		0		1		0		0				1						 

				Complaints Resolved				1		0		1		0		0				2

				Helpline (Transfers from Vendor/other)				217		144		131		146		152				790

		 		Short Abandon (under 60 seconds)				20		8		9		9		9				55

				% of calls answered in under 10 minutes				63.91%		74.91%		72.91%		72.38%		89.85%				74.79%

				Occupancy				0.86%		0.84%		0.77%		79.18%		0.68%				16.47%

				Max Agents				20		19		20		20		23				23



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				131		137		130		96		107				601

				Calls Handled				127		133		125		90		106				581						Top 5 Call Reasons

				Calls Abandoned				4		4		5		6		1				20

				Abandon % (>5%)(Less Short Aban)				3.05%		2.92%		3.85%		6.25%		0.93%				3.40%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:17		0:02:15		0:03:00		0:04:08		0:00:32				0:02:38

				Average Wait Time (>5 min)				0:03:32		0:01:24		0:01:49		0:03:36		0:01:28				0:02:21						x		x

				Max Wait Time				0:13:57		0:12:38		0:13:16		0:18:08		0:13:43				0:18:08						x		x

				Service Level (<95% calls under 5 min)				38.93%		67.15%		56.15%		50.00%		69.16%				56.28%						x		x

				Talk Time (Avg)				0:09:36		0:09:33		0:08:56		0:09:20		0:09:40				0:09:25						x		x

				Call Handle Time (Avg)				0:13:20		0:12:49		0:12:06		0:12:53		0:13:58				0:13:01						x		x

				Max Agents				3.76		3.79		3.36		2.58		3.29				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				284		256		259		272		281				1352

				Calls Handled				254		229		230		237		252				1202						Top 5 Call Reasons

				Calls Abandoned				30		26		29		34		29				148

				Abandon % (>5%)(Less Short Aban)				10.56%		10.16%		11.20%		12.50%		10.32%				10.95%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:08		0:02:21		0:02:36		0:05:25		0:02:54				0:03:40

		 		Average Wait Time (>5 min)				0:06:14		0:04:54		0:05:25		0:07:11		0:03:18				0:05:24						x		x

				Max Wait Time				0:22:57		0:15:06		0:21:08		0:23:51		0:14:31				0:23:51						x		x

				Service Level (<95% calls under 5 min)				21.13%		20.78%		25.10%		18.45%		32.74%				23.64%						x		x

				Talk Time (Avg)				0:04:05		0:03:46		0:04:20		0:03:56		0:04:33				0:04:08						x		x

				Call Handle Time (Avg)				0:06:59		0:06:41		0:06:56		0:06:45		0:07:19				0:06:56						x		x

				Max Agents				2.66		2.17		2.33		2.15		2.97				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Jun		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		Week

				Calls Received				217		144		131		146		152				790

				Calls Handled				165		109		92		112		137				615

				Calls Abandoned				45		30		32		32		13				153

				Abandon % (>5%)(Less Short Aban)				20.91%		20.96%		24.75%		21.90%		8.78%				19.46%

				Avg Time to Abandon				0:12:15		0:12:04		0:14:49		0:08:20		0:06:01				0:10:41

				Average Wait Time (>5 min)				0:24:18		0:21:25		0:31:13		0:16:30		0:05:52				0:19:51

				Max Wait Time				0:55:17		0:46:30		1:13:30		0:46:14		0:23:59				1:13:30

				Service Level (<95% calls under 5 min)				12.64%		7.00%		5.87%		9.85%		33.51%				13.77%

				Talk Time (Avg)				0:11:07		0:10:26		0:11:20		0:10:57		0:10:29				0:10:51

				Call Handle Time (Avg)				0:17:49		0:17:51		0:18:11		0:18:03		0:17:26				0:17:52

				Percent. calls transferred by vendor				16.25%		13.35%		13.30%		16.19%		17.49%				15.32%

				Max Agents				22.59		16.86		14.30		14.88		13.09				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Busy		 		1		0		0		0		0				1

				Caller canceled				5		2		7		4		0				18

				Connected				214		218		194		113		41				780

				Error				0		0		0		1		1				2

				Invalid Number				0		0		0		0		0				0

				No Answer				16		17		11		14		9				67

				No Response				21		20		17		12		3				73

				Total Requests				257		257		229		144		54				941

				% Connected				83%		85%		85%		78%		76%				81.44%

																						 



























































































































































































5.26.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						1421		1303		1139		1168				5031

				Calls Handled						1200		1086		948		914				4147

				Calls Abandoned						133		106		121		166				527

				Abandon % (>5%)(Less Short Aban)						8.81%		8.17%		10.15%		12.38%				9.88%

				Avg Time to Abandon						0:12:00		0:10:36		0:11:37		0:13:36				0:11:57

				Average Wait Time (>5 min)						0:08:10		0:07:47		0:10:36		0:13:39				0:10:03

				Max Wait Time						1:03:11		0:42:35		1:05:25		1:15:26				1:15:26

				Service Level (<95% calls under 5 min)						46.16%		31.96%		48.88%		47.72%				43.68%

				Talk Time (Avg)						0:08:36		0:08:20		0:09:42		0:09:02				0:08:55

				Call Handle Time (Avg)						0:10:58		0:10:37		0:12:37		0:12:37				0:11:42

				Transfer Out						na		na		na		na				na

				First Call Resolution %						82.51%		80.04%		78.17%		83.46%				81.05%

				Complaints Received						0		0		1		0				1						 

				Complaints Resolved						0		0		3		0				3

				Helpline (Transfers from Vendor/other)						325		281		239		166				1011

		 		Short Abandon (under 60 seconds)						12		23		14		11				60

				% of calls answered in under 10 minutes						61.42%		61.43%		64.01%		62.74%				62.40%

				Occupancy						0.88%		0.92%		0.93%		84.28%				21.75%

				Max Agents						27		24		20		18				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						132		132		161		92				517

				Calls Handled						127		126		151		88				492						Top 5 Call Reasons

				Calls Abandoned						5		6		8		4				23

				Abandon % (>5%)(Less Short Aban)						3.79%		4.55%		4.97%		4.35%				4.42%						Call Reason		Count of Calls

				Avg Time to Abandon						0:03:00		0:03:23		0:04:06		0:03:19				0:03:27

				Average Wait Time (>5 min)						0:01:16		0:00:38		0:04:07		0:02:10				0:02:02						x		x

				Max Wait Time						0:09:29		0:10:46		0:14:34		0:12:03				0:14:34						x		x

				Service Level (<95% calls under 5 min)						66.67%		76.52%		28.12%		55.43%				56.69%						x		x

				Talk Time (Avg)						0:08:46		0:09:04		0:09:48		0:08:06				0:08:56						x		x

				Call Handle Time (Avg)						0:12:03		0:12:15		0:14:03		0:13:19				0:12:55						x		x

				Max Agents						3.40		3.43		4.71		2.60				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						270		216		296		263				1045

				Calls Handled						240		188		261		235				924						Top 5 Call Reasons

				Calls Abandoned						30		28		35		28				121

				Abandon % (>5%)(Less Short Aban)						11.11%		12.96%		11.82%		10.65%				11.64%						Call Reason		Count of Calls

				Avg Time to Abandon						0:03:04		0:05:06		0:03:50		0:05:19				0:04:19

		 		Average Wait Time (>5 min)						0:03:34		0:07:35		0:04:42		0:05:10				0:05:15						x		x

				Max Wait Time						0:15:44		0:23:27		0:18:28		0:18:50				0:23:27						x		x

				Service Level (<95% calls under 5 min)						37.41%		27.78%		27.70%		28.90%				30.45%						x		x

				Talk Time (Avg)						0:04:05		0:04:31		0:04:21		0:04:04				0:04:15						x		x

				Call Handle Time (Avg)						0:06:29		0:07:47		0:07:16		0:07:06				0:07:09						x		x

				Max Agents						2.34		2.37		2.61		2.52				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Calls Received						325		281		239		166				1011

				Calls Handled						241		234		181		108				765

				Calls Abandoned						77		43		48		51				218

				Abandon % (>5%)(Less Short Aban)						23.55%		15.16%		20.22%		30.50%				22.36%

				Avg Time to Abandon						0:11:57		0:09:02		0:11:54		0:13:18				0:11:32

				Average Wait Time (>5 min)						0:20:09		0:13:25		0:23:59		0:31:44				0:22:19

				Max Wait Time						1:03:11		0:42:35		1:05:25		1:15:26				1:15:26

				Service Level (<95% calls under 5 min)						7.72%		15.17%		10.18%		11.35%				11.11%

				Talk Time (Avg)						0:11:46		0:11:30		0:12:25		0:11:42				0:11:50

				Call Handle Time (Avg)						0:18:23		0:17:47		0:19:05		0:19:16				0:18:37

				Percent. calls transferred by vendor						22.87%		21.57%		20.98%		14.21%				19.91%

				Max Agents						20.86		18.92		20.00		17.68				21

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-May		27-May		28-May		29-May		30-May		31-May		1-Jun		Week

				Busy		 				1		0		0		0				1

				Caller canceled						1		0		4		1				6

				Connected						189		117		208		151				665

				Error						0		0		7		0				7

				Invalid Number						0		0		0		1				1

				No Answer						6		10		10		4				30

				No Response						15		7		26		17				65

				Total Requests						212		134		255		174				775

				% Connected						89%		87%		82%		87%				86.20%

																						 



























































































































































































5.19.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				1263		1148		1122		1004		869				5406

				Calls Handled				1126		1041		1015		821		824				4826

				Calls Abandoned				75		40		61		108		22				306

				Abandon % (>5%)(Less Short Aban)				5.37%		3.51%		4.94%		10.47%		2.39%				5.34%

				Avg Time to Abandon				0:13:56		0:11:04		0:10:46		0:10:49		0:07:36				0:10:50

				Average Wait Time (>5 min)				0:06:40		0:04:13		0:04:43		0:08:20		0:02:15				0:05:14

				Max Wait Time				0:58:52		0:30:13		0:59:48		0:47:17		0:23:59				0:59:48

				Service Level (<95% calls under 5 min)				64.97%		61.81%		60.63%		32.60%		83.03%				60.61%

				Talk Time (Avg)				0:08:50		0:08:44		0:08:34		0:08:07		0:08:35				0:08:34

				Call Handle Time (Avg)				0:11:37		0:10:49		0:10:41		0:10:15		0:11:20				0:10:56

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.86%		81.82%		81.90%		81.62%		81.62%				81.96%

				Complaints Received				0		1		0		0		3				4						 

				Complaints Resolved				0		1		0		0		1				2

				Helpline (Transfers from Vendor/other)				215		226		257		264		152				1114

		 		Short Abandon (under 60 seconds)				12		11		15		17		9				64

				% of calls answered in under 10 minutes				77.55%		81.36%		77.25%		52.85%		89.85%				75.77%

				Occupancy				0.86%		0.90%		0.87%		0.86%		0.68%				0.84%

				Max Agents				27		26		26		17		23				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				126		123		141		137		107				634

				Calls Handled				122		118		137		131		106				614						Top 5 Call Reasons

				Calls Abandoned				4		5		4		5		1				19

				Abandon % (>5%)(Less Short Aban)				3.17%		4.07%		2.84%		3.65%		0.93%				2.93%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:04		0:00:26		0:04:17		0:02:12		0:00:32				0:02:30

				Average Wait Time (>5 min)				0:02:26		0:02:47		0:01:29		0:02:05		0:01:28				0:02:03						x		x

				Max Wait Time				0:17:21		0:13:09		0:13:28		0:12:28		0:13:43				0:17:21						x		x

				Service Level (<95% calls under 5 min)				59.52%		52.85%		64.54%		61.31%		69.16%				61.48%						x		x

				Talk Time (Avg)				0:08:48		0:08:31		0:08:40		0:08:05		0:09:40				0:08:44						x		x

				Call Handle Time (Avg)				0:12:28		0:12:11		0:11:49		0:11:12		0:13:58				0:12:19						x		x

				Max Agents				3.38		3.20		3.60		3.26		3.29				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				237		249		277		273		281				1317

				Calls Handled				224		235		258		258		252				1227						Top 5 Call Reasons

				Calls Abandoned				13		14		18		15		29				89

				Abandon % (>5%)(Less Short Aban)				5.49%		5.62%		6.50%		5.49%		10.32%				6.68%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:51		0:04:09		0:02:38		0:02:47		0:02:54				0:02:39

		 		Average Wait Time (>5 min)				0:02:27		0:03:08		0:01:29		0:02:35		0:03:18				0:02:35						x		x

				Max Wait Time				0:13:15		0:14:52		0:10:03		0:13:04		0:14:31				0:14:52						x		x

				Service Level (<95% calls under 5 min)				50.63%		33.33%		55.07%		39.93%		32.74%				42.34%						x		x

				Talk Time (Avg)				0:04:16		0:04:16		0:04:06		0:04:02		0:04:33				0:04:14						x		x

				Call Handle Time (Avg)				0:06:56		0:06:58		0:06:46		0:06:28		0:07:19				0:06:53						x		x

				Max Agents				2.59		2.47		2.63		2.35		2.97				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Calls Received				215		226		257		264		152				1114

				Calls Handled				170		205		199		199		137				911

				Calls Abandoned				39		20		55		61		13				188

				Abandon % (>5%)(Less Short Aban)				18.34%		8.75%		21.35%		23.12%		8.78%				16.07%

				Avg Time to Abandon				0:13:19		0:06:31		0:10:36		0:09:38		0:06:01				0:09:13

				Average Wait Time (>5 min)				0:19:27		0:07:11		0:16:50		0:16:16		0:05:52				0:13:07

				Max Wait Time				0:58:52		0:30:13		0:59:48		0:47:17		0:23:59				0:59:48

				Service Level (<95% calls under 5 min)				14.83%		36.58%		16.11%		16.22%		33.51%				23.45%

				Talk Time (Avg)				0:10:43		0:12:23		0:12:59		0:12:16		0:10:29				0:11:46

				Call Handle Time (Avg)				0:17:57		0:18:59		0:20:08		0:18:28		0:17:26				0:18:35

				Percent. calls transferred by vendor				17.02%		19.69%		22.91%		26.29%		17.49%				20.68%

				Max Agents				17.91		16.19		15.91		15.26		13.09				18

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-May		20-May		21-May		22-May		23-May		24-May		25-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		1		1		1		0				5

				Connected				184		56		98		103		41				482

				Error				0		1		1		0		1				3

				Invalid Number				2		0		0		0		0				2

				No Answer				20		5		5		4		9				43

				No Response				41		10		4		9		3				67

				Total Requests				249		73		109		117		54				602

				% Connected				74%		77%		90%		88%		76%				80.90%

																						 



























































































































































































5.12.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				1318		1163		1115		869		899				5364

				Calls Handled				1096		1042		1008		824		825				4795

				Calls Abandoned				180		93		49		22		30				373

				Abandon % (>5%)(Less Short Aban)				11.19%		6.86%		4.17%		2.39%		3.23%				5.57%

				Avg Time to Abandon				0:13:25		0:12:24		0:10:00		0:07:36		0:10:03				0:10:41

				Average Wait Time (>5 min)				0:09:17		0:05:30		0:04:51		0:02:15		0:04:10				0:05:13

				Max Wait Time				0:54:22		0:56:28		0:31:50		0:23:59		0:35:08				0:56:28

				Service Level (<95% calls under 5 min)				66.46%		81.01%		70.87%		83.03%		62.23%				72.72%

				Talk Time (Avg)				0:09:46		0:09:33		0:09:10		0:08:35		0:08:28				0:09:06

				Call Handle Time (Avg)				0:12:58		0:12:41		0:12:04		0:11:20		0:10:33				0:11:55

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.32%		82.72%		83.32%		84.33%		82.99%				82.94%

				Complaints Received				0		1		0		2		0				3						 

				Complaints Resolved				0		0		0		2		0				2

				Helpline (Transfers from Vendor/other)				179		164		166		152		218				879

		 		Short Abandon (under 60 seconds)				2		7		18		9		12				48

				% of calls answered in under 10 minutes				74.55%		83.85%		83.11%		89.85%		79.46%				82.16%

				Occupancy				0.83%		0.72%		0.84%		0.68%		0.76%				0.77%

				Max Agents				26		25		23		23		24				26



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				109		113		112		107		105				546

				Calls Handled				105		111		107		106		96				525						Top 5 Call Reasons

				Calls Abandoned				4		2		5		1		8				20

				Abandon % (>5%)(Less Short Aban)				3.67%		1.77%		4.46%		0.93%		7.62%				3.69%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:42		0:00:56		0:05:55		0:00:32		0:04:44				0:03:09

				Average Wait Time (>5 min)				0:01:21		0:01:56		0:02:43		0:01:28		0:02:00				0:01:53						x		x

				Max Wait Time				0:12:44		0:12:53		0:14:57		0:13:43		0:11:56				0:14:57						x		x

				Service Level (<95% calls under 5 min)				61.47%		64.60%		45.54%		69.16%		51.92%				58.54%						x		x

				Talk Time (Avg)				0:09:37		0:08:14		0:08:50		0:09:40		0:09:09				0:09:06						x		x

				Call Handle Time (Avg)				0:12:26		0:12:30		0:12:38		0:13:58		0:11:46				0:12:39						x		x

				Max Agents				2.90		3.08		3.00		3.29		2.54				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				276		257		284		281		253				1351

				Calls Handled				264		236		277		252		231				1260						Top 5 Call Reasons

				Calls Abandoned				10		21		7		29		22				89

				Abandon % (>5%)(Less Short Aban)				3.62%		8.17%		2.46%		10.32%		8.70%				6.65%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:24		0:02:56		0:02:44		0:02:54		0:02:59				0:02:35

		 		Average Wait Time (>5 min)				0:01:49		0:02:50		0:01:16		0:03:18		0:02:36				0:02:21						x		x

				Max Wait Time				0:11:46		0:14:20		0:10:50		0:14:31		0:13:43				0:14:31						x		x

				Service Level (<95% calls under 5 min)				58.70%		37.74%		64.44%		32.74%		42.69%				47.26%						x		x

				Talk Time (Avg)				0:04:14		0:04:43		0:04:26		0:04:33		0:04:22				0:04:27						x		x

				Call Handle Time (Avg)				0:07:13		0:07:38		0:07:33		0:07:19		0:06:45				0:07:17						x		x

				Max Agents				3.16		3.18		3.67		2.97		2.52				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Calls Received				179		164		166		152		218				879

				Calls Handled				119		126		141		137		192				715

				Calls Abandoned				56		35		22		13		23				150

				Abandon % (>5%)(Less Short Aban)				31.50%		21.27%		13.21%		8.78%		10.71%				17.09%

				Avg Time to Abandon				0:13:31		0:12:09		0:08:04		0:06:01		0:06:49				0:09:18

				Average Wait Time (>5 min)				0:25:10		0:16:20		0:11:21		0:05:52		0:09:36				0:13:39

				Max Wait Time				0:54:22		0:56:28		0:31:50		0:23:59		0:35:08				0:56:28

				Service Level (<95% calls under 5 min)				7.66%		13.70%		12.22%		33.51%		35.31%				20.48%

				Talk Time (Avg)				0:11:48		0:13:04		0:11:09		0:10:29		0:11:25				0:11:35

				Call Handle Time (Avg)				0:19:00		0:19:58		0:17:50		0:17:26		0:17:38				0:18:22

				Percent. calls transferred by vendor				13.58%		14.10%		14.89%		17.49%		24.25%				16.86%

				Max Agents				19.87		20.27		17.07		13.09		13.55				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-May		13-May		14-May		15-May		16-May		17-May		18-May		Week

				Busy		 		0		0		1		0		0				1

				Caller canceled				0		4		1		0		0				5

				Connected				253		134		85		41		42				555

				Error				0		0		0		1		0				1

				Invalid Number				1		0		0		0		0				1

				No Answer				20		17		2		9		7				55

				No Response				15		17		7		3		10				52

				Total Requests				289		172		96		54		59				670

				% Connected				88%		78%		89%		76%		71%				80.22%

																						 



























































































































































































5.5.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				1319		1164		1049		985		936				5453

				Calls Handled				1056		1003		845		818		802				4525

				Calls Abandoned				168		103		138		123		96				627

				Abandon % (>5%)(Less Short Aban)				11.62%		8.44%		11.14%		10.58%		8.94%				10.14%

				Avg Time to Abandon				0:13:26		0:10:36		0:16:26		0:15:21		0:14:40				0:14:06

				Average Wait Time (>5 min)				0:10:58		0:08:40		0:13:13		0:10:20		0:09:12				0:10:29

				Max Wait Time				1:23:19		1:05:29		1:01:58		1:02:00		1:01:43				1:23:19

				Service Level (<95% calls under 5 min)				38.21%		55.28%		60.04%		67.98%		68.06%				57.91%

				Talk Time (Avg)				0:08:25		0:09:07		0:09:21		0:09:43		0:09:37				0:09:15

				Call Handle Time (Avg)				0:10:50		0:11:52		0:12:22		0:12:43		0:12:43				0:12:06

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.84%		80.22%		83.27%		83.56%		81.32%				81.84%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		3		0		0		0				3

				Helpline (Transfers from Vendor/other)				316		223		122		102		120				883

		 		Short Abandon (under 60 seconds)				19		12		14		8		8				61

				% of calls answered in under 10 minutes				56.57%		73.84%		71.59%		75.51%		76.26%				70.75%

				Occupancy				0.91%		0.89%		0.83%		0.72%		0.72%				0.81%

				Max Agents				22		22		19		21		21				22



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				142		108		104		91		88				533

				Calls Handled				136		99		98		89		83				505						Top 5 Call Reasons

				Calls Abandoned				6		9		6		2		5				28

				Abandon % (>5%)(Less Short Aban)				4.23%		8.33%		5.77%		2.20%		5.68%				5.24%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:12		0:03:38		0:03:28		0:01:27		0:04:01				0:02:57

				Average Wait Time (>5 min)				0:01:30		0:00:47		0:02:37		0:00:35		0:00:51				0:01:16						x		x

				Max Wait Time				0:10:09		0:10:51		0:12:34		0:04:52		0:13:36				0:13:36						x		x

				Service Level (<95% calls under 5 min)				60.56%		74.07%		54.81%		75.82%		73.86%				67.82%						x		x

				Talk Time (Avg)				0:08:00		0:09:50		0:09:37		0:08:26		0:11:10				0:09:24						x		x

				Call Handle Time (Avg)				0:11:12		0:13:22		0:13:11		0:12:08		0:15:20				0:13:02						x		x

				Max Agents				3.38		2.94		2.87		2.40		2.83				3				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				271		272		264		267		203				1277

				Calls Handled				257		252		236		246		195				1186						Top 5 Call Reasons

				Calls Abandoned				14		20		28		21		8				91

				Abandon % (>5%)(Less Short Aban)				5.17%		7.35%		10.61%		7.87%		3.94%				6.99%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:18		0:02:16		0:04:03		0:02:52		0:03:22				0:02:58

		 		Average Wait Time (>5 min)				0:00:57		0:03:52		0:05:15		0:02:54		0:01:35				0:02:54						x		x

				Max Wait Time				0:09:14		0:15:44		0:20:00		0:10:25		0:09:25				0:20:00						x		x

				Service Level (<95% calls under 5 min)				66.42%		36.40%		23.86%		38.20%		54.68%				43.91%						x		x

				Talk Time (Avg)				0:04:14		0:04:21		0:04:08		0:04:35		0:04:56				0:04:26						x		x

				Call Handle Time (Avg)				0:06:21		0:07:03		0:07:08		0:07:37		0:07:30				0:07:07						x		x

				Max Agents				2.48		2.94		3.41		4.17		2.47				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Calls Received				316		223		122		102		120				883

				Calls Handled				211		178		82		71		88				629

				Calls Abandoned				90		41		35		28		28				223

				Abandon % (>5%)(Less Short Aban)				28.51%		18.59%		28.95%		27.41%		23.69%				25.43%

				Avg Time to Abandon				0:14:29		0:10:27		0:16:14		0:15:20		0:14:35				0:14:13

				Average Wait Time (>5 min)				0:27:38		0:20:24		0:31:26		0:24:29		0:22:04				0:25:12

				Max Wait Time				1:23:19		1:05:29		1:01:58		1:02:00		1:01:43				1:23:19

				Service Level (<95% calls under 5 min)				10.95%		10.89%		9.14%		12.33%		7.42%				10.15%

				Talk Time (Avg)				0:12:04		0:11:38		0:11:32		0:11:37		0:11:26				0:11:39

				Call Handle Time (Avg)				0:18:26		0:17:46		0:17:50		0:17:28		0:17:46				0:17:51

				Percent. calls transferred by vendor				23.96%		19.16%		11.63%		10.36%		12.82%				15.58%

				Max Agents				19.25		19.10		15.17		14.20		14.49				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-May		6-May		7-May		8-May		9-May		10-May		11-May		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		0		0		2		2				6

				Connected				205		155		208		174		174				916

				Error				3		3		1		0		0				7

				Invalid Number				0		1		0		0		0				1

				No Answer				29		23		11		28		16				107

				No Response				88		40		15		35		23				201

				Total Requests				327		222		235		239		215				1238

				% Connected				63%		70%		89%		73%		81%				74.95%

																						 



























































































































































































4.28.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				1522		1546		1241		1142		1048				6499

				Calls Handled				1296		1333		1038		968		871				5506

				Calls Abandoned				110		107		113		82		121				533

				Abandon % (>5%)(Less Short Aban)				6.37%		6.16%		8.58%		6.38%		10.34%				7.57%

				Avg Time to Abandon				0:10:41		0:10:21		0:13:11		0:14:56		0:13:50				0:12:36

				Average Wait Time (>5 min)				0:08:47		0:08:26		0:08:59		0:07:46		0:10:47				0:08:57

				Max Wait Time				1:19:57		1:19:24		1:06:58		1:10:00		1:07:13				1:19:57

				Service Level (<95% calls under 5 min)				36.14%		63.86%		39.79%		41.43%		37.52%				43.75%

				Talk Time (Avg)				0:07:10		0:07:35		0:08:01		0:07:19		0:08:47				0:07:47

				Call Handle Time (Avg)				0:09:10		0:03:50		0:10:08		0:09:18		0:11:25				0:08:46

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.64%		77.80%		81.45%		82.08%		82.19%				80.63%

				Complaints Received				0		0		0		4		0				4						 

				Complaints Resolved				0		0		0		2		0				2

				Helpline (Transfers from Vendor/other)				513		494		296		324		221				1848

		 		Short Abandon (under 60 seconds)				33		0		20		26		10				89

				% of calls answered in under 10 minutes				61.73%		66.50%		61.34%		65.84%		65.29%				64.14%

				Occupancy				0.90%		62.00%		87.37%		0.89%		0.85%				30.40%

				Max Agents				24		26		25		20		21				26



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				169		218		125		90		109				711

				Calls Handled				158		200		121		86		107				672						Top 5 Call Reasons

				Calls Abandoned				11		17		3		3		2				36

				Abandon % (>5%)(Less Short Aban)				6.51%		7.80%		2.40%		3.33%		1.83%				4.37%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:52		0:03:29		0:02:56		0:04:43		0:03:47				0:03:45

				Average Wait Time (>5 min)				0:02:35		0:03:56		0:01:20		0:01:43		0:02:01				0:02:19						x		x

				Max Wait Time				0:13:44		0:16:24		0:12:02		0:12:33		0:12:42				0:16:24						x		x

				Service Level (<95% calls under 5 min)				46.15%		39.17%		70.16%		69.66%		53.21%				55.67%						x		x

				Talk Time (Avg)				0:10:02		0:08:12		0:09:06		0:08:55		0:10:04				0:09:15						x		x

				Call Handle Time (Avg)				0:13:39		0:11:47		0:12:47		0:12:53		0:13:44				0:12:58						x		x

				Max Agents				4.79		5.26		3.46		2.49		3.26				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				271		242		279		252		216				1260

				Calls Handled				255		224		245		243		207				1174						Top 5 Call Reasons

				Calls Abandoned				16		17		32		9		9				83

				Abandon % (>5%)(Less Short Aban)				5.90%		7.02%		11.47%		3.57%		4.17%				6.43%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:26		0:03:23		0:02:45		0:02:21		0:02:22				0:02:51

		 		Average Wait Time (>5 min)				0:02:15		0:02:53		0:04:26		0:01:33		0:02:06				0:02:38						x		x

				Max Wait Time				0:14:51		0:19:05		0:16:27		0:10:39		0:13:11				0:19:05						x		x

				Service Level (<95% calls under 5 min)				56.09%		40.91%		20.58%		62.70%		58.80%				47.82%						x		x

				Talk Time (Avg)				0:04:26		0:04:54		0:04:12		0:03:52		0:04:11				0:04:19						x		x

				Call Handle Time (Avg)				0:06:59		0:07:48		0:07:03		0:06:21		0:06:39				0:06:58						x		x

				Max Agents				2.99		3.17		2.99		2.55		2.23				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Calls Received				513		494		296		324		221				1848

				Calls Handled				364		357		212		228		153				1314

				Calls Abandoned				131		125		74		88		60				478

				Abandon % (>5%)(Less Short Aban)				25.50%		25.37%		24.86%		27.17%		27.26%				26.03%

				Avg Time to Abandon				0:09:23		0:14:14		0:15:03		0:14:41		0:15:07				0:13:41

				Average Wait Time (>5 min)				0:28:21		0:28:33		0:31:24		0:26:03		0:28:44				0:28:37

				Max Wait Time				1:19:57		1:19:24		1:06:58		1:10:00		1:07:13				1:19:57

				Service Level (<95% calls under 5 min)				8.77%		6.27%		7.06%		11.93%		5.16%				7.84%

				Talk Time (Avg)				0:12:21		0:13:17		0:12:48		0:11:55		0:11:46				0:12:25

				Call Handle Time (Avg)				0:18:56		0:20:08		0:19:50		0:18:31		0:18:41				0:19:13

				Percent. calls transferred by vendor				33.71%		31.95%		23.85%		28.37%		21.09%				27.79%

				Max Agents				25.41		25.91		17.14		15.67		15.56				26

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Apr		29-Apr		30-Apr		1-May		2-May		3-May		4-May		Week

				Busy		 		0		0		0		0		8				8

				Caller canceled				6		1		4		1		4				16

				Connected				254		256		179		159		194				1042

				Error				0		0		0		1		5				6

				Invalid Number				2		0		0		0		1				3

				No Answer				54		13		14		18		26				125

				No Response				48		23		21		12		48				152

				Total Requests				364		293		218		191		286				1352

				% Connected				70%		87%		82%		83%		68%				78.07%

																						 



























































































































































































4.21.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				1412		1374		1228		1048		1139				6201

				Calls Handled				1330		1215		1054		910		971				5481

				Calls Abandoned				46		49		93		70		100				357

				Abandon % (>5%)(Less Short Aban)				2.05%		3.54%		7.22%		6.06%		7.60%				5.29%

				Avg Time to Abandon				0:13:13		0:13:42		0:11:34		0:14:26		0:14:13				0:13:25

				Average Wait Time (>5 min)				0:02:04		0:03:36		0:06:12		0:05:53		0:08:02				0:05:09

				Max Wait Time				1:18:02		0:21:52		0:48:24		0:52:48		0:54:06				1:18:02

				Service Level (<95% calls under 5 min)				47.12%		63.87%		46.14%		52.49%		42.73%				50.47%

				Talk Time (Avg)				0:08:45		0:06:53		0:08:21		0:09:03		0:08:43				0:08:21

				Call Handle Time (Avg)				0:10:24		0:07:59		0:10:23		0:11:20		0:11:00				0:10:13

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.94%		82.14%		82.62%		81.53%		80.00%				82.05%

				Complaints Received				1		0		0		1		1				3						 

				Complaints Resolved				20		1		0		1		0				22

				Helpline (Transfers from Vendor/other)				754		711		310		232		288				2295

		 		Short Abandon (under 60 seconds)				16		25		14		14		18				87

				% of calls answered in under 10 minutes				50.70%		80.06%		66.64%		71.19%		65.84%				66.88%

				Occupancy				0.89%		0.89%		0.89%		0.86%		0.89%				0.88%

				Max Agents				26		24		27		24		25				27



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				133		157		115		128		140				673

				Calls Handled				127		148		109		123		134				641						Top 5 Call Reasons

				Calls Abandoned				6		9		6		5		6				32

				Abandon % (>5%)(Less Short Aban)				4.51%		5.73%		5.22%		3.91%		4.29%				4.73%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:26		0:04:57		0:02:22		0:04:38		0:04:03				0:04:05

				Average Wait Time (>5 min)				0:02:49		0:02:46		0:01:57		0:02:37		0:03:06				0:02:39						x		x

				Max Wait Time				0:12:00		0:20:19		0:12:50		0:15:31		0:14:37				0:20:19						x		x

				Service Level (<95% calls under 5 min)				42.86%		53.50%		59.13%		52.34%		45.71%				50.71%						x		x

				Talk Time (Avg)				0:07:29		0:10:01		0:09:14		0:09:31		0:10:02				0:09:15						x		x

				Call Handle Time (Avg)				0:11:16		0:13:22		0:14:12		0:13:21		0:13:32				0:13:08						x		x

				Max Agents				3.18		4.40		3.44		3.65		4.03				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				271		295		237		255		231				1289

				Calls Handled				253		259		226		228		212				1178						Top 5 Call Reasons

				Calls Abandoned				17		35		9		26		19				106

				Abandon % (>5%)(Less Short Aban)				6.27%		11.86%		3.80%		10.20%		8.23%				8.07%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:27		0:04:02		0:01:24		0:03:17		0:03:15				0:02:53

		 		Average Wait Time (>5 min)				0:01:56		0:05:00		0:01:15		0:03:35		0:03:26				0:03:02						x		x

				Max Wait Time				0:11:59		0:21:22		0:07:51		0:14:31		0:18:10				0:21:22						x		x

				Service Level (<95% calls under 5 min)				51.66%		24.41%		54.24%		30.20%		41.56%				40.41%						x		x

				Talk Time (Avg)				0:04:34		0:04:52		0:04:28		0:05:18		0:04:55				0:04:49						x		x

				Call Handle Time (Avg)				0:07:00		0:07:39		0:06:54		0:08:05		0:07:08				0:07:21						x		x

				Max Agents				2.74		3.01		2.54		2.91		2.02				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Calls Received				295		295		310		232		288				1420

				Calls Handled				144		193		239		173		198				947

				Calls Abandoned				94		93		68		57		87				400

				Abandon % (>5%)(Less Short Aban)				38.43%		31.65%		22.05%		24.77%		30.28%				29.44%

				Avg Time to Abandon				0:13:13		0:07:14		0:11:00		0:13:45		0:15:07				0:12:03

				Average Wait Time (>5 min)				0:30:16		0:25:48		0:18:16		0:18:42		0:26:35				0:23:55

				Max Wait Time				1:18:02		1:11:21		0:48:24		0:52:48		0:54:06				1:18:02

				Service Level (<95% calls under 5 min)				7.93%		18.52%		25.29%		3.76%		2.65%				11.63%

				Talk Time (Avg)				0:11:35		0:12:19		0:12:27		0:14:16		0:13:09				0:12:45

				Call Handle Time (Avg)				0:18:14		0:18:36		0:19:10		0:21:48		0:20:13				0:19:36

				Percent. calls transferred by vendor				84.81%		71.96%		25.24%		22.14%		25.29%				45.89%

				Max Agents				19.80		19.29		17.24		15.50		16.48				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Apr		22-Apr		23-Apr		24-Apr		25-Apr		26-Apr		27-Apr		Week

				Busy		 		0		0		2		0		0				2

				Caller canceled				5		2		0		0		0				7

				Connected				97		100		79		37		77				390

				Error				0		0		1		0		0				1

				Invalid Number				0		1		0		0		1				2

				No Answer				12		14		3		2		10				41

				No Response				13		8		7		2		6				36

				Total Requests				127		125		92		41		94				479

				% Connected				76%		80%		86%		90%		82%				82.88%

																						 



























































































































































































4.14.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				1678		1438		1444		1222		958				6740

				Calls Handled				1487		1344		1301		1159		905				6195

				Calls Abandoned				131		67		116		41		38				392

				Abandon % (>5%)(Less Short Aban)				4.63%		3.25%		5.01%		2.28%		2.71%				3.58%

				Avg Time to Abandon				0:13:00		0:12:57		0:16:48		0:12:23		0:12:23				0:13:30

				Average Wait Time (>5 min)				0:04:08		0:03:47		0:04:15		0:02:00		0:02:18				0:03:17

				Max Wait Time				1:01:40		1:13:55		1:30:28		0:51:50		0:51:50				1:30:28

				Service Level (<95% calls under 5 min)				60.11%		52.94%		50.30%		69.38%		64.17%				59.38%

				Talk Time (Avg)				0:08:41		0:08:49		0:08:32		0:08:27		0:08:22				0:08:34

				Call Handle Time (Avg)				0:10:36		0:10:43		0:10:30		0:10:10		0:10:06				0:10:25

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.55%		81.17%		80.75%		81.76%		82.09%				82.26%

				Complaints Received				0		2		1		1		0				4						 

				Complaints Resolved				0		4		4		1		0				9

				Helpline (Transfers from Vendor/other)				720		656		731		407		407				2921

		 		Short Abandon (under 60 seconds)				19		12		12		14		10				67

				% of calls answered in under 10 minutes				61.05%		53.73%		52.33%		71.17%		66.30%				60.91%

				Occupancy				0.88%		0.92%		0.92%		0.90%		0.90%				0.90%

				Max Agents				28		27		25		25		20				28



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				147		173		149		151		80				700

				Calls Handled				138		166		140		142		78				664						Top 5 Call Reasons

				Calls Abandoned				9		7		9		8		2				35

				Abandon % (>5%)(Less Short Aban)				6.12%		4.05%		6.04%		5.30%		2.50%				4.80%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:13		0:02:43		0:04:09		0:03:51		0:06:39				0:03:55

				Average Wait Time (>5 min)				0:00:43		0:01:30		0:02:03		0:02:27		0:02:16				0:01:47						x		x

				Max Wait Time				0:09:09		0:16:54		0:10:21		0:13:05		0:13:07				0:16:54						x		x

				Service Level (<95% calls under 5 min)				75.51%		61.85%		49.66%		54.00%		52.50%				58.70%						x		x

				Talk Time (Avg)				0:08:41		0:08:53		0:09:58		0:09:08		0:11:17				0:09:35						x		x

				Call Handle Time (Avg)				0:11:47		0:12:11		0:13:51		0:12:29		0:15:15				0:13:06						x		x

				Max Agents				3.61		4.49		4.31		3.94		2.64				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						0:06:35

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week						0.001956

				Calls Received				316		265		259		293		242				1375

				Calls Handled				244		234		251		266		228				1223						Top 5 Call Reasons

				Calls Abandoned				72		31		8		24		14				149

				Abandon % (>5%)(Less Short Aban)				22.78%		11.70%		3.09%		8.19%		5.79%				10.31%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:35		0:03:21		0:01:09		0:003:20		0:01:43				0:02:42

		 		Average Wait Time (>5 min)				0:04:37		0:04:09		0:00:56		0:02:49		0:02:16				0:02:57						x		x

				Max Wait Time				0:21:19		0:18:19		0:07:59		0:11:33		0:08:51				0:21:19						x		x

				Service Level (<95% calls under 5 min)				30.06%		26.79%		65.64%		35.15%		34.71%				38.47%						x		x

				Talk Time (Avg)				0:04:43		0:04:56		0:04:49		0:04:16		0:04:19				0:04:36						x		x

				Call Handle Time (Avg)				0:07:00		0:07:48		0:07:27		0:06:35		0:06:46				0:07:07						x		x

				Max Agents				2.96		3.18		2.96		2.82		2.01				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Calls Received				426		322		398		281		219				1646

				Calls Handled				238		211		223		183		142				997

				Calls Abandoned				164		99		162		91		71				587

				Abandon % (>5%)(Less Short Aban)				38.53%		30.67%		40.80%		32.40%		32.40%				34.96%

				Avg Time to Abandon				0:13:00		0:12:57		0:16:48		0:12:23		0:12:23				0:13:30

				Average Wait Time (>5 min)				0:30:57		0:32:43		0:31:18		0:24:41		0:24:41				0:28:52

				Max Wait Time				1:01:40		1:13:55		1:30:28		0:51:50		0:51:50				1:30:28

				Service Level (<95% calls under 5 min)				6.30%		5.87%		6.70%		5.95%		5.95%				6.15%

				Talk Time (Avg)				0:11:31		0:12:35		0:12:33		0:12:12		0:12:12				0:12:12

				Call Handle Time (Avg)				0:18:17		0:19:00		0:20:03		0:18:54		0:18:54				0:19:01

				Percent. calls transferred by vendor				60.15%		63.50%		74.74%		44.87%		53.27%				59.31%

				Max Agents				20.83		22.49		23.06		13.64		13.64				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Apr		15-Apr		16-Apr		17-Apr		18-Apr		19-Apr		20-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				5		9		2		0		0				16

				Connected				163		182		213		106		106				770

				Error				2		0		0		1		1				4

				Invalid Number				0		0		1		1		1				3

				No Answer				7		16		5		6		6				40

				No Response				13		25		18		10		10				76

				Total Requests				190		232		239		124		124				909

				% Connected				86%		78%		89%		85%		85%				84.87%

																						 



























































































































































































4.7.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				1419		1405		1064		1161		1263				6312

				Calls Handled				1268		1220		982		1063		1167				5700

				Calls Abandoned				103		82		66		84		60				395

				Abandon % (>5%)(Less Short Aban)				5.80%		5.27%		5.12%		5.14%		3.13%				4.89%

				Avg Time to Abandon				0:16:53		0:14:37		0:08:55		0:14:52		0:12:28				0:13:33

				Average Wait Time (>5 min)				0:06:47		0:06:43		0:02:52		0:05:33		0:03:30				0:05:05

				Max Wait Time				0:48:55		1:03:20		0:43:36		0:59:42		1:01:27				1:03:20

				Service Level (<95% calls under 5 min)				79.00%		63.21%		68.40%		70.10%		63.66%				68.87%

				Talk Time (Avg)				0:08:52		0:08:39		0:09:06		0:09:08		0:09:03				0:08:58

				Call Handle Time (Avg)				0:11:17		0:10:39		0:11:26		0:11:21		0:11:02				0:11:09

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.53%		84.90%		83.38%		81.60%		83.21%				83.13%

				Complaints Received				0		1		0		3		1				5						 

				Complaints Resolved				0		3		0		2		0				5

				Helpline (Transfers from Vendor/other)				289		328		336		351		504				1808

		 		Short Abandon (under 60 seconds)				16		22		6		3		13				60

				% of calls answered in under 10 minutes				88.65%		83.21%		72.16%		72.40%		64.92%				76.27%

				Occupancy				0.84%		0.90%		0.77%		0.78%		0.81%				0.82%

				Max Agents				31		31		26		27		31				31



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				143		139		128		102		112				624

				Calls Handled				128		129		120		93		107				577						Top 5 Call Reasons

				Calls Abandoned				15		10		8		9		5				47

				Abandon % (>5%)(Less Short Aban)				10.49%		7.19%		6.25%		8.82%		4.46%				7.44%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:20		0:03:35		0:05:02		0:04:33		0:01:04				0:03:42

				Average Wait Time (>5 min)				0:02:41		0:01:37		0:01:23		0:03:57		0:01:10				0:02:09						x		x

				Max Wait Time				0:13:36		0:14:38		0:13:27		0:15:18		0:13:19				0:15:18						x		x

				Service Level (<95% calls under 5 min)				43.36%		60.43%		61.72%		37.25%		70.54%				54.66%						x		x

				Talk Time (Avg)				0:08:14		0:09:22		0:09:07		0:10:36		0:09:26				0:09:21						x		x

				Call Handle Time (Avg)				0:11:21		0:13:03		0:13:10		0:14:21		0:14:00				0:13:11						x		x

				Max Agents				3.23		3.74		0.00		2.97		3.33				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				294		300		318		173		244				1329

				Calls Handled				258		224		226		161		208				1077						Top 5 Call Reasons

				Calls Abandoned				36		76		92		11		35				250

				Abandon % (>5%)(Less Short Aban)				12.24%		25.33%		28.93%		6.36%		14.34%				17.44%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:00		0:04:25		0:04:15		0:02:23		0:04:30				0:03:54

		 		Average Wait Time (>5 min)				0:04:33		0:05:44		0:08:19		0:01:22		0:03:37				0:04:43						x		x

				Max Wait Time				0:22:00		0:21:47		0:26:04		0:13:48		0:17:37				0:26:04						x		x

				Service Level (<95% calls under 5 min)				29.25%		20.33%		7.86%		63.58%		50.00%				34.20%						x		x

				Talk Time (Avg)				0:03:55		0:04:35		0:04:15		0:03:39		0:05:10				0:04:18						x		x

				Call Handle Time (Avg)				0:07:07		0:07:45		0:08:07		0:06:10		0:08:02				0:07:26						x		x

				Max Agents				2.59		2.65		3.18		1.74		3.69				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Calls Received				289		328		288		378		335				1618

				Calls Handled				203		238		208		245		204				1098

				Calls Abandoned				80		79		71		118		100				448

				Abandon % (>5%)(Less Short Aban)				27.73%		24.05%		24.77%		31.18%		29.84%				27.51%

				Avg Time to Abandon				0:16:41		0:14:45		0:08:18		0:14:52		0:12:28				0:13:24

				Average Wait Time (>5 min)				0:26:48		0:27:02		0:16:31		0:32:38		0:30:45				0:26:44

				Max Wait Time				0:48:55		1:03:20		0:43:36		0:59:42		1:01:27				1:03:20

				Service Level (<95% calls under 5 min)				4.88%		8.76%		5.09%		4.98%		5.96%				5.93%

				Talk Time (Avg)				0:13:15		0:13:24		0:12:46		0:13:22		0:12:37				0:13:04

				Call Handle Time (Avg)				0:20:24		0:20:33		0:20:15		0:19:43		0:20:03				0:20:11

				Percent. calls transferred by vendor				20.37%		23.35%		35.48%		34.58%		49.27%				32.61%

				Max Agents				20.44		18.31		18.84		16.73		18.11				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Apr		8-Apr		9-Apr		10-Apr		11-Apr		12-Apr		13-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				2		2		0		1		4				9

				Connected				78		101		68		66		131				444

				Error				5		0		0		0		4				9

				Invalid Number				0		1		0		0		0				1

				No Answer				4		8		3		6		10				31

				No Response				16		6		4		2		14				42

				Total Requests				105		118		75		75		163				536

				% Connected				74%		86%		91%		88%		80%				83.78%

																						 



























































































































































































3.31.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				1701		1376		1187		971		1007				6242

				Calls Handled				1440		1211		1074		914		883				5522

				Calls Abandoned				240		148		77		36		63				564

				Abandon % (>5%)(Less Short Aban)				13.36%		9.40%		5.23%		3.25%		5.60%				7.37%

				Avg Time to Abandon				0:08:25		0:11:17		0:15:40		0:12:57		0:13:50				0:12:26

				Average Wait Time (>5 min)				0:08:16		0:06:58		0:06:09		0:03:09		0:05:43				0:06:03

				Max Wait Time				1:27:37		1:09:59		1:06:45		0:51:33		0:50:21				1:27:37

				Service Level (<95% calls under 5 min)				50.05%		73.22%		83.24%		86.43%		71.46%				72.88%

				Talk Time (Avg)				0:07:01		0:08:54		0:09:33		0:09:35		0:09:43				0:08:57

				Call Handle Time (Avg)				0:08:34		0:10:59		0:11:54		0:11:41		0:12:02				0:11:02

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.68%		83.35%		80.74%		84.67%		82.94%				82.48%

				Complaints Received				0		1		19		1		0				21						 

				Complaints Resolved				0		0		0		2		0				2

				Helpline (Transfers from Vendor/other)				665		371		283		249		267				1835

		 		Short Abandon (under 60 seconds)				23		19		9		4		15				70

				% of calls answered in under 10 minutes				75.57%		85.50%		90.48%		94.15%		82.18%				85.58%

				Occupancy				0.95%		0.90%		0.81%		0.78%		0.79%				0.85%

				Max Agents				29		32		32		30		26				32



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				161		122		115		129		109				636

				Calls Handled				149		115		105		121		101				591						Top 5 Call Reasons

				Calls Abandoned				11		7		10		8		8				44

				Abandon % (>5%)(Less Short Aban)				6.83%		5.74%		8.70%		6.20%		7.34%				6.96%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:29		0:03:00		0:06:41		0:02:02		0:04:34				0:04:09

				Average Wait Time (>5 min)				0:03:31		0:01:45		0:04:57		0:01:01		0:01:26				0:02:32						x		x

				Max Wait Time				0:18:13		0:12:13		0:16:28		0:10:57		0:16:41				0:18:13						x		x

				Service Level (<95% calls under 5 min)				41.88%		66.39%		32.17%		69.77%		61.47%				54.34%						x		x

				Talk Time (Avg)				0:10:06		0:12:04		0:12:16		0:09:51		0:09:51				0:10:49						x		x

				Call Handle Time (Avg)				0:14:25		0:16:25		0:17:03		0:14:18		0:14:42				0:15:22						x		x

				Max Agents				5.32		4.19		3.98		3.84		3.30				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				295		293		302		301		272				1463

				Calls Handled				274		248		246		247		245				1260						Top 5 Call Reasons

				Calls Abandoned				21		44		55		54		27				201

				Abandon % (>5%)(Less Short Aban)				7.12%		15.02%		18.21%		17.94%		9.93%				13.64%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:27		0:04:41		0:05:24		0:03:53		0:03:15				0:03:56

		 		Average Wait Time (>5 min)				0:03:24		0:05:27		0:05:13		0:05:22		0:03:14				0:04:32						x		x

				Max Wait Time				0:18:06		0:22:02		0:23:28		0:17:35		0:12:35				0:23:28						x		x

				Service Level (<95% calls under 5 min)				37.97%		25.00%		21.52%		17.28%		33.09%				26.97%						x		x

				Talk Time (Avg)				0:04:42		0:04:29		0:04:45		0:04:33		0:04:15				0:04:32						x		x

				Call Handle Time (Avg)				0:07:44		0:07:12		0:07:26		0:07:16		0:06:43				0:07:16						x		x

				Max Agents				3.43		2.78		2.64		2.47		2.15				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Calls Received				665		371		283		249		267				1835

				Calls Handled				405		238		201		197		198				1239

				Calls Abandoned				230		122		75		47		65				539

				Abandon % (>5%)(Less Short Aban)				34.62%		32.85%		26.61%		18.94%		24.20%				27.44%

				Avg Time to Abandon				0:18:42		0:17:23		0:15:50		0:13:33		0:13:07				0:15:43

				Average Wait Time (>5 min)				0:41:41		0:34:54		0:27:59		0:16:30		0:18:56				0:28:00

				Max Wait Time				1:27:37		1:09:59		1:06:45		0:51:33		0:50:21				1:27:37

				Service Level (<95% calls under 5 min)				6.52%		5.49%		6.85%		11.90%		5.33%				7.22%

				Talk Time (Avg)				0:13:23		0:13:02		0:13:04		0:13:24		0:14:29				0:13:28

				Call Handle Time (Avg)				0:20:25		0:20:13		0:20:33		0:20:52		0:22:12				0:20:51

				Percent. calls transferred by vendor				39.09%		26.96%		23.84%		25.64%		26.51%				28.41%

				Max Agents				23.20		18.10		17.67		14.50		17.26				23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						31-Mar		1-Apr		2-Apr		3-Apr		4-Apr		5-Apr		6-Apr		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		2		0		0		0				2

				Connected				102		103		75		44		46				370

				Error				2		0		0		0		0				2

				Invalid Number				0		0		0		0		0				0

				No Answer				2		2		6		1		0				11

				No Response				7		18		8		6		1				40

				Total Requests				113		125		89		51		47				425

				% Connected				90%		82%		84%		86%		98%				88.22%

																						 



























































































































































































3.24.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				1485		1385		1140		1132		1213				6355

				Calls Handled				1476		1383		1134		1131		1164				6288

				Calls Abandoned				4		1		3		1		39				48

				Abandon % (>5%)(Less Short Aban)				0.27%		0.07%		0.26%		0.09%		3.10%				0.76%

				Avg Time to Abandon				0:01:42		0:00:41		0:01:52		0:01:20		0:04:14				0:01:57

				Average Wait Time (>5 min)				0:00:19		0:00:06		0:00:12		0:00:05		0:02:00				0:00:32

				Max Wait Time				0:03:53		0:01:49		0:03:55		0:01:50		0:50:02				0:50:02

				Service Level (<95% calls under 5 min)				99.39%		99.86%		99.47%		99.91%		91.85%				98.10%

				Talk Time (Avg)				0:07:16		0:07:12		0:07:23		0:07:17		0:07:52				0:07:24

				Call Handle Time (Avg)				0:08:43		0:08:42		0:08:58		0:08:50		0:09:35				0:08:58

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.05%		79.42%		80.45%		81.17%		76.14%				80.05%

				Complaints Received				2		1		0		0		0				3						 

				Complaints Resolved				1		2		1		1		0				5

				Helpline (Transfers from Vendor/other)				561		542		464		453		496				2516

		 		Short Abandon (under 60 seconds)				6		2		4		0		14				26

				% of calls answered in under 10 minutes				99.39%		99.86%		99.47%		99.91%		95.81%				98.89%

				Occupancy				0.85%		0.79%		0.77%		0.76%		0.87%				0.81%

				Max Agents				47		48		44		41		33				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				188		154		159		150		201				852

				Calls Handled				172		150		150		148		193				813						Top 5 Call Reasons

				Calls Abandoned				16		4		9		2		8				39

				Abandon % (>5%)(Less Short Aban)				8.51%		2.60%		5.66%		1.33%		3.98%				4.42%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:05		0:02:32		0:04:11		0:02:17		0:04:42				0:03:45

				Average Wait Time (>5 min)				0:04:15		0:02:47		0:03:10		0:01:41		0:02:11				0:02:48						x		x

				Max Wait Time				0:14:38		0:16:04		0:15:10		0:14:50		0:16:18				0:16:18						x		x

				Service Level (<95% calls under 5 min)				23.94%		46.75%		35.85%		53.33%		54.23%				42.82%						x		x

				Talk Time (Avg)				0:08:53		0:08:46		0:08:48		0:09:20		0:08:12				0:08:47						x		x

				Call Handle Time (Avg)				0:12:13		0:12:03		0:12:20		0:13:48		0:11:01				0:12:17						x		x

				Max Agents				4.67		4.02		4.11		4.54		4.72				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				271		260		272		282		243				1328

				Calls Handled				247		215		242		249		215				1168						Top 5 Call Reasons

				Calls Abandoned				23		45		30		33		27				158

				Abandon % (>5%)(Less Short Aban)				8.49%		17.31%		11.03%		11.70%		11.11%				11.93%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:11		0:05:31		0:03:33		0:03:07		0:02:05				0:03:17

		 		Average Wait Time (>5 min)				0:02:47		0:07:59		0:05:59		0:04:03		0:03:43				0:04:54						x		x

				Max Wait Time				0:14:25		0:24:28		0:24:36		0:19:34		0:15:11				0:24:36						x		x

				Service Level (<95% calls under 5 min)				39.26%		15.38%		27.94%		25.53%		33.74%				28.37%						x		x

				Talk Time (Avg)				0:04:42		0:04:49		0:04:17		0:04:09		0:04:16				0:04:26						x		x

				Call Handle Time (Avg)				0:08:00		0:07:37		0:07:34		0:07:13		0:07:21				0:07:33						x		x

				Max Agents				2.86		2.45		2.49		2.57		2.07				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Calls Received				561		542		464		453		496				2516

				Calls Handled				410		402		373		374		404				1963

				Calls Abandoned				132		122		80		67		79				480

				Abandon % (>5%)(Less Short Aban)				23.53%		22.51%		17.24%		14.79%		15.93%				18.80%

				Avg Time to Abandon				0:20:08		0:12:49		0:09:39		0:11:52		0:09:02				0:12:42

				Average Wait Time (>5 min)				0:46:04		0:30:45		0:19:13		0:20:20		0:20:18				0:27:20

				Max Wait Time				1:15:06		0:58:15		0:50:40		0:50:23		0:50:02				1:15:06

				Service Level (<95% calls under 5 min)				3.31%		6.11%		10.15%		7.88%		4.46%				6.38%

				Talk Time (Avg)				0:13:02		0:14:26		0:13:55		0:13:49		0:14:02				0:13:50

				Call Handle Time (Avg)				0:19:37		0:21:06		0:21:19		0:20:57		0:20:38				0:20:43

				Percent. calls transferred by vendor				37.78%		39.13%		40.70%		40.02%		40.89%				39.70%

				Max Agents				17.87		18.89		17.66		17.40		21.09				21

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Mar		25-Mar		26-Mar		27-Mar		28-Mar		29-Mar		30-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		1		0		0		1				3

				Connected				180		159		93		103		100				635

				Error				0		0		0		0		0				0

				Invalid Number				2		0		0		0		0				2

				No Answer				13		10		5		2		5				35

				No Response				16		26		8		8		11				69

				Total Requests				212		196		106		113		117				744

				% Connected				85%		81%		88%		91%		86%				86.08%

																						 



























































































































































































3.17.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				1456		1455		1208		1098		1154				6371

				Calls Handled				1432		1441		1205		1093		1137				6308

				Calls Abandoned				20		9		2		4		10				45

				Abandon % (>5%)(Less Short Aban)				1.37%		0.62%		0.17%		0.36%		0.87%				0.68%

				Avg Time to Abandon				0:01:56		0:01:16		0:01:02		0:01:57		0:02:31				0:01:44

				Average Wait Time (>5 min)				0:00:40		0:00:22		0:00:06		0:00:20		0:00:35				0:00:24

				Max Wait Time				0:05:33		0:03:43		0:03:18		0:05:02		0:07:19				0:07:19

				Service Level (<95% calls under 5 min)				98.01%		99.04%		99.75%		99.45%		95.93%				98.44%

				Talk Time (Avg)				0:07:43		0:07:24		0:07:37		0:07:56		0:07:52				0:07:42

				Call Handle Time (Avg)				0:09:14		0:08:48		0:09:10		0:09:30		0:09:29				0:09:14

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.42%		83.39%		82.20%		83.73%		82.03%				83.15%

				Complaints Received				1		1		0		0		1				3						 

				Complaints Resolved				1		3		0		0		0				4

				Helpline (Transfers from Vendor/other)				615		601		484		392		428				2520

		 		Short Abandon (under 60 seconds)				10		11		2		1		8				32

				% of calls answered in under 10 minutes				98.35%		99.04%		99.75%		99.54%		98.53%				99.04%

				Occupancy				0.85%		77.01%		0.79%		0.80%		80.01%				31.89%

				Max Agents				47		49		49		47		46				49



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				178		147		141		154		139				759

				Calls Handled				169		144		141		144		135				733						Top 5 Call Reasons

				Calls Abandoned				9		3		0		10		3				25

				Abandon % (>5%)(Less Short Aban)				5.06%		2.04%		0.00%		6.49%		2.16%				3.15%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:40		0:02:33		0:00:00		0:02:50		0:01:15				0:01:51

				Average Wait Time (>5 min)				0:02:50		0:01:04		0:00:00		0:02:30		0:02:29				0:01:46						x		x

				Max Wait Time				0:12:09		0:12:54		0:16:55		0:15:31		0:19:35				0:19:35						x		x

				Service Level (<95% calls under 5 min)				46.07%		70.07%		89.26%		51.95%		54.35%				62.34%						x		x

				Talk Time (Avg)				0:08:48		0:08:05		0:08:57		0:10:27		0:08:24				0:08:56						x		x

				Call Handle Time (Avg)				0:11:28		0:11:29		0:12:52		0:13:43		0:11:43				0:12:15						x		x

				Max Agents				4.31		3.67		4.03		4.39		3.51				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				305		289		292		275		262				1423

				Calls Handled				275		244		264		247		220				1250						Top 5 Call Reasons

				Calls Abandoned				29		45		26		25		41				166

				Abandon % (>5%)(Less Short Aban)				9.51%		15.57%		8.90%		9.09%		15.65%				11.74%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:18		0:06:39		0:03:57		0:05:05		0:04:53				0:04:58

		 		Average Wait Time (>5 min)				0:03:52		0:08:41		0:04:39		0:04:48		0:07:01				0:05:48						x		x

				Max Wait Time				0:21:21		0:23:01		0:17:09		0:23:12		0:25:29				0:25:29						x		x

				Service Level (<95% calls under 5 min)				31.80%		13.84%		29.31%		39.78%		21.76%				27.30%						x		x

				Talk Time (Avg)				0:04:17		0:04:42		0:04:26		0:04:08		0:04:35				0:04:25						x		x

				Call Handle Time (Avg)				0:07:19		0:08:02		0:07:34		0:07:02		0:07:49				0:07:33						x		x

				Max Agents				3.15		3.00		3.16		2.62		3.48				3				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Calls Received				615		601		484		392		428				2520

				Calls Handled				377		453		358		334		328				1850

				Calls Abandoned				220		133		114		50		90				607

				Abandon % (>5%)(Less Short Aban)				35.77%		22.13%		23.55%		12.76%		21.03%				23.05%

				Avg Time to Abandon				0:25:44		0:11:15		0:15:26		0:11:36		0:10:36				0:14:55

				Average Wait Time (>5 min)				0:55:16		0:32:27		0:36:16		0:17:38		0:25:24				0:33:24

				Max Wait Time				1:35:34		0:59:17		1:04:49		0:51:56		0:49:56				1:35:34

				Service Level (<95% calls under 5 min)				5.85%		8.36%		11.44%		17.71%		4.55%				9.58%

				Talk Time (Avg)				0:14:49		0:13:00		0:15:25		0:14:45		0:14:36				0:14:31

				Call Handle Time (Avg)				0:22:52		0:19:52		0:22:38		0:21:53		0:21:46				0:21:48

				Percent. calls transferred by vendor				42.24%		41.31%		40.07%		35.70%		37.09%				39.28%

				Max Agents				19.15		20.00		17.99		16.24		15.86				20

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Mar		18-Mar		19-Mar		20-Mar		21-Mar		22-Mar		23-Mar		Week

				Busy		 		0		0		0		0		1				1

				Caller canceled				1		1		2		0		0				4

				Connected				175		160		128		83		84				630

				Error				0		0		1		0		0				1

				Invalid Number				0		0		0		0		0				0

				No Answer				3		10		4		8		2				27

				No Response				11		8		7		5		7				38

				Total Requests				190		179		142		96		94				701

				% Connected				92%		89%		90%		86%		89%				89.49%

																						 



























































































































































































3.10.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				1446		1350		1156		1123		1145				6220

				Calls Handled				1366		1331		1154		1119		1140				6110

				Calls Abandoned				72		9		2		2		4				89

				Abandon % (>5%)(Less Short Aban)				4.98%		0.67%		0.17%		0.18%		0.35%				1.27%

				Avg Time to Abandon				0:02:47		0:01:50		0:00:38		0:01:00		0:01:08				0:01:28

				Average Wait Time (>5 min)				0:02:03		0:00:42		0:00:06		0:00:09		0:00:10				0:00:38

				Max Wait Time				0:09:01		0:04:58		0:02:28		0:03:09		0:04:06				0:09:01

				Service Level (<95% calls under 5 min)				79.05%		98.59%		99.83%		99.64%		99.56%				95.33%

				Talk Time (Avg)				0:07:43		0:07:25		0:07:36		0:07:31		0:07:32				0:07:33

				Call Handle Time (Avg)				0:09:16		0:08:56		0:09:07		0:09:03		0:09:03				0:09:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.35%		84.08%		85.08%		85.55%		85.56%				84.72%

				Complaints Received				0		0		0		1		0				1						 

				Complaints Resolved				1		0		1		1		0				3

				Helpline (Transfers from Vendor/other)				545		575		509		459		463				2551

		 		Short Abandon (under 60 seconds)				14		12		2		4		3				35

				% of calls answered in under 10 minutes				94.47%		98.59%		99.83%		99.64%		99.56%				98.42%

				Occupancy				8924.80%		81.18%		76.71%		0.70%		76.08%				1831.90%

				Max Agents				45		47		48		48		48				48



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				136		158		128		124		127				673

				Calls Handled				132		149		116		121		118				636						Top 5 Call Reasons

				Calls Abandoned				4		9		10		3		9				35

				Abandon % (>5%)(Less Short Aban)				2.94%		5.70%		7.81%		2.42%		7.09%				5.19%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:11		0:03:26		0:07:28		0:06:00		0:01:50				0:04:23

				Average Wait Time (>5 min)				0:03:27		0:04:01		0:04:24		0:01:04		0:01:40				0:02:55						x		x

				Max Wait Time				0:15:18		0:19:16		0:27:42		0:13:58		0:15:20				0:27:42						x		x

				Service Level (<95% calls under 5 min)				43.38%		39.87%		37.01%		77.42%		56.69%				50.87%						x		x

				Talk Time (Avg)				0:08:39		0:08:25		0:09:11		0:09:15		0:09:28				0:08:59						x		x

				Call Handle Time (Avg)				0:11:30		0:11:48		0:12:41		0:12:41		0:12:36				0:12:15						x		x

				Max Agents				3.37		3.91		3.30		3.41		3.30				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				278		222		270		274		220				1264

				Calls Handled				238		213		251		231		208				1141						Top 5 Call Reasons

				Calls Abandoned				40		9		19		42		11				121

				Abandon % (>5%)(Less Short Aban)				14.39%		4.05%		7.04%		15.33%		5.00%				9.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:11		0:02:09		0:02:37		0:06:28		0:02:43				0:03:49

		 		Average Wait Time (>5 min)				0:06:56		0:01:28		0:03:33		0:09:55		0:01:54				0:04:45						x		x

				Max Wait Time				0:20:51		0:11:36		0:17:30		0:25:03		0:15:57				0:25:03						x		x

				Service Level (<95% calls under 5 min)				23.02%		55.41%		41.11%		12.41%		59.36%				38.26%						x		x

				Talk Time (Avg)				0:05:02		0:04:48		0:04:28		0:04:28		0:04:44				0:04:42						x		x

				Call Handle Time (Avg)				0:08:28		0:08:18		0:07:33		0:07:31		0:07:31				0:07:52						x		x

				Max Agents				3.65		3.30		3.71		3.04		2.60				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Calls Received				545		575		509		459		463				2551

				Calls Handled				421		405		388		360		336				1910

				Calls Abandoned				109		156		114		92		113				584

				Abandon % (>5%)(Less Short Aban)				20.00%		27.13%		22.40%		20.04%		24.41%				22.80%

				Avg Time to Abandon				0:16:33		0:15:25		0:17:03		0:14:19		0:11:42				0:15:00

				Average Wait Time (>5 min)				0:33:54		0:35:07		0:29:05		0:25:32		0:30:40				0:30:51

				Max Wait Time				1:02:49		0:53:47		0:59:20		0:59:29		0:51:54				1:02:49

				Service Level (<95% calls under 5 min)				10.94%		4.42%		10.36%		4.65%		3.79%				6.83%

				Talk Time (Avg)				0:13:27		0:14:13		0:13:47		0:14:15		0:13:37				0:13:51

				Call Handle Time (Avg)				0:20:19		0:21:06		0:20:39		0:22:21		0:20:56				0:21:04

				Percent. calls transferred by vendor				37.69%		42.59%		44.03%		40.87%		40.44%				41.12%

				Max Agents				19.00		19.03		17.80		17.87		15.62				19

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		15-Mar		16-Mar		Week

				Busy		 		0		1		0		0		1				2

				Caller canceled				0		2		0		1		0				3

				Connected				47		174		126		106		107				560

				Error				0		0		0		0		10				10

				Invalid Number				1		2		1		0		3				7

				No Answer				0		9		9		6		11				35

				No Response				1		9		6		8		7				31

				Total Requests				49		197		142		121		139				648

				% Connected				96%		88%		89%		88%		77%				87.51%

																						 



























































































































































































3.3.2019  

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				1519		1453		1287		1196		1051				6506

				Calls Handled				1482		1439		1282		1194		1041				6438

				Calls Abandoned				27		11		4		0		5				47

				Abandon % (>5%)(Less Short Aban)				1.78%		0.76%		0.31%		0.00%		0.48%				0.66%

				Avg Time to Abandon				0:02:52		0:01:54		0:01:29		0:00:00		0:02:07				0:01:40

				Average Wait Time (>5 min)				0:01:08		0:00:28		0:00:16		0:00:11		0:00:19				0:00:29

				Max Wait Time				0:08:01		0:09:55		0:03:13		0:03:36		0:05:57				0:09:55

				Service Level (<95% calls under 5 min)				88.74%		98.49%		99.61%		99.83%		98.00%				96.93%

				Talk Time (Avg)				0:08:06		0:07:51		0:07:49		0:08:23		0:07:35				0:07:57

				Call Handle Time (Avg)				0:09:32		0:09:23		0:09:22		0:09:58		0:09:14				0:09:30

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.60%		81.96%		81.52%		85.79%		83.57%				83.29%

				Complaints Received				5		3		0		0		3				11						 

				Complaints Resolved				3		2		0		0		2				7

				Helpline (Transfers from Vendor/other)				575		599		491		435		400				2500

		 		Short Abandon (under 60 seconds)				14		7		2		2		5				30

				% of calls answered in under 10 minutes				97.56%		99.04%		99.61%		99.83%		99.05%				99.02%

				Occupancy				88.27%		85.17%		81.36%		80.99%		7295.07%				1526.17%

				Max Agents				50		53		55		54		44				55



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				163		179		131		121		128				722

				Calls Handled				151		169		127		119		122				688						Top 5 Call Reasons

				Calls Abandoned				12		10		4		2		5				33

				Abandon % (>5%)(Less Short Aban)				7.36%		5.59%		3.05%		1.65%		3.91%				4.31%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:47		0:02:34		0:02:44		0:00:46		0:04:43				0:02:54

				Average Wait Time (>5 min)				0:02:46		0:02:18		0:01:15		0:01:18		0:01:03				0:01:44						x		x

				Max Wait Time				0:17:59		0:14:42		0:11:22		0:15:29		0:14:16				0:17:59						x		x

				Service Level (<95% calls under 5 min)				53.99%		59.78%		62.60%		68.60%		75.59%				64.11%						x		x

				Talk Time (Avg)				0:08:52		0:10:19		0:09:27		0:09:34		0:09:08				0:09:28						x		x

				Call Handle Time (Avg)				0:12:45		0:14:05		0:13:01		0:13:12		0:12:35				0:13:07						x		x

				Max Agents				4.27		5.29		3.67		3.49		3.44				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				289		283		278		320		242				1412

				Calls Handled				252		238		227		272		221				1210						Top 5 Call Reasons

				Calls Abandoned				36		45		50		48		21				200

				Abandon % (>5%)(Less Short Aban)				12.46%		15.90%		17.99%		15.00%		8.68%				14.01%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:52		0:05:26		0:05:09		0:06:11		0:02:54				0:04:42

		 		Average Wait Time (>5 min)				0:04:54		0:07:32		0:07:15		0:07:34		0:03:43				0:06:11						x		x

				Max Wait Time				0:22:11		0:21:15		0:23:08		0:31:16		0:18:15				0:31:16						x		x

				Service Level (<95% calls under 5 min)				27.43%		16.25%		17.69%		20.62%		32.23%				22.84%						x		x

				Talk Time (Avg)				0:04:40		0:05:01		0:05:12		0:04:21		0:04:24				0:04:43						x		x

				Call Handle Time (Avg)				0:07:43		0:08:20		0:08:11		0:07:07		0:07:30				0:07:46						x		x

				Max Agents				3.32		3.24		3.61		3.93		2.45				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Calls Received				575		599		491		435		400				2500

				Calls Handled				486		464		423		389		354				2116

				Calls Abandoned				78		124		66		39		38				345

				Abandon % (>5%)(Less Short Aban)				13.57%		20.70%		13.44%		8.97%		9.50%				13.24%

				Avg Time to Abandon				0:11:31		0:09:25		0:11:32		0:09:13		0:10:46				0:10:29

				Average Wait Time (>5 min)				0:24:32		0:24:12		0:16:35		0:10:44		0:13:36				0:17:55

				Max Wait Time				0:57:09		0:50:45		0:56:50		0:35:31		0:52:32				0:57:09

				Service Level (<95% calls under 5 min)				6.03%		6.80%		14.31%		18.60%		10.18%				11.18%

				Talk Time (Avg)				0:13:31		0:14:16		0:14:12		0:13:22		0:13:14				0:13:43

				Call Handle Time (Avg)				0:20:05		0:21:03		0:21:19		0:20:43		0:19:45				0:20:35

				Percent. calls transferred by vendor				37.85%		41.23%		38.15%		36.37%		38.06%				38.33%

				Max Agents				21.69		21.74		20.02		17.91		15.52				22

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Mar		4-Mar		5-Mar		6-Mar		7-Mar		8-Mar		9-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		0		0		0				1

				Connected				148		137		79		54		48				466

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		0				0

				No Answer				12		8		5		0		0				25

				No Response				14		9		10		2		1				36

				Total Requests				175		154		94		56		49				528

				% Connected				85%		89%		84%		96%		98%				90.39%

																						 



























































































































































































2.24.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week

				Calls Received				1773		1522		1376		1479		1330				7480

				Calls Handled				1687		1510		1372		1473		1327				7369

				Calls Abandoned				76		9		1		3		1				90

				Abandon % (>5%)(Less Short Aban)				4.29%		0.59%		0.07%		0.20%		0.08%				1.05%

				Avg Time to Abandon				0:02:55		0:01:19		0:01:03		0:01:10		0:00:52				0:01:27

				Average Wait Time (>5 min)				0:02:13		0:00:20		0:00:08		0:00:12		0:00:07				0:00:36

				Max Wait Time				0:07:57		0:04:19		0:02:16		0:04:14		0:02:07				0:07:57

				Service Level (<95% calls under 5 min)				77.77%		99.21%		99.71%		99.59%		99.77%				95.21%

				Talk Time (Avg)				0:07:28		0:07:26		0:07:38		0:07:26		0:07:27				0:07:29

				Call Handle Time (Avg)				0:09:08		0:08:55		0:09:06		0:08:58		0:08:56				0:09:01

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.67%		78.97%		79.91%		76.60%		0.00%				63.43%

				Complaints Received				2		0		0		1		0				3						 

				Complaints Resolved				2		0		0		1		0				3

				Helpline (Transfers from Vendor/other)				736		661		597		668		605				3267

		 		Short Abandon (under 60 seconds)				28		6		4		4		3				45

				% of calls answered in under 10 minutes				96.68%		99.21%		99.71%		99.59%		99.77%				98.99%

				Occupancy				90.63%		83.40%		82.49%		84.53%		81.66%				84.54%

				Max Agents				52		52		56		54		53				56



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls















								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week

				Calls Received				214		176		186		244		170				990

				Calls Handled				197		170		177		231		166				941						Top 5 Call Reasons

				Calls Abandoned				17		5		9		12		4				47

				Abandon % (>5%)(Less Short Aban)				7.94%		2.84%		4.84%		4.92%		2.35%				4.58%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:19		0:02:05		0:03:24		0:03:51		0:03:38				0:03:15

				Average Wait Time (>5 min)				0:05:23		0:01:51		0:03:50		0:02:29		0:01:13				0:02:57						Loss of Public-Program		41

				Max Wait Time				0:25:55		0:12:39		0:18:02		0:16:42		0:08:23				0:25:55						CSR-Status of Enrollment		21

				Service Level (<95% calls under 5 min)				25.70%		54.55%		39.78%		52.26%		62.94%				47.05%						Password Reset/Account Unlock		21

				Talk Time (Avg)				0:09:56		0:08:53		0:10:17		0:09:35		0:09:19				0:09:36						Loss of ESI		20

				Call Handle Time (Avg)				0:13:22		0:12:43		0:13:45		0:13:26		0:12:01				0:13:03						Full Term		12

				Max Agents				5.85		4.80		5.40		6.89		4.44				7				 		Top 5 Total		115







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week

				Calls Received				299		307		279		300		242				1427

				Calls Handled				252		251		248		223		215				1189						Top 5 Call Reasons

				Calls Abandoned				47		56		31		76		26				236

				Abandon % (>5%)(Less Short Aban)				15.72%		18.24%		11.11%		25.33%		10.74%				16.23%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:07		0:04:49		0:04:02		0:08:02		0:03:32				0:04:54

		 		Average Wait Time (>5 min)				0:06:44		0:08:49		0:04:43		0:14:19		0:06:09				0:08:08						CSR-Public Program Status		56

				Max Wait Time				0:20:45		0:23:46		0:27:43		0:42:06		0:21:00				0:42:06						Password Reset/Account Unlock		25

				Service Level (<95% calls under 5 min)				19.06%		17.26%		30.47%		7.36%		25.62%				19.95%						CSR- QHP Status		16

				Talk Time (Avg)				0:04:40		0:04:28		0:05:09		0:04:58		0:04:35				0:04:46						CSR-Determination Result		14

				Call Handle Time (Avg)				0:08:26		0:07:33		0:08:33		0:09:00		0:08:03				0:08:19						CSR-Pending Case		13

				Max Agents				3.18		3.02		3.56		3.80		2.77				4				 		Top 5 Total		124

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week

				Calls Received				736		661		597		668		605				3267

				Calls Handled				531		558		527		554		447				2617

				Calls Abandoned				184		92		60		92		145				573

				Abandon % (>5%)(Less Short Aban)				25.00%		13.92%		10.05%		13.77%		23.97%				17.34%

				Avg Time to Abandon				0:16:09		0:09:25		0:09:14		0:08:17		0:13:56				0:11:24

				Average Wait Time (>5 min)				0:38:39		0:26:56		0:15:40		0:22:18		0:34:23				0:27:35

				Max Wait Time				1:14:17		0:58:51		0:40:50		0:43:38		1:13:56				1:14:17

				Service Level (<95% calls under 5 min)				8.39%		4.77%		16.47%		3.70%		5.40%				7.75%

				Talk Time (Avg)				0:14:13		0:13:48		0:13:46		0:13:35		0:14:11				0:13:54

				Call Handle Time (Avg)				0:21:12		0:20:33		0:20:24		0:20:01		0:21:34				0:20:44

				Percent. calls transferred by vendor				41.51%		43.43%		43.39%		45.17%		45.49%				43.80%

				Max Agents				25.01		25.48		23.87		24.62		21.41				25

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Feb		25-Feb		26-Feb		27-Feb		28-Feb		1-Mar		2-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		2		0		0		0				3

				Connected				201		180		104		168		168				821

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		1		1				2

				No Answer				6		7		3		13		3				32

				No Response				16		14		1		23		9				63

				Total Requests				224		203		108		205		181				921

				% Connected				90%		89%		96%		82%		93%				89.93%

																						 



























































































































































































2.17.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week

				Calls Received						1995		1628		1379		1301				6303

				Calls Handled						1893		1564		1372		1289				6118

				Calls Abandoned						92		52		1		2				147

				Abandon % (>5%)(Less Short Aban)						4.61%		3.19%		0.07%		0.15%				2.01%

				Avg Time to Abandon						0:03:15		0:03:21		0:01:57		0:01:33				0:02:31

				Average Wait Time (>5 min)						0:01:45		0:01:49		0:00:10		0:00:13				0:00:59

				Max Wait Time						0:10:03		0:11:45		0:02:44		0:02:37				0:11:45

				Service Level (<95% calls under 5 min)						80.93%		84.80%		100.00%		99.92%				91.41%

				Talk Time (Avg)						0:07:39		0:07:53		0:07:15		0:07:20				0:07:32

				Call Handle Time (Avg)						0:09:12		0:09:21		0:08:46		0:08:53				0:09:03

				Transfer Out						na		na		na		na				na

				First Call Resolution %						81.62%		83.20%		79.98%		82.24%				81.76%

				Complaints Received						1		1		0		0				2						 

				Complaints Resolved						2		0		1		0				3

				Helpline (Transfers from Vendor/other)						859		709		617		521				2706

		 		Short Abandon (under 60 seconds)						18		16		7		11				52

				% of calls answered in under 10 minutes						95.60%		95.41%		100.00%		99.92%				97.73%

				Occupancy						87.51%		81.00%		78.22%		82.37%				82.27%

				Max Agents						59		55		61		58				61



												Distribution of Calls						Top 10 Call Reasons

												Safe At Home - *		0.12%				Call Reason		Count of Calls

												Resolution Review Team-*		0.49%				Password Reset/Account Unlock		147

												Appeals - *		0.91%				Enrollment Status Check		93

												Enrollment Escalation - *		1.36%				How Do I Update My Application?		82

												Contact Form- OPS USE ONLY - *		2.14%				How To Enroll In a Plan?		78						 

												Notice - *		2.18%				Caller Hung Up without Speaking		69

												1095-A - *		2.43%				How Do I Apply?		67

												Eligibility-*		3.17%				Income Change		65

								 				SEP - *		5.65%				Checking on Status of Reported Change		46

								 				Public Programs - *		6.10%				APTC/CSR Questions		38

												Enrollment - *		7.96%				Request to Close Application^		33

												Technical - *		8.94%				Top 10 Total		718

												Life Event - *		10.80%

												Broker/Navigator - *		10.92%				MCRE		46

												MNsure 101 - *		15.17%				Counties		94







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week

				Calls Received						265		151		176		176				768

				Calls Handled						238		148		162		169				717						Top 5 Call Reasons

				Calls Abandoned						27		3		14		7				51

				Abandon % (>5%)(Less Short Aban)						10.19%		1.99%		7.95%		3.98%				6.03%						Call Reason		Count of Calls

				Avg Time to Abandon						0:06:40		0:14:12		0:05:14		0:02:57				0:07:15

				Average Wait Time (>5 min)						0:09:04		0:02:13		0:04:54		0:02:05				0:04:34						CSR-Status of Enrollment		41

				Max Wait Time						0:25:16		0:20:22		0:20:44		0:14:20				0:25:16						Password Reset/Account Unlock		18

				Service Level (<95% calls under 5 min)						12.45%		58.94%		31.25%		55.68%				39.58%						Loss of Public-Program		13

				Talk Time (Avg)						0:10:17		0:08:53		0:11:18		0:09:15				0:09:55						CSR-Determination Result		10

				Call Handle Time (Avg)						0:13:58		0:11:47		0:15:14		0:12:20				0:13:19						APTC/CSR Questions		8

				Max Agents						7.38		3.87		5.48		4.63				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week

				Calls Received						312		194		266		256				1028

				Calls Handled						246		180		231		229				886						Top 5 Call Reasons

				Calls Abandoned						65		14		35		26				140

				Abandon % (>5%)(Less Short Aban)						20.83%		7.22%		13.16%		10.16%				12.84%						Call Reason		Count of Calls

				Avg Time to Abandon						0:07:19		0:02:28		0:08:04		0:03:02				0:05:13

		 		Average Wait Time (>5 min)						0:13:53		0:02:34		0:09:52		0:06:20				0:08:09						CSR-Public Program Status		100

				Max Wait Time						0:31:26		0:14:14		0:28:47		0:24:09				0:31:26						Password Reset/Account Unlock		45

				Service Level (<95% calls under 5 min)						7.05%		47.94%		10.15%		21.09%				21.56%						CSR-Determination Result		23

				Talk Time (Avg)						0:04:39		0:04:45		0:04:33		0:04:35				0:04:38						CSR-Pending Case		8

				Call Handle Time (Avg)						0:08:06		0:07:37		0:07:51		0:08:13				0:07:56						Directed to Complete Caspio Form (Assisters Only)		6

				Max Agents						3.86		2.85		3.26		3.19				4				 		Top 5 Total		176

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week

				Calls Received						859		709		617		521				2706

				Calls Handled						655		532		530		480				2197

				Calls Abandoned						170		155		77		40				442

				Abandon % (>5%)(Less Short Aban)						19.79%		21.86%		12.48%		7.68%				15.45%

				Avg Time to Abandon						0:15:01		0:19:11		0:06:46		0:03:35				0:11:08

				Average Wait Time (>5 min)						0:36:17		0:37:54		0:17:50		0:06:37				0:24:39

				Max Wait Time						1:16:17		1:13:44		0:52:40		0:19:30				1:16:17

				Service Level (<95% calls under 5 min)						4.73%		9.17%		10.87%		15.38%				10.04%

				Talk Time (Avg)						0:13:49		0:13:59		0:14:07		0:12:57				0:13:43

				Call Handle Time (Avg)						0:20:51		0:20:30		0:21:04		0:20:17				0:20:40

				Percent. calls transferred by vendor						43.06%		43.55%		44.74%		40.05%				42.85%

				Max Agents						30.35		24.23		24.81		21.61				30

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Feb		18-Feb		19-Feb		20-Feb		21-Feb		22-Feb		23-Feb		Week

				Busy		 				1		0		0		0				1

				Caller canceled						2		2		0		0				4

				Connected						268		186		123		20				597

				Error						3		0		2		0				5

				Invalid Number						3		2		0		0				5

				No Answer						24		6		12		0				42

				No Response						18		6		13		1				38

				Total Requests						319		202		150		21				692

				% Connected						84%		92%		82%		95%				88.33%

																						 



























































































































































































2.10.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week

				Calls Received				1615		1364		1222		1091		1254				6546

				Calls Handled				1608		1360		1203		1083		1190				6444

				Calls Abandoned				5		3		15		6		60				89

				Abandon % (>5%)(Less Short Aban)				0.31%		0.22%		1.23%		0.55%		4.78%				1.42%

				Avg Time to Abandon				0:01:38		0:03:08		0:02:33		0:03:19		0:03:36				0:02:51

				Average Wait Time (>5 min)				0:00:09		0:00:20		0:00:27		0:00:38		0:02:11				0:00:45

				Max Wait Time				0:03:32		0:06:20		0:06:22		0:07:55		0:11:25				0:11:25

				Service Level (<95% calls under 5 min)				99.81%		98.46%		97.53%		95.03%		78.04%				93.77%

				Talk Time (Avg)				0:07:24		0:07:32		0:07:44		0:07:52		0:07:41				0:07:38

				Call Handle Time (Avg)				0:08:58		0:09:10		0:09:20		0:09:26		0:09:18				0:09:14

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				83.27%		82.20%		82.25%		81.35%		80.20%				81.85%

				Complaints Received				0		0		0		1		0				1						 

				Complaints Resolved				0		1		0		0		0				1

				Helpline (Transfers from Vendor/other)				735		603		502		462		507				2809

		 		Short Abandon (under 60 seconds)				4		2		6		4		11				27

				% of calls answered in under 10 minutes				99.81%		99.85%		98.93%		99.63%		94.05%				98.46%

				Occupancy				70.79%		64.96%		67.39%		67.55%		84.81%				71.10%

				Max Agents				59		59		58		52		44				59



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.32%				Call Reason		Count of Calls

												Resolution Review Team-*		0.46%				Password Reset/Account Unlock		164

												Appeals - *		0.64%				Enrollment Status Check		92

												Enrollment Escalation - *		1.06%				Income Change		69

												Notice - *		1.47%				How To Enroll In a Plan?		62						 

												Contact Form- OPS USE ONLY - *		1.70%				How Do I Apply?		51

												Eligibility-*		1.83%				CSR-Public Program Status		47

												1095-A - *		3.58%				How Do I Update My Application?		46

								 				SEP - *		3.85%				Full Term		38

								 				Public Programs - *		7.34%				Checking on Status of Reported Change		37

												Enrollment - *		8.58%				1095A Questions		32

												Technical - *		9.63%				Top 10 Total		638

												Broker/Navigator - *		10.83%

												MNsure 101 - *		11.33%				MCRE		51

												Life Event - *		13.72%				Counties		91







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week

				Calls Received				182		165		149		145		149				790

				Calls Handled				176		158		144		141		142				761						Top 5 Call Reasons

				Calls Abandoned				6		7		5		4		7				29

				Abandon % (>5%)(Less Short Aban)				3.30%		4.24%		3.36%		2.76%		4.70%				3.67%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:56		0:03:08		0:03:39		0:02:45		0:05:14				0:03:32

				Average Wait Time (>5 min)				0:03:34		0:01:59		0:03:44		0:02:33		0:05:39				0:03:29						CSR-Determination Result		16

				Max Wait Time				0:13:27		0:16:15		0:16:07		0:18:52		0:19:11				0:19:11						Loss of Public-Program		15

				Service Level (<95% calls under 5 min)				43.96%		57.58%		38.26%		54.48%		29.53%				44.76%						Loss/Gain of MEC^		14

				Talk Time (Avg)				0:09:10		0:09:22		0:09:50		0:09:27		0:10:02				0:09:34						Password Reset/Account Unlock		13

				Call Handle Time (Avg)				0:12:47		0:12:48		0:13:17		0:12:38		0:13:13				0:12:56						Paper Form via FileNet		11

				Max Agents				5.00		4.50		4.25		3.96		4.17				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week

				Calls Received				289		237		282		308		264				1380

				Calls Handled				255		215		249		257		225				1201						Top 5 Call Reasons

				Calls Abandoned				34		21		33		51		39				178

				Abandon % (>5%)(Less Short Aban)				11.76%		8.86%		11.70%		16.56%		14.77%				12.73%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:27		0:03:17		0:04:27		0:05:32		0:04:24				0:05:01

		 		Average Wait Time (>5 min)				0:08:45		0:05:20		0:06:55		0:09:56		0:06:26				0:07:28						CSR-Public Program Status		87

				Max Wait Time				0:37:36		0:20:09		0:20:53		0:24:55		0:23:06				0:37:36						Password Reset/Account Unlock		46

				Service Level (<95% calls under 5 min)				21.11%		21.61%		19.86%		16.88%		23.11%				20.51%						CSR-Determination Result		15

				Talk Time (Avg)				0:04:43		0:04:19		0:04:53		0:04:33		0:04:42				0:04:38						Prospect/Pending Case		11

				Call Handle Time (Avg)				0:07:36		0:07:31		0:08:39		0:08:24		0:07:54				0:08:00						CSR-Newborn Status		10

				Max Agents				3.50		3.23		4.45		4.44		3.59				4				 		Top 5 Total		159

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week

				Calls Received				735		603		502		462		507				2809

				Calls Handled				613		511		425		401		451				2401

				Calls Abandoned				112		83		71		58		47				371

				Abandon % (>5%)(Less Short Aban)				15.24%		13.76%		14.14%		12.55%		9.27%				12.99%

				Avg Time to Abandon				0:13:46		0:09:23		0:09:33		0:06:16		0:07:24				0:09:16

				Average Wait Time (>5 min)				0:22:17		0:25:01		0:14:56		0:15:12		0:15:52				0:18:39

				Max Wait Time				0:50:41		1:11:09		0:43:52		0:45:53		0:45:45				1:11:09

				Service Level (<95% calls under 5 min)				13.38%		5.89%		18.95%		14.81%		12.65%				13.14%

				Talk Time (Avg)				0:13:07		0:14:07		0:14:36		0:14:05		0:13:57				0:13:58

				Call Handle Time (Avg)				0:20:03		0:20:54		0:21:24		0:21:08		0:21:01				0:20:54

				Percent. calls transferred by vendor				45.51%		44.21%		41.08%		42.35%		40.43%				42.72%

				Max Agents				27.30		23.71		20.21		18.83		21.05				27

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Feb		11-Feb		12-Feb		13-Feb		14-Feb		15-Feb		16-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		2		1		0		0				3

				Connected				182		160		92		75		82				591

				Error				0		0		0		0		0				0

				Invalid Number				0		1		1		0		0				2

				No Answer				9		5		10		6		3				33

				No Response				9		9		5		7		3				33

				Total Requests				200		177		109		88		88				662

				% Connected				91%		90%		84%		85%		93%				88.84%

																						 



























































































































































































2.3.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week

				Calls Received				1709		1459		1288		1040		1187				6683

				Calls Handled				1618		1453		1277		1027		1187				6562

				Calls Abandoned				83		6		10		10		0				109

				Abandon % (>5%)(Less Short Aban)				4.86%		0.41%		0.78%		0.96%		0.00%				1.40%

				Avg Time to Abandon				0:05:11		0:01:30		0:02:05		0:02:02		0:00:00				0:02:09

				Average Wait Time (>5 min)				0:02:01		0:00:08		0:00:16		0:00:25		0:00:00				0:00:34

				Max Wait Time				0:13:58		0:03:45		0:06:48		0:05:23		0:02:04				0:13:58

				Service Level (<95% calls under 5 min)				82.15%		99.79%		98.37%		99.13%		100.00%				95.89%

				Talk Time (Avg)				0:07:45		0:07:42		0:07:26		0:08:08		0:07:46				0:07:45

				Call Handle Time (Avg)				0:09:34		0:09:31		0:09:10		0:09:46		0:09:24				0:09:29

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.39%		81.54%		81.85%		82.33%		79.12%				81.25%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		0		0				0

				Helpline (Transfers from Vendor/other)				711		604		550		300		533				2698

		 		Short Abandon (under 60 seconds)				23		3		3		6		0				35

				% of calls answered in under 10 minutes				90.39%		99.79%		99.38%		99.32%		100.00%				97.78%

				Occupancy				83.81%		66.31%		60.36%		65.90%		54.84%				66.24%

				Max Agents				55		63		59		48		60				63



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.14%				Call Reason		Count of Calls

												Appeals - *		0.82%				Password Reset/Account Unlock		146

												Enrollment Escalation - *		0.87%				Enrollment Status Check		93

												Resolution Review Team-*		0.87%				How To Enroll In a Plan?		63

												Notice - *		1.41%				How Do I Update My Application?		53						 

												Contact Form- OPS USE ONLY - *		1.60%				How Do I Apply?		53

												Eligibility-*		2.10%				MCRE- Transfer to MinnesotaCare		42

												1095-A - *		3.46%				1095A Questions		37

								 				SEP - *		4.33%				Caller Hung Up without Speaking		33

								 				Public Programs - *		5.56%				A Referral^		28

												Enrollment - *		7.70%				Checking on Status of Reported Change		24

												Technical - *		8.80%				Top 10 Total		572

												Broker/Navigator - *		11.44%

												MNsure 101 - *		12.53%				MCRE		42

												Life Event - *		14.49%				Counties		73







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week

				Calls Received				174		177		194		107		161				813

				Calls Handled				160		172		179		104		155				770						Top 5 Call Reasons

				Calls Abandoned				14		5		15		3		6				43

				Abandon % (>5%)(Less Short Aban)				8.05%		2.82%		7.73%		2.80%		3.73%				5.03%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:43		0:02:45		0:04:17		0:03:50		0:02:52				0:03:53

				Average Wait Time (>5 min)				0:05:39		0:02:26		0:04:30		0:01:16		0:00:41				0:02:54						CSR-Status of Enrollment		26

				Max Wait Time				0:24:32		0:13:46		0:21:05		0:15:15		0:07:54				0:24:32						Paper Form via FileNet		14

				Service Level (<95% calls under 5 min)				32.76%		52.54%		36.08%		72.90%		75.78%				54.01%						CSR-Determination Result		12

				Talk Time (Avg)				0:09:30		0:08:35		0:09:08		0:09:29		0:09:11				0:09:10						How Do I Apply?		11

				Call Handle Time (Avg)				0:12:42		0:12:04		0:12:26		0:13:12		0:12:15				0:12:31						Loss of Public-Program		10

				Max Agents				4.51		4.61		4.95		3.05		4.22				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week

				Calls Received				289		260		279		160		217				1205

				Calls Handled				240		237		246		151		204				1078						Top 5 Call Reasons

				Calls Abandoned				49		21		33		9		13				125

				Abandon % (>5%)(Less Short Aban)				16.96%		8.08%		11.83%		5.62%		5.99%				9.70%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:51		0:02:33		0:04:53		0:03:19		0:04:15				0:03:58

		 		Average Wait Time (>5 min)				0:06:19		0:04:18		0:04:22		0:03:20		0:03:49				0:04:25						CSR-Public Program Status		77

				Max Wait Time				0:19:16		0:15:31		0:20:58		0:16:22		0:14:24				0:20:58						Password Reset/Account Unlock		48

				Service Level (<95% calls under 5 min)				23.53%		28.08%		39.07%		43.12%		30.41%				32.84%						CSR-Determination Result		23

				Talk Time (Avg)				0:04:20		0:04:11		0:04:05		0:04:15		0:04:48				0:04:19						CSR-Pending Case		15

				Call Handle Time (Avg)				0:07:44		0:07:51		0:07:06		0:07:30		0:08:55				0:07:49						CSR-Newborn Status		13

				Max Agents				4.13		3.50		0.00		2.08		3.61				4				 		Top 5 Total		163

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week

				Calls Received				711		604		550		300		533				2698

				Calls Handled				624		525		470		273		464				2356

				Calls Abandoned				76		74		68		23		59				300

				Abandon % (>5%)(Less Short Aban)				10.69%		12.25%		12.36%		7.67%		11.07%				10.81%

				Avg Time to Abandon				0:09:15		0:09:32		0:10:27		0:08:07		0:09:18				0:09:19

				Average Wait Time (>5 min)				0:21:51		0:16:59		0:20:56		0:12:11		0:15:34				0:17:30

				Max Wait Time				0:49:25		0:58:40		0:58:01		0:37:29		0:44:46				0:58:40

				Service Level (<95% calls under 5 min)				10.86%		15.69%		13.75%		36.70%		12.24%				17.85%

				Talk Time (Avg)				0:13:50		0:13:09		0:13:39		0:14:04		0:14:43				0:13:53

				Call Handle Time (Avg)				0:20:55		0:20:29		0:20:51		0:21:16		0:21:35				0:21:01

				Percent. calls transferred by vendor				41.60%		41.40%		42.70%		28.85%		44.90%				39.89%

				Max Agents				28.99		23.89		21.77		12.89		22.30				29

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Feb		4-Feb		5-Feb		6-Feb		7-Feb		8-Feb		9-Feb		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				1		0		1		0		0				2

				Connected				181		136		125		55		98				595

				Error				7		0		0		0		0				7

				Invalid Number				5		2		0		0		0				7

				No Answer				18		9		7		3		5				42

				No Response				0		15		9		3		3				30

				Total Requests				212		162		142		61		106				683

				% Connected				85%		84%		88%		90%		92%				87.99%

																						 



























































































































































































1.27.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week

				Calls Received				1661		1528		1321		1485		1349				7344

				Calls Handled				1503		1486		1266		1469		1343				7067

				Calls Abandoned				63		15		14		0		4				96

				Abandon % (>5%)(Less Short Aban)				3.79%		0.98%		1.06%		0.00%		0.30%				1.23%

				Avg Time to Abandon				0:11:55		0:11:20		0:12:27		0:00:00		0:01:55				0:07:31

				Average Wait Time (>5 min)				0:04:10		0:01:25		0:01:49		0:00:41		0:00:23				0:01:42

				Max Wait Time				0:17:18		0:11:40		0:11:42		0:05:48		0:04:29				0:17:18

				Service Level (<95% calls under 5 min)				66.97%		88.05%		85.20%		99.12%		99.78%				87.82%

				Talk Time (Avg)				0:08:00		0:07:33		0:07:42		0:07:34		0:07:59				0:07:46

				Call Handle Time (Avg)				0:09:39		0:09:11		0:09:06		0:09:31		0:10:07				0:09:31

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.22%		79.67%		82.35%		79.02%		81.39%				80.93%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				1		0		0		1		0				2

				Helpline (Transfers from Vendor/other)				740		739		535		651		506				3171

		 		Short Abandon (under 60 seconds)				117		5		10		7		3				142

				% of calls answered in under 10 minutes				81.22%		96.59%		93.82%		99.39%		99.78%				94.16%

				Occupancy				89.65%		85.70%		76.34%		80.70%		77.07%				81.89%

				Max Agents				47		47		43		53		57				57



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.50%				Call Reason		Count of Calls

												Enrollment Escalation - *		0.71%				Password Reset/Account Unlock		168

												Appeals - *		0.92%				MCRE/Counties		153

												1095-A - *		1.13%				Enrollment Status Check		133

												Resolution Review Team-*		1.22%				How Do I Update My Application?		82						 

												Notice - *		1.59%				Income Change		79

												Contact Form- OPS USE ONLY - *		2.60%				How Do I Apply?		67

												Eligibility-*		3.31%				How To Enroll In a Plan?		53

								 				SEP - *		3.65%				Full Term		37

								 				Public Programs - *		6.75%				Checking on Status of Reported Change		33

												Technical - *		9.22%				Caller Hung Up without Speaking		31

												Broker/Navigator - *		10.52%				Top 10 Total		836

												Enrollment - *		10.61%

												MNsure 101 - *		12.29%				MCRE 		42

												Life Event - *		12.96%				Counties 		111







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week

				Calls Received				194		264		173		261		163				1055

				Calls Handled				181		244		158		247		162				992						Top 5 Call Reasons

				Calls Abandoned				12		20		15		14		1				62

				Abandon % (>5%)(Less Short Aban)				6.19%		7.58%		8.67%		5.36%		0.61%				5.68%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:27		0:06:57		0:06:41		0:02:49		0:01:37				0:04:30

				Average Wait Time (>5 min)				0:04:57		0:07:08		0:06:10		0:04:46		0:02:51				0:05:10						CSR-Status of Enrollment		24

				Max Wait Time				0:16:34		0:24:27		0:27:30		0:24:31		0:16:01				0:27:30						Paper Form via FileNet		20

				Service Level (<95% calls under 5 min)				56.99%		49.62%		50.87%		61.30%		53.37%				54.43%						Password Reset/Account Unlock		15

				Talk Time (Avg)				0:09:25		0:09:41		0:10:38		0:09:36		0:09:32				0:09:46						CSR-Status of Reported Change		12

				Call Handle Time (Avg)				0:12:52		0:13:01		0:13:29		0:12:25		0:12:16				0:12:48						Loss/Gain of MEC^		10

				Max Agents				5.17		7.06		4.73		6.81		6.80				7				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week

				Calls Received				250		245		164		217		225				1101

				Calls Handled				198		209		144		199		212				962						Top 5 Call Reasons

				Calls Abandoned				52		36		19		18		13				138

				Abandon % (>5%)(Less Short Aban)				20.80%		14.69%		11.59%		8.29%		5.78%				12.23%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:17		0:05:30		0:02:05		0:04:56		0:01:45				0:03:54

		 		Average Wait Time (>5 min)				0:10:05		0:11:49		0:03:52		0:04:23		0:01:26				0:06:19						CSR-Public Program Status		88

				Max Wait Time				0:22:30		0:28:45		0:23:01		0:21:56		0:09:03				0:28:45						Password Reset/Account Unlock		36

				Service Level (<95% calls under 5 min)				40.40%		30.20%		71.95%		66.82%		53.33%				52.54%						CSR-Pending Case		17

				Talk Time (Avg)				0:04:20		0:04:47		0:04:36		0:04:05		0:04:27				0:04:27						Prospect/Pending Case		10

				Call Handle Time (Avg)				0:07:44		0:07:38		0:07:17		0:07:52		0:07:46				0:07:39						CSR-Status of Reported Change		10

				Max Agents				3.21		2.82		2.33		2.81		3.14				3				 		Top 5 Total		151

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week

				Calls Received				740		739		535		651		506				3171

				Calls Handled				574		583		394		542		468				2561

				Calls Abandoned				149		141		127		99		35				551

				Abandon % (>5%)(Less Short Aban)				20.14%		19.08%		23.74%		15.21%		6.92%				17.02%

				Avg Time to Abandon				0:20:25		0:16:24		0:17:42		0:14:14		0:07:45				0:15:18

				Average Wait Time (>5 min)				0:41:22		0:32:55		0:47:06		0:26:27		0:09:09				0:31:23

				Max Wait Time				1:33:44		1:19:18		1:11:58		0:58:22		0:29:17				1:33:44

				Service Level (<95% calls under 5 min)				14.94%		11.05%		13.79%		12.46%		26.39%				15.73%

				Talk Time (Avg)				0:13:57		0:14:05		0:14:00		0:14:26		0:13:53				0:14:04

				Call Handle Time (Avg)				0:21:28		0:21:46		0:21:41		0:20:23		0:21:32				0:21:22

				Percent. calls transferred by vendor				44.55%		48.36%		40.50%		43.84%		37.51%				42.95%

				Max Agents				27.37		28.20		18.97		24.53		22.43				28

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-Jan		28-Jan		29-Jan		30-Jan		31-Jan		1-Feb		2-Feb		Week

				Busy		 		1		3		0		0		0				4

				Caller canceled				1		0		0		0		0				1

				Connected				224		212		208		148		39				831

				Error				4		1		0		2		0				7

				Invalid Number				5		5		5		2		0				17

				No Answer				20		20		24		9		3				76

				No Response				29		40		24		25		5				123

				Total Requests				284		281		261		186		47				1059

				% Connected				79%		75%		80%		80%		83%				79.31%

																						 



























































































































































































1.20.2019 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week

				Calls Received						1985		1591		1802		1526				6904

				Calls Handled						1859		1567		1695		1428				6549

				Calls Abandoned						37		0		27		36				100

				Abandon % (>5%)(Less Short Aban)						1.86%		0.00%		1.50%		2.36%				1.43%

				Avg Time to Abandon						0:13:05		0:00:00		0:13:33		0:11:17				0:09:28

				Average Wait Time (>5 min)						0:03:21		0:00:31		0:02:34		0:02:46				0:02:18

				Max Wait Time						0:14:54		0:07:37		0:10:19		0:15:25				0:15:25

				Service Level (<95% calls under 5 min)						69.89%		98.42%		73.05%		72.08%				78.36%

				Talk Time (Avg)						0:07:29		0:07:29		0:06:57		0:07:30				0:07:21

				Call Handle Time (Avg)						0:08:49		0:08:59		0:08:28		0:08:55				0:08:48

				Transfer Out						na		na		na		na				na

				First Call Resolution %						82.65%		81.13%		83.90%		81.32%				82.25%

				Complaints Received						0		0		0		0				0						 

				Complaints Resolved						0		0		0		0				0

				Helpline (Transfers from Vendor/other)						892		693		515		742				2842

		 		Short Abandon (under 60 seconds)						22		11		17		18				68

				% of calls answered in under 10 minutes						90.22%		99.18%		94.51%		87.47%				92.84%

				Occupancy						92.21%		79.33%		82.86%		80.75%				83.79%

				Max Agents						52		49		52		46				52



												Distribution of Calls						Top 10 Call Reasons

												1095-A - *		0.53%				Call Reason		Count of Calls

												Appeals - *		0.64%				MCRE/Counties		200

												Resolution Review Team-*		1.21%				Password Reset/Account Unlock		121

												Notice - *		1.78%				Enrollment Status Check		119

												Enrollment Escalation - *		1.89%				Income Change		85						 

												Contact Form- OPS USE ONLY - *		2.12%				How Do I Update My Application?		75

												Eligibility-*		3.11%				How To Enroll In a Plan?		73

												SEP - *		4.09%				Full Term		58

								 				Technical - *		6.44%				How Do I Apply?		50

								 				Public Programs - *		7.88%				Loss of Public-Program		44

												Enrollment - *		9.28%				APTC/CSR Questions		41

												Broker/Navigator - *		10.61%				Top 10 Total		866

												MNsure 101 - *		11.52%

												Life Event - *		11.74%				MCRE		73

																		Counties		127







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week

				Calls Received						221		222		195		216				854

				Calls Handled						210		212		183		203				808						Top 5 Call Reasons

				Calls Abandoned						11		9		11		13				44

				Abandon % (>5%)(Less Short Aban)						4.98%		4.05%		5.64%		6.02%				5.17%						Call Reason		Count of Calls

				Avg Time to Abandon						0:02:41		0:05:09		0:04:46		0:03:18				0:03:58

				Average Wait Time (>5 min)						0:02:28		0:04:17		0:03:58		0:04:36				0:03:49						CSR-Status of Enrollment		47

				Max Wait Time						0:15:51		0:24:33		0:20:49		0:28:43				0:28:43						CSR-Status of Reported Change		15

				Service Level (<95% calls under 5 min)						77.38%		68.33%		69.59%		67.13%				70.61%						APTC/CSR Questions		11

				Talk Time (Avg)						0:10:31		0:10:07		0:09:44		0:08:39				0:09:45						Paper Form via FileNet		9

				Call Handle Time (Avg)						0:14:04		0:13:23		0:13:16		0:11:33				0:13:04						Loss of ESI		9

				Max Agents						6.57		6.31		5.39		5.21				7				 		Grand Total		94







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week

				Calls Received						285		315		324		257				1181

				Calls Handled						232		260		272		215				979						Top 5 Call Reasons

				Calls Abandoned						53		55		51		42				201

				Abandon % (>5%)(Less Short Aban)						18.60%		17.46%		15.74%		16.34%				17.04%						Call Reason		Count of Calls

				Avg Time to Abandon						0:06:44		0:07:10		0:08:05		0:07:04				0:07:15

		 		Average Wait Time (>5 min)						0:12:51		0:09:47		0:13:06		0:13:04				0:12:12						CSR-Public Program Status		97

				Max Wait Time						0:29:29		0:31:12		0:32:07		0:32:08				0:32:08						Password Reset/Account Unlock		39

				Service Level (<95% calls under 5 min)						29.82%		41.59%		26.54%		22.18%				30.03%						CSR-Determination Result		17

				Talk Time (Avg)						0:04:22		0:04:33		0:04:52		0:05:01				0:04:42						CSR-Newborn Status		11

				Call Handle Time (Avg)						0:08:16		0:07:42		0:08:45		0:08:26				0:08:17						CSR-Status of Reported Change		10

				Max Agents						3.52		3.63		4.89		3.14				5				 		Top 5 Total		174

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week

				Calls Received						892		693		515		742				2842

				Calls Handled						742		588		455		609				2394

				Calls Abandoned						131		96		52		114				393

				Abandon % (>5%)(Less Short Aban)						14.69%		13.85%		10.10%		15.36%				13.50%

				Avg Time to Abandon						0:16:32		0:09:55		0:07:53		0:17:17				0:12:54

				Average Wait Time (>5 min)						0:37:32		0:19:37		0:16:28		0:34:52				0:27:07

				Max Wait Time						1:22:38		1:02:28		0:47:54		1:35:39				1:35:39

				Service Level (<95% calls under 5 min)						10.54%		23.54%		21.89%		17.96%				18.48%

				Talk Time (Avg)						0:13:53		0:14:23		0:14:05		0:13:36				0:13:59

				Call Handle Time (Avg)						0:20:58		0:21:20		0:21:55		0:20:32				0:21:11

				Percent. calls transferred by vendor						44.94%		43.56%		28.58%		48.62%				41.42%

				Max Agents						34.56		27.87		22.15		27.79				35

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						20-Jan		21-Jan		22-Jan		23-Jan		24-Jan		25-Jan		26-Jan		Week

				Busy		 				0		0		0		2				2

				Caller canceled						2		0		1		0				3

				Connected						260		136		86		211				693

				Error						0		1		0		0				1

				Invalid Number						9		4		3		8				24

				No Answer						17		20		10		24				71

				No Response						30		10		15		33				88

				Total Requests						318		171		115		278				882

				% Connected						82%		80%		75%		76%				77.99%

																						 



























































































































































































1.13.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week

				Calls Received		2454		1804		1691		1572		1472		1406				10399

				Calls Handled		2309		1729		1601		1550		1441		1342				9972

				Calls Abandoned		139		6		42		0		6		25				218

				Abandon % (>5%)(Less Short Aban)		5.65%		0.33%		2.48%		0.00%		0.41%		1.78%				1.77%

				Avg Time to Abandon		0:13:39		0:12:16		0:11:45		0:00:00		0:14:21		0:11:25				0:10:34

				Average Wait Time (>5 min)		0:03:20		0:01:28		0:02:07		0:00:28		0:01:05		0:02:34				0:01:50

				Max Wait Time		0:17:43		0:08:39		0:19:59		0:03:42		0:10:52		0:12:22				0:19:59

				Service Level (<95% calls under 5 min)		84.84%		92.23%		82.17%		99.30%		90.64%		77.06%				87.71%

				Talk Time (Avg)		0:08:47		0:07:10		0:07:30		0:07:12		0:07:31		0:07:08				0:07:33

				Call Handle Time (Avg)		0:10:21		0:08:34		0:08:58		0:08:44		0:09:01		0:08:39				0:09:03

				Transfer Out		na		na		na		na		na		na				na

				First Call Resolution %		90.67%		85.95%		85.72%		83.60%		83.81%		81.47%				85.20%

				Complaints Received		0		1		0		0		0		2				3						 

				Complaints Resolved		0		1		0		0		0		0				1

				Helpline (Transfers from Vendor/other)		887		732		726		754		673		696				4468

		 		Short Abandon (under 60 seconds)		0		92		14		11		8		11				136

				% of calls answered in under 10 minutes		86.53%		100.99%		88.13%		99.30%		97.95%		92.04%				94.16%

				Occupancy		78.24%		81.33%		80.74%		76.54%		70.03%		84.23%				78.52%

				Max Agents		77		57		55		54		54		41				77



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.12%				Call Reason		Count of Calls

												1095-A - *		0.20%				Password Reset/Account Unlock		198

												Appeals - *		0.36%				MCRE/Counties		136

												Enrollment Escalation - *		0.91%				Enrollment Status Check		125

												Resolution Review Team-*		0.91%				Income Change		123						 

												Contact Form- OPS USE ONLY - *		1.54%				CSR-Public Program Status		115

												Notice - *		1.97%				How To Enroll In a Plan?		67

												Eligibility-*		3.24%				How Do I Apply?		65

								 				SEP - *		3.32%				How Do I Update My Application?		64

								 				Public Programs - *		5.61%				Full Term		58

												Technical - *		8.18%				Checking on Status of Reported Change		47

												Enrollment - *		9.99%				Top 10 Total		998

												Broker/Navigator - *		11.33%

												MNsure 101 - *		11.77%				MCRE 48

												Life Event - *		13.74%				Counties 88







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week

				Calls Received		85		197		199		196		188		176				1041

				Calls Handled		80		185		194		187		176		169				991						Top 5 Call Reasons

				Calls Abandoned		2		12		5		9		11		6				45

				Abandon % (>5%)(Less Short Aban)		2.35%		6.09%		2.51%		4.59%		5.85%		3.41%				4.13%						Call Reason		Count of Calls

				Avg Time to Abandon		0:03:28		0:01:49		0:05:15		0:02:43		0:06:18		0:03:50				0:03:53

				Average Wait Time (>5 min)		0:00:45		0:03:18		0:02:19		0:02:35		0:03:46		0:02:57				0:02:36						Enrollment Status Check		20

				Max Wait Time		0:06:44		0:13:46		0:15:06		0:14:16		0:19:33		0:13:26				0:19:33						CSR-Status of Enrollment		17

				Service Level (<95% calls under 5 min)		97.62%		69.04%		78.39%		73.98%		63.10%		78.29%				76.74%						CSR-Determination Result		16

				Talk Time (Avg)		0:10:34		0:08:58		0:10:26		0:09:12		0:10:13		0:09:51				0:09:52						Paper Form via FileNet		12

				Call Handle Time (Avg)		0:13:44		0:12:35		0:13:34		0:12:56		0:13:13		0:12:41				0:13:07						Loss of Public-Program		12

				Max Agents		2.51		4.69		5.38		4.55		5.17		4.76				5				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week

				Calls Received		5		311		290		330		293		267				1496

				Calls Handled		0:00:00		275		245		267		240		244				1276						Top 5 Call Reasons

				Calls Abandoned		0		36		45		63		53		23				220

				Abandon % (>5%)(Less Short Aban)		0.00%		11.58%		15.52%		19.09%		18.09%		8.61%				12.15%						Call Reason		Count of Calls

				Avg Time to Abandon		0:00:00		0:04:00		0:06:21		0:06:14		0:06:29		0:03:00				0:04:20

		 		Average Wait Time (>5 min)		0:00:01		0:07:31		0:10:13		0:10:46		0:11:50		0:06:17				0:07:46						CSR-Public Program Status		115

				Max Wait Time		0:00:02		0:21:42		0:29:59		0:23:54		0:36:25		0:21:30				0:36:25						Password Reset/Account Unlock		40

				Service Level (<95% calls under 5 min)		100.00%		35.05%		31.38%		23.03%		31.74%		52.06%				45.54%						CSR-Pending Case		17

				Talk Time (Avg)		0:05:09		0:04:43		0:04:57		0:05:02		0:03:31		0:04:23				0:04:37						CSR-Determination Result		16

				Call Handle Time (Avg)		0:08:27		0:08:15		0:08:29		0:08:04		0:07:11		0:07:45				0:08:01						Prospect/Pending Case		10

				Max Agents		0.20		5.06		4.19		4.68		2.95		3.38				5				 		Top 5 Total		188

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week

				Calls Received		1011		732		726		754		673		696				4592

				Calls Handled		779		580		592		599		580		613				3743

				Calls Abandoned		176		167		117		129		85		74				748

				Abandon % (>5%)(Less Short Aban)		17.41%		22.81%		16.12%		17.11%		12.63%		10.63%				16.12%

				Avg Time to Abandon		0:18:57		0:17:42		0:13:58		0:10:45		0:08:46		0:07:32				0:12:56

				Average Wait Time (>5 min)		0:28:57		0:36:45		0:23:36		0:27:39		0:20:27		0:13:50				0:25:12

				Max Wait Time		1:09:40		1:26:57		0:58:36		1:12:50		0:56:49		0:38:53				1:26:57

				Service Level (<95% calls under 5 min)		8.11%		20.69%		18.90%		25.00%		22.41%		28.38%				20.58%

				Talk Time (Avg)		0:16:23		0:14:12		0:13:20		0:13:34		0:13:53		0:13:34				0:14:09

				Call Handle Time (Avg)		0:23:49		0:21:19		0:20:23		0:20:33		0:20:50		0:20:37				0:21:15

				Percent. calls transferred by vendor		38.07%		40.58%		42.93%		47.96%		45.72%		49.50%				44.13%

				Max Agents		42.22		27.46		26.81		27.38		26.84		28.07				42

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						13-Jan		14-Jan		15-Jan		16-Jan		17-Jan		18-Jan		19-Jan		Week

				Busy		na		0		1		1		0		1				3

				Caller canceled		na		2		2		1		1		2				8

				Connected		na		220		191		195		135		136				877

				Error		na		1		1		2		0		0				4

				Invalid Number		na		1		7		7		4		4				23

				No Answer		na		40		14		19		10		11				94

				No Response		na		36		36		49		16		11				148

				Total Requests		na		300		252		274		166		165				1157

				% Connected		na		73%		76%		71%		81%		82%				76.81%

																						 



























































































































































































1.6.2019

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week

				Calls Received				3164		2913		2865		2519		3229		1417		16107

				Calls Handled				2738		2786		2703		2408		2977		1408		15020

				Calls Abandoned				159		14		33		30		108		8.1818181818		352

				Abandon % (>5%)(Less Short Aban)				5.03%		0.48%		1.15%		1.19%		0.54%		0.00%		1.40%

				Avg Time to Abandon				0:12:27		0:21:20		0:14:48		0:12:53		0:22:17		0:14:02		0:16:18

				Average Wait Time (>5 min)				0:06:52		0:02:30		0:02:27		0:02:19		0:06:18		0:00:55		0:03:33

				Max Wait Time				0:18:19		0:08:49		0:12:49		0:10:16		0:10:13		0:01:20		0:18:19

				Service Level (<95% calls under 5 min)				34.30%		73.72%		76.58%		73.68%		72.95%		99.38%		71.77%

				Talk Time (Avg)				0:07:40		0:07:17		0:07:38		0:08:11		0:08:58		0:08:32		0:08:03

				Call Handle Time (Avg)				0:09:10		0:08:46		0:09:03		0:09:42		0:10:53		0:10:14		0:09:38

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				87.45%		87.03%		87.66%		86.16%		87.88%		89.69%		87.65%

				Complaints Received				0		0		0		0		1		0		1						 

				Complaints Resolved				0		0		0		0		3		0		3

				Helpline (Transfers from Vendor/other)				1166		1066		1041		981		985		500		5739

		 		Short Abandon (under 60 seconds)				324		40		38		19		29		0		450

				% of calls answered in under 10 minutes				71.73%		96.97%		93.99%		96.28%		92.76%		99.38%		91.85%

				Occupancy				91.10%		86.71%		90.71%		83.25%		75.10%		53.77%		80.11%

				Max Agents				82		83		78		82		105		74		105



												Distribution of Calls						Top 10 Call Reasons

												1095-A - *		0.05%				Call Reason		Count of Calls

												Resolution Review Team-*		0.14%				Password Reset/Account Unlock		235

												Safe At Home - *		0.14%				How To Enroll In a Plan?		230

												Enrollment Escalation - *		0.29%				MCRE/Counties		159

												SEP - *		0.43%				How Do I Apply?		107						 

												Notice - *		0.52%				Initial Enrollment		88

												Contact Form- OPS USE ONLY - *		1.05%				Enrollment Status Check		81

												Eligibility-*		3.14%				How Do I Update My Application?		64

								 				Broker/Navigator - *		5.10%				Income Change		54

								 				Public Programs - *		7.67%				Request to Close Application^		51

												Life Event - *		9.38%				Caller Hung Up without Speaking		40

												Enrollment - *		11.86%				Top 10 Total		1109

												Technical - *		12.67%

												Transfer to St. Paul		22.67%				MCRE 58

												MNsure 101 - *		24.90%				Counties 101







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week

				Calls Received				340		399		374		425		478		112		2128

				Calls Handled				302		356		337		378		429		109		1911						Top 5 Call Reasons

				Calls Abandoned				35		40		29		43		47		1		195

				Abandon % (>5%)(Less Short Aban)				10.29%		10.03%		7.75%		10.12%		9.83%		0.89%		8.15%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:30		0:07:58		0:03:25		0:08:00		0:10:01		0:08:55		0:07:18

				Average Wait Time (>5 min)				0:08:01		0:07:26		0:06:54		0:08:20		0:11:48		0:00:58		0:07:14						Password Reset/Account Unlock		36

				Max Wait Time				0:30:59		0:34:58		0:24:51		0:33:00		0:34:28		0:10:01		0:34:58						Initial Enrollment		18

				Service Level (<95% calls under 5 min)				40.59%		48.87%		47.45%		48.24%		32.43%		91.96%		51.59%						Paper Form via FileNet		14

				Talk Time (Avg)				0:09:36		0:09:59		0:09:13		0:09:23		0:09:58		0:10:14		0:09:43						How To Enroll In a Plan?		10

				Call Handle Time (Avg)				0:12:43		0:13:15		0:12:25		0:12:41		0:13:06		0:13:03		0:12:52						How Do I Apply?		10

				Max Agents				8.18		10.01		8.43		10.01		10.86		3.17		11				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week

				Calls Received				391		372		436		431		384		78		2092

				Calls Handled				295		270		316		323		310		77		1591						Top 5 Call Reasons

				Calls Abandoned				93		100		120		108		74		1		496

				Abandon % (>5%)(Less Short Aban)				23.79%		26.88%		27.52%		25.06%		19.27%		1.28%		20.63%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:50		0:09:39		0:07:52		0:06:05		0:07:05		0:00:27		0:06:29

		 		Average Wait Time (>5 min)				0:16:45		0:18:46		0:18:42		0:13:24		0:12:36		0:00:53		0:13:31						CSR-Public Program Status		14

				Max Wait Time				0:00:00		0:43:36		0:37:32		0:29:45		0:45:06		0:09:37		0:45:06						CSR-Determination Result		9

				Service Level (<95% calls under 5 min)				24.55%		16.67%		16.74%		28.54%		27.86%		93.59%		34.66%						Password Reset/Account Unlock		7

				Talk Time (Avg)				0:04:51		0:04:39		0:05:04		0:05:06		0:05:08		0:05:32		0:05:03						CSR-Pending Case		5

				Call Handle Time (Avg)				0:07:15		0:07:22		0:09:02		0:08:57		0:09:08		0:09:00		0:08:27						Initial Enrollment		5

				Max Agents				4.62		4.33		6.27		6.06		5.90		1.70		6				 		Top 5 Total		35

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week

				Calls Received				1166		1066		1041		981		1330		572		6156

				Calls Handled				818		788		770		760		934		502		4572

				Calls Abandoned				305		225		223		186		350		65		1354

				Abandon % (>5%)(Less Short Aban)				26.16%		21.11%		21.42%		18.96%		26.32%		11.36%		20.89%

				Avg Time to Abandon				0:20:27		0:19:48		0:19:10		0:14:43		0:21:53		0:14:02		0:18:20

				Average Wait Time (>5 min)				1:04:09		0:53:37		0:56:40		0:44:29		0:48:50		0:20:22		0:48:01

				Max Wait Time				1:51:01		1:26:38		1:39:00		1:10:34		1:21:04		0:58:03		1:51:01

				Service Level (<95% calls under 5 min)				12.19%		11.37%		13.27%		13.20%		10.02%		31.63%		15.28%

				Talk Time (Avg)				0:14:38		0:15:41		0:14:56		0:16:05		0:15:04		0:16:14		0:15:26

				Call Handle Time (Avg)				0:21:43		0:23:32		0:22:01		0:23:28		0:22:23		0:23:35		0:22:47

				Percent. calls transferred by vendor				36.85%		36.59%		36.34%		38.94%		34.15%		37.17%		36.68%

				Max Agents				40.72		42.39		38.81		39.61		47.85		26.30		48

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						6-Jan		7-Jan		8-Jan		9-Jan		10-Jan		11-Jan		12-Jan		Week

				Busy				0		0		0		0		0		0		0

				Caller canceled				1		3		4		3		9		0		20

				Connected				451		403		397		340		371		97		2059

				Error				2		1		3		5		0		0		11

				Invalid Number				10		7		7		8		0		2		34

				No Answer				37		45		62		35		27		4		210

				No Response				86		80		92		69		35		6		368

				Total Requests				587		539		565		460		442		109		2702

				% Connected				77%		75%		70%		74%		84%		89%		78%

																						 



























































































































































































12.30.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week

				Calls Received				2350				3292		2971		2529		311		11453

				Calls Handled				2058				2584		2120		2252		303		9317

				Calls Abandoned				106				413		561		108		3		1191

				Abandon % (>5%)(Less Short Aban)				4.51%				12.55%		18.88%		4.27%		0.96%		8.23%

				Avg Time to Abandon				0:12:33				0:11:58		0:12:31		0:11:29		0:12:24		0:12:11

				Average Wait Time (>5 min)				0:06:36				0:10:35		0:14:52		0:05:34		0:00:54		0:07:42

				Max Wait Time				0:21:26				0:41:17		0:29:38		0:15:00		0:09:24		0:41:17

				Service Level (<95% calls under 5 min)				39.03%				14.59%		6.65%		47.20%		89.03%		39.30%

				Talk Time (Avg)				0:07:15				0:07:38		0:07:29		0:07:38		0:06:47		0:07:21

				Call Handle Time (Avg)				0:08:34				0:09:04		0:08:50		0:09:10		0:08:21		0:08:48

				Transfer Out				na				na		na		na		na		na

				First Call Resolution %				83.32%				87.01%		84.01%		85.84%		81.71%		84.38%

				Complaints Received				1				0		0		0				1						 

				Complaints Resolved				1				0		0		0				1

				Helpline (Transfers from Vendor/other)				1039				1181		1064		1033		133		4450

		 		Short Abandon (under 60 seconds)				231				58		69		44		1		403

				% of calls answered in under 10 minutes				70.79%				45.33%		15.71%		68.17%		97.74%		59.55%

				Occupancy				96.06%				98.83%		97.42%		92.23%		46.38%		86.18%

				Max Agents				53				71		58		66		15		71



												Distribution of Calls						Top 10 Call Reasons

												Resolution Review Team-*		0.20%				Call Reason		Count of Calls

												SEP - *		0.40%				Password Reset/Account Unlock		38

												Enrollment Escalation - *		0.80%				How To Enroll In a Plan?		37

												Contact Form- OPS USE ONLY - *		1.41%				MCRE/Counties		31

												Eligibility-*		2.81%				Income Change		26						 

												Notice - *		4.42%				How Do I Update My Application?		20

												Broker/Navigator - *		6.22%				Enrollment Status Check		19

												Public Programs - *		6.43%				How Do I Apply?		13

								 				Technical - *		7.83%				Full Term		12

								 				Enrollment - *		10.24%				Caller Hung Up without Speaking		12

												Life Event - *		14.66%				A Referral^		12

												MNsure 101 - *		18.07%				Top 10 Total		220



																		MCRE 12

																		Counties 19







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week

				Calls Received				299				304		358		299		10		1270

				Calls Handled				265				275		322		286		10		1158						Top 5 Call Reasons

				Calls Abandoned				34				29		35		11		0		109

				Abandon % (>5%)(Less Short Aban)				11.37%				9.54%		9.78%		3.68%		0.00%		6.87%						Call Reason		Count of Calls

				Avg Time to Abandon				0:08:33				0:04:32		0:04:05		0:05:11		0:00:00		0:04:28

				Average Wait Time (>5 min)				0:10:43				0:06:05		0:06:20		0:03:57		0:00:01		0:05:25						Full Term		2

				Max Wait Time				0:33:45				0:30:18		0:24:46		0:17:38		0:00:02		0:33:45						CSR-Status of Enrollment		2

				Service Level (<95% calls under 5 min)				38.80%				52.96%		53.91%		64.55%		100.00%		62.04%						Enrollment Status Check		1

				Talk Time (Avg)				0:10:49				0:10:22		0:10:07		0:10:00		0:07:58		0:09:51						APTC/CSR Questions		1

				Call Handle Time (Avg)				0:14:21				0:14:15		0:14:04		0:13:43		0:16:14		0:14:31						CSR-Pending Case		1

				Max Agents				7.74				8.12		9.05		7.88		0.17		9				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week

				Calls Received				202				358		384		331		30		1305

				Calls Handled				178				271		297		279		29		1054						Top 5 Call Reasons

				Calls Abandoned				24				87		86		50		0		247

				Abandon % (>5%)(Less Short Aban)				11.88%				24.30%		22.40%		15.11%		0.00%		14.74%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:05				0:09:30		0:07:42		0:05:41		0:00:00		0:05:35

		 		Average Wait Time (>5 min)				0:05:54				0:16:26		0:15:39		0:10:13		0:00:01		0:09:38						Password Reset/Account Unlock		8

				Max Wait Time				0:26:36				0:32:30		0:28:26		0:26:03		0:00:03		0:32:30						CSR-Public Program Status		5

				Service Level (<95% calls under 5 min)				57.43%				19.27%		14.06%		34.44%		100.00%		45.04%						CSR-Newborn Status		3

				Talk Time (Avg)				0:05:12				0:05:10		0:05:13		0:04:49		0:07:30		0:05:34						Prospect/Pending Case		2

				Call Handle Time (Avg)				0:08:14				0:08:10		0:08:25		0:08:03		0:09:20		0:08:26						Directed to Complete Caspio Form (Assisters Only)		2

				Max Agents				3.91				4.99		5.45		4.76		0.50		5				 		Top 5 Total		18

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week

				Calls Received				1039				1181		1064		1033		133		4450

				Calls Handled				816				735		825		687		125		3188

				Calls Abandoned				199				322		200		298		8		1027

				Abandon % (>5%)(Less Short Aban)				19.15%				27.27%		18.80%		28.85%		6.02%		20.02%

				Avg Time to Abandon				0:19:12				0:29:18		0:17:00		0:21:48		0:06:53		0:18:50

				Average Wait Time (>5 min)				0:40:32				1:17:28		0:42:46		0:58:29		0:13:49		0:46:36

				Max Wait Time				1:24:42				2:02:58		1:06:36		1:45:39		0:31:41		2:02:58

				Service Level (<95% calls under 5 min)				22.32%				15.03%		10.32%		14.50%		30.83%		18.60%

				Talk Time (Avg)				0:14:45				0:15:04		0:14:40		0:14:54		0:16:05		0:15:05

				Call Handle Time (Avg)				0:21:25				0:22:51		0:21:53		0:22:35		0:24:31		0:22:39

				Percent. calls transferred by vendor				44.21%				35.87%		35.81%		40.85%		42.77%		39.90%

				Max Agents				39.87				39.40		41.89		35.51		7.00		42

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Dec		31-Dec		1-Jan		2-Jan		3-Jan		4-Jan		5-Jan		Week

				Busy				0				0		0		0		0		0

				Caller canceled				1				2		4		5		0		12

				Connected				351				461		359		347		20		1538

				Error				0				0		0		1		0		1

				Invalid Number				6				6		2		9		0		23

				No Answer				25				53		31		36		2		147

				No Response				66				84		47		78		0		275

				Total Requests				449				606		443		476		22		1996

				% Connected				78%				76%		81%		73%		91%		80%

																						 



























































































































































































12.23.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week

				Calls Received				532				2053		2329		2807		321		8042

				Calls Handled				527				1979		2210		2089		302		7106

				Calls Abandoned				0				2		62		472		6		541

				Abandon % (>5%)(Less Short Aban)				0.00%				0.10%		0.04%		10.84%		1.87%		2.57%

				Avg Time to Abandon				0:00:00				0:18:01		0:13:31		0:15:30		0:12:08		0:11:50

				Average Wait Time (>5 min)				0:00:21				0:01:27		0:03:23		0:17:21		0:03:13		0:05:09

				Max Wait Time				0:08:34				0:07:40		0:07:29		0:22:47		0:15:16		0:22:47

				Service Level (<95% calls under 5 min)				98.29%				89.58%		93.21%		21.84%		66.56%		73.90%

				Talk Time (Avg)				0:08:54				0:07:33		0:07:36		0:08:45		0:06:48		0:07:55

				Call Handle Time (Avg)				0:10:30				0:09:01		0:09:32		0:11:04		0:08:14		0:09:40

				Transfer Out				na				na		na		na		na		na

				First Call Resolution %				89.25%				87.67%		87.49%		83.43%		82.18%		86.00%

				Complaints Received				0				0		0		0		0		0						 

				Complaints Resolved				0				2		0		0		0		2

				Helpline (Transfers from Vendor/other)				202				851		564		622		159		2398

		 		Short Abandon (under 60 seconds)				5				19		26		43		1		94

				% of calls answered in under 10 minutes				100.00%				97.30%		95.95%		42.75%		87.81%		84.76%

				Occupancy				53.81%				85.38%		83.44%		96.53%		80.86%		80.00%

				Max Agents				29				59		61		50		9		61



												Distribution of Calls						Top 10 Call Reasons

												Resolution Review Team-*		0.22%				Call Reason		Count of Calls

												Complaint - *		0.44%				MCRE/Counties		35

												Enrollment Escalation - *		0.44%				Enrollment Status Check		28

												Contact Form- OPS USE ONLY - *		2.20%				Loss of Public-Program		26

												Eligibility-*		2.42%				How To Enroll In a Plan?		26						 

												Notice - *		2.64%				Password Reset/Account Unlock		23

												Broker/Navigator - *		5.05%				How Do I Apply?		13

												Technical - *		5.49%				Caller Hung Up without Speaking		11

								 				SEP - *		6.37%				Income Change		11

								 				Public Programs - *		7.69%				How Do I Update My Application?		11

												Life Event - *		8.57%				Request to Close Application^		9

												Enrollment - *		12.75%				Top 10 Total		193

												MNsure 101 - *		15.60%

												Transfer to St. Paul		30.11%				MCRE 19

																		Counties 16







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week

				Calls Received				50				312		337		346		29		1074

				Calls Handled				50				270		300		303		29		952						Top 5 Call Reasons

				Calls Abandoned				0				37		33		39		0		109

				Abandon % (>5%)(Less Short Aban)				0.00%				11.86%		9.79%		11.27%		0.00%		6.58%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:00				0:08:39		0:04:35		0:09:05		0:00:00		0:04:27

				Average Wait Time (>5 min)				0:01:05				0:11:11		0:05:47		0:12:36		0:02:13		0:06:34						Loss of Public-Program		5

				Max Wait Time				0:07:47				0:37:11		0:39:04		0:30:50		0:12:18		0:39:04						How Do I Update My Application?		3

				Service Level (<95% calls under 5 min)				90.00%				41.80%		59.94%		33.04%		79.31%		60.82%						CSR-Status of Enrollment		3

				Talk Time (Avg)				0:10:11				0:10:26		0:09:50		0:09:41		0:15:14		0:11:04						CSR-Status Before Appointment		2

				Call Handle Time (Avg)				0:13:31				0:14:02		0:13:25		0:12:37		0:18:14		0:14:21						MCRE- Transfer to MinnesotaCare		2

				Max Agents				1.50				7.67		8.07		8.49		1.38		8				 		Top 5 Total		13







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week

				Calls Received				84				250		226		316		9		885

				Calls Handled				83				211		188		241		9		732						Top 5 Call Reasons

				Calls Abandoned				1				39		35		74		0		149

				Abandon % (>5%)(Less Short Aban)				1.19%				15.60%		15.49%		23.42%		0.00%		11.14%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:00				0:04:13		0:02:38		0:06:22		0:00:00		0:02:50

		 		Average Wait Time (>5 min)				0:00:12				0:08:15		0:03:23		0:11:07		0:00:01		0:04:35						CSR-Public Program Status		3

				Max Wait Time				0:03:24				0:23:36		0:18:14		0:27:32		0:00:02		0:27:32						Password Reset/Account Unlock		3

				Service Level (<95% calls under 5 min)				100.00%				36.40%		71.68%		37.78%		100.00%		69.17%						Assister Policy Question		1

				Talk Time (Avg)				0:04:11				0:04:29		0:04:43		0:05:19		0:05:04		0:04:45						How To Enroll In a Plan?		1

				Call Handle Time (Avg)				0:07:11				0:07:55		0:07:41		0:08:35		0:07:18		0:07:44						CSR-Determination Result		1

				Max Agents				1.36				3.05		3.03		3.01		0.15		3				 		Top 5 Total		8

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week

				Calls Received				202				851		564		1185		159		2961

				Calls Handled				192				723		434		759		115		2223

				Calls Abandoned				10				111		116		374		42		653

				Abandon % (>5%)(Less Short Aban)				4.95%				13.04%		20.65%		31.56%		26.42%		19.32%

				Avg Time to Abandon				0:08:31				0:10:10		0:13:23		0:22:31		0:21:05		0:15:08

				Average Wait Time (>5 min)				0:07:15				0:26:03		0:24:51		0:48:45		0:44:10		0:30:12

				Max Wait Time				0:36:37				0:51:44		0:54:42		1:25:35		1:36:39		1:36:39

				Service Level (<95% calls under 5 min)				68.32%				14.30%		18.93%		11.95%		18.47%		26.39%

				Talk Time (Avg)				0:13:13				0:14:00		0:12:18		0:12:45		0:13:52		0:13:13

				Call Handle Time (Avg)				0:21:29				0:21:27		0:18:38		0:19:44		0:20:13		0:20:18

				Percent. calls transferred by vendor				37.97%				41.45%		27.70%		27.72%		49.53%		36.87%

				Max Agents				9.16				35.55		28.23		34.33		5.16		36

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Dec		24-Dec		25-Dec		26-Dec		27-Dec		28-Dec		29-Dec		Week

				Busy				0				0		2		0		0		2

				Caller canceled				0				0		1		4		0		5

				Connected				14				243		86		188		35		566

				Error				0				0		11		4		0		15

				Invalid Number				0				3		6		4		0		13

				No Answer				0				10		9		27		1		47

				No Response				1				39		19		24		9		92

				Total Requests				15				295		134		251		45		740

				% Connected				93%				82%		64%		75%		78%		79%

																						 



























































































































































































12.16.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week

				Calls Received				2275		2275		1566		1601		1732		176		9625

				Calls Handled				2024		2024		1563		1567		1572		170		8920

				Calls Abandoned				84		84		1		3		78		1		252

				Abandon % (>5%)(Less Short Aban)				3.71%		3.71%		0.06%		0.19%		4.50%		0.57%		2.12%

				Avg Time to Abandon				0:13:51		0:13:51		0:06:02		0:10:06		0:10:13		0:14:11		0:11:22

				Average Wait Time (>5 min)				0:04:30		0:04:30		0:00:07		0:00:47		0:04:00		0:01:02		0:02:29

				Max Wait Time				0:36:55		0:36:55		0:07:44		0:09:08		0:16:43		0:05:47		0:36:55

				Service Level (<95% calls under 5 min)				66.66%		66.66%		99.68%		93.27%		54.58%		88.64%		78.25%

				Talk Time (Avg)				0:07:30		0:07:30		0:07:17		0:07:19		0:07:29		0:06:25		0:07:15

				Call Handle Time (Avg)				0:08:54		0:08:54		0:08:45		0:08:45		0:08:59		0:08:09		0:08:45

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				86.96%		86.00%		85.85%		88.32%		86.97%		82.10%		86.03%

				Complaints Received				1		0		0		0		0		0		1						 

				Complaints Resolved				3		0		0		0		0		0		3

				Helpline (Transfers from Vendor/other)				850		685		597		596		660		89		3477

		 		Short Abandon (under 60 seconds)				209		11		2		11		17		0		250

				% of calls answered in under 10 minutes				87.91%		98.22%		99.94%		98.55%		78.89%		96.59%		93.35%

				Occupancy				94.12%		75.39%		67.74%		59.46%		81.43%		32.85%		68.50%

				Max Agents				60		63		66		65		53		12		66



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Escalation - *		1.69%				Call Reason		Count of Calls

												Contact Form- OPS USE ONLY - *		2.03%				Password Reset/Account Unlock		15

												Notice - *		2.03%				Enrollment Status Check		14

												SEP - *		3.04%				How Do I Update My Application?		13

												Broker/Navigator - *		3.72%				MCRE- Transfer to MinnesotaCare		9						 

												Eligibility-*		4.39%				Full Term		9

												Public Programs - *		5.41%				Income Change		9

												Technical - *		7.09%				How To Enroll In a Plan?		8

								 				Life Event - *		10.81%				How Do I Apply?		7

								 				Enrollment - *		13.51%				Loss/Gain of ESI^		6

												MNsure 101 - *		13.85%				APTC/CSR Questions		5

												Transfer to St. Paul		32.43%				Total		95













						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week

				Calls Received				270		261		267		296		248		18		1360

				Calls Handled				245		246		233		281		231		18		1254						Top 5 Call Reasons

				Calls Abandoned				22		14		32		12		15		0		95

				Abandon % (>5%)(Less Short Aban)				8.15%		5.36%		11.99%		4.05%		6.05%		0.00%		5.93%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:06		0:01:53		0:08:17		0:04:10		0:04:43		0:00:00		0:03:51

				Average Wait Time (>5 min)				0:05:57		0:03:42		0:07:20		0:02:33		0:04:06		0:00:34		0:04:02						Password Reset/Account Unlock		4

				Max Wait Time				0:31:02		0:14:43		0:33:31		0:14:25		0:17:30		0:06:47		0:33:31						Full Term		3

				Service Level (<95% calls under 5 min)				60.37%		65.52%		54.14%		74.58%		62.50%		94.44%		68.59%						APTC/CSR Questions		3

				Talk Time (Avg)				0:09:29		0:08:44		0:10:32		0:08:57		0:09:22		0:10:11		0:09:32						Loss/Gain of MEC^		3

				Call Handle Time (Avg)				0:13:10		0:12:16		0:13:56		0:12:13		0:12:31		0:12:25		0:12:45						How Do I Update My Application?		2

				Max Agents				7.19		6.74		7.09		7.63		6.42		0.50		8				 		Top 5 Total		13







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week

				Calls Received				346		350		299		303		274		7		1579

				Calls Handled				282		281		255		271		244		7		1340						Top 5 Call Reasons

				Calls Abandoned				64		64		43		31		30		0		232

				Abandon % (>5%)(Less Short Aban)				18.50%		18.29%		14.38%		10.23%		10.95%		0.00%		12.06%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:32		0:05:21		0:04:17		0:03:37		0:02:27		0:00:00		0:03:32

		 		Average Wait Time (>5 min)				0:12:05		0:09:41		0:06:20		0:05:13		0:03:32		0:00:02		0:06:08						Password Reset/Account Unlock		2

				Max Wait Time				0:33:45		0:25:29		0:22:21		0:18:16		0:14:21		0:00:05		0:33:45						CSR-Public Program Status		1

				Service Level (<95% calls under 5 min)				25.43%		33.43%		49.66%		58.42%		72.26%		100.00%		56.53%						CSR-Pending Case		1

				Talk Time (Avg)				0:05:08		0:04:41		0:04:27		0:04:25		0:04:30		0:03:41		0:04:28						CSR-Status of Enrollment		1

				Call Handle Time (Avg)				0:08:56		0:08:26		0:08:14		0:07:54		0:08:00		0:07:10		0:08:06						N/A		0

				Max Agents				5.60		4.99		4.84		4.76		4.17		0.11		6				 		Top 5 Total		5

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week

				Calls Received				850		685		597		596		660		89		3477

				Calls Handled				698		567		501		504		547		81		2898

				Calls Abandoned				127		96		85		89		99		6		502

				Abandon % (>5%)(Less Short Aban)				14.88%		14.01%		14.24%		14.93%		15.00%		6.74%		13.30%

				Avg Time to Abandon				0:13:25		0:12:05		0:11:36		0:12:06		0:12:16		0:21:23		0:13:48

				Average Wait Time (>5 min)				0:31:41		0:25:51		0:20:28		0:20:56		0:22:40		0:19:18		0:23:29

				Max Wait Time				1:01:01		0:59:50		0:54:07		1:03:47		0:51:17		0:54:57		1:03:47

				Service Level (<95% calls under 5 min)				12.69%		11.39%		23.26%		15.18%		18.77%		28.74%		18.34%

				Talk Time (Avg)				0:13:06		0:14:12		0:13:44		0:14:07		0:13:29		0:12:45		0:13:33

				Call Handle Time (Avg)				0:20:21		0:22:21		0:21:21		0:22:32		0:21:10		0:20:04		0:21:18

				Percent. calls transferred by vendor				37.53%		37.82%		38.12%		37.23%		38.11%		50.57%		39.90%

				Max Agents				32.00		28.43		24.05		25.46		25.87		3.61		32

																						 







				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Dec		17-Dec		18-Dec		19-Dec		20-Dec		21-Dec		22-Dec		Week

				Busy				0		0		0		0		2		0		2

				Caller canceled				1		2		0		0		0		0		3

				Connected				312		224		116		145		149		14		960

				Error				1		0		0		0		0		0		1

				Invalid Number				8		5		5		1		3		0		22

				No Answer				15		15		6		4		14		1		55

				No Response				56		36		8		12		22		3		137

				Total Requests				393		282		135		162		190		18		1180

				% Connected				79%		79%		86%		90%		78%		78%		82%

																						 



























































































































































































12.9.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week

				Calls Received				4010		3582		3906		4980		5773		4381		26632

				Calls Handled				3023		3481		3349		4183		5193		3939		23167

				Calls Abandoned				949		81		201		329		569		201		2330

				Abandon % (>5%)(Less Short Aban)				23.67%		2.26%		5.15%		6.61%		6.75%		4.43%		8.14%

				Avg Time to Abandon				0:06:12		0:01:58		0:12:18		0:11:18		0:21:58		0:13:35		0:11:13

				Average Wait Time (>5 min)				0:11:18		0:01:29		0:06:25		0:07:54		0:09:31		0:06:04		0:07:07

				Max Wait Time				0:18:09		0:06:20		0:23:50		0:16:56		0:28:38		0:15:55		0:28:38

				Service Level (<95% calls under 5 min)				10.38%		95.66%		35.63%		20.09%		37.00%		62.73%		43.58%

				Talk Time (Avg)				0:07:56		0:07:08		0:07:12		0:07:11		0:06:20		0:07:46		0:07:15

				Call Handle Time (Avg)				0:09:12		0:08:29		0:08:24		0:08:25		0:07:38		0:09:19		0:08:34

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				86.69%		87.36%		88.39%		87.98%		87.34%		89.47%		87.87%

				Complaints Received				0		0		0		0		0		0		0						 

				Complaints Resolved				0		0		1		0		0		0		1

				Helpline (Transfers from Vendor/other)				1201		1317		1430		1976		2343		1544		9811

		 		Short Abandon (under 60 seconds)				128		37		83		107		142		61		558

				% of calls answered in under 10 minutes				21.33%		98.19%		74.97%		58.12%		67.12%		80.18%		66.65%

				Occupancy				98.04%		96.89%		96.59%		89.72%		87.05%		92.71%		93.50%

				Max Agents				80		89		86		92		92		105		105



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.02%				Call Reason		Count of Calls

												Resolution Review Team-*		0.04%				How To Enroll In a Plan?		551

												SEP - *		0.04%				MA/MCRE		471

												Enrollment Escalation - *		0.04%				Password Reset/Account Unlock		416

												z-1095-A - *		0.66%				Enrollment Status Check		295						 

												Notice - *		0.96%				How Do I Apply?		240

												Contact Form- OPS USE ONLY - *		1.24%				Income Change		183

												Broker/Navigator - *		3.15%				Request to Close Application^		130

								 				Eligibility-*		4.15%				Initial Enrollment		129

								 				Life Event - *		9.25%				How Do I Update My Application?		128

												Public Programs - *		9.45%				Prospect/Pending Case		99

												Technical - *		10.81%				Top 5 Total		2642

												Enrollment - *		12.96%

												Transfer to St. Paul		22.17%

												MNsure 101 - *		25.06%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week

				Calls Received				574		586		604		596		626		244		3230

				Calls Handled				442		458		477		502		504		228		2611						Top 5 Call Reasons

				Calls Abandoned				117		122		118		93		121		15		586

				Abandon % (>5%)(Less Short Aban)				20.38%		20.82%		19.54%		15.60%		19.33%		6.15%		16.97%						Call Reason		Count of Calls

				Avg Time to Abandon				0:08:53		0:12:06		0:11:24		0:11:36		0:15:17		0:01:29		0:10:07

				Average Wait Time (>5 min)				0:15:27		0:20:12		0:17:36		0:16:18		0:26:07		0:02:04		0:16:17						Password Reset/Account Unlock		46

				Max Wait Time				0:44:22		0:49:22		0:47:09		0:43:54		0:56:58		0:11:53		0:56:58						Paper Form via FileNet		22

				Service Level (<95% calls under 5 min)				28.14%		21.50%		28.57%		27.73%		28.48%		81.15%		35.93%						CSR-Determination Result		22

				Talk Time (Avg)				0:08:41		0:10:12		0:10:07		0:10:43		0:10:55		0:09:24		0:10:00						CSR-Status of Enrollment		21

				Call Handle Time (Avg)				0:11:37		0:12:53		0:13:03		0:13:43		0:13:56		0:12:09		0:12:53						Enrollment Status Check		20

				Max Agents				11.75		13.05		12.60		13.40		14.53		7.25		15				 		Top 5 Total		111







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week

				Calls Received				361		397		365		397		392		85		1997

				Calls Handled				286		300		283		321		303		81		1574						Top 5 Call Reasons

				Calls Abandoned				73		96		81		75		88		3		416

				Abandon % (>5%)(Less Short Aban)				20.22%		24.18%		22.19%		18.89%		22.45%		3.53%		18.58%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:52		0:05:37		0:07:49		0:07:38		0:07:31		0:01:54		0:06:13

		 		Average Wait Time (>5 min)				0:13:09		0:09:59		0:12:30		0:11:15		0:14:17		0:01:25		0:10:25						CSR-Public Program Status		22

				Max Wait Time				0:33:28		0:25:36		0:36:45		0:28:22		0:36:20		0:11:20		0:36:45						Password Reset/Account Unlock		11

				Service Level (<95% calls under 5 min)				25.76%		33.75%		29.32%		26.70%		36.73%		86.90%		39.86%						CSR-Status of Enrollment		8

				Talk Time (Avg)				0:05:18		0:05:20		0:05:28		0:05:23		0:05:46		0:06:40		0:05:39						CSR-Determination Result		6

				Call Handle Time (Avg)				0:08:52		0:08:47		0:09:19		0:08:56		0:09:34		0:10:12		0:09:16						CSR-Public Program Renewal		6

				Max Agents				5.73		6.09		6.23		6.50		6.36		2.00		6				 		Top 5 Total		47

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week

				Calls Received				1201		1317		1430		1976		2343		1544		9811

				Calls Handled				900		1003		862		1046		1027		1190		6029

				Calls Abandoned				238		265		479		850		1243		322		3397

				Abandon % (>5%)(Less Short Aban)				19.82%		20.12%		33.50%		43.02%		53.05%		20.84%		31.73%

				Avg Time to Abandon				0:16:47		0:21:12		0:30:34		0:40:21		0:41:36		0:17:20		0:27:58

				Average Wait Time (>5 min)				0:47:48		0:43:03		1:08:42		1:36:27		1:24:00		0:39:29		1:03:14

				Max Wait Time				1:15:13		1:35:35		1:56:40		2:03:41		2:08:12		1:43:24		2:08:12

				Service Level (<95% calls under 5 min)				9.80%		0.00%		14.85%		14.08%		15.44%		11.42%		10.93%

				Talk Time (Avg)				0:15:02		0:15:34		0:15:27		0:15:40		0:15:39		0:15:22		0:15:27

				Call Handle Time (Avg)				0:22:00		0:22:58		0:23:31		0:22:40		0:22:51		0:22:36		0:22:46

				Percent. calls transferred by vendor				29.95%		36.77%		36.61%		39.68%		43.30%		37.73%		37.34%

				Max Agents				45.75		52.44		46.37		54.55		59.69		70.88		71

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Dec		10-Dec		11-Dec		12-Dec		13-Dec		14-Dec		15-Dec		Week

				Busy				0		0		1		0		0		0		1

				Caller canceled				2		7		5		8		8		8		38

				Connected				475		481		555		698		718		560		3487

				Error				0		0		1		4		0		0		5

				Invalid Number				6		11		13		15		0		0		45

				No Answer				43		39		68		74		43		33		300

				No Response				44		66		92		168		60		48		478

				Total Requests				570		604		735		967		829		649		4354

				% Connected				83%		80%		76%		72%		87%		86%		81%

																						 



























































































































































































12.2.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week

				Calls Received				2966		2617		2539		2543		2399		334		13398

				Calls Handled				2876		2523		2389		2427		2311		328		12854

				Calls Abandoned				25		13		59		54		10		0		161

				Abandon % (>5%)(Less Short Aban)				0.84%		0.50%		2.32%		2.12%		0.42%		0.00%		1.03%

				Avg Time to Abandon				0:11:25		0:19:03		0:12:39		0:12:18		0:21:08		0:00:00		0:12:45

				Average Wait Time (>5 min)				0:01:12		0:01:21		0:02:07		0:01:21		0:01:32		0:01:24		0:01:30

				Max Wait Time				0:16:43		0:11:22		0:19:57		0:28:05		0:15:49		0:11:58		0:28:05

				Service Level (<95% calls under 5 min)				92.56%		87.61%		81.92%		88.59%		91.42%		85.29%		87.90%

				Talk Time (Avg)				0:07:15		0:07:20		0:07:21		0:07:18		0:07:41		0:07:34		0:07:24

				Call Handle Time (Avg)				0:08:35		0:08:38		0:08:40		0:08:44		0:09:03		0:08:57		0:08:46

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				86.26%		87.29%		87.04%		87.50%		86.77%		81.25%		86.02%

				Complaints Received				0		0		0		0		0		0		0						 

				Complaints Resolved				1		0		0		0		0		0		1

				Helpline (Transfers from Vendor/other)				1122		922		929		910		890		140		4913

		 		Short Abandon (under 60 seconds)				88		27		28		18		33		1		195

				% of calls answered in under 10 minutes				97.85%		97.26%		88.21%		93.70%		96.15%		96.40%		94.93%

				Occupancy				90.40%		84.36%		79.67%		80.04%		90.28%		63.97%		81.45%

				Max Agents				80		80		81		78		70		13.1026290079		81



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Escalation - *		0.17%				Call Reason		Count of Calls

												SEP - *		0.34%				MA/MCRE		35

												z-1095-A - *		1.51%				How To Enroll In a Plan?		33

												Contact Form- OPS USE ONLY - *		1.68%				Password Reset/Account Unlock		30

												Notice - *		2.02%				Income Change		25						 

												Eligibility-*		6.39%				Enrollment Status Check		15

												Broker/Navigator - *		6.72%				How Do I Apply?		15

												Public Programs - *		7.06%				Request to Close Application^		14

								 				Technical - *		9.92%				A Referral^		13

								 				Enrollment - *		11.09%				How Do I Update My Application?		12

												Life Event - *		14.45%				Passive Enrollment Questions		10

												MNsure 101 - *		15.97%				Total		202













						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week

				Calls Received				387		384		367		346		342		46		1872

				Calls Handled				329		343		326		303		315		45		1661						Top 5 Call Reasons

				Calls Abandoned				49		39		36		39		25		1		189

				Abandon % (>5%)(Less Short Aban)				12.66%		10.16%		9.81%		11.27%		7.31%		2.17%		8.90%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:29		0:04:40		0:02:50		0:08:01		0:04:57		0:00:50		0:04:47

				Average Wait Time (>5 min)				0:06:54		0:04:46		0:04:38		0:08:14		0:03:43		0:01:19		0:04:55						APTC/CSR Questions		18

				Max Wait Time				0:29:15		0:15:52		0:24:23		0:28:02		0:31:41		0:09:06		0:31:41						Password Reset/Account Unlock		16

				Service Level (<95% calls under 5 min)				52.08%		59.64%		63.76%		42.03%		74.27%		86.96%		63.12%						Enrollment Status Check		8

				Talk Time (Avg)				0:08:23		0:07:59		0:08:29		0:08:56		0:08:16		0:12:01		0:09:00						APTC		6

				Call Handle Time (Avg)				0:11:03		0:11:08		0:11:40		0:12:14		0:11:08		0:14:24		0:11:56						MA		4

				Max Agents				8.07		8.52		8.60		8.24		7.79		1.62		9				 		Top 5 Total		48







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week

				Calls Received				314		345		314		346		319		28		1666

				Calls Handled				242		249		267		269		258		27		1312						Top 5 Call Reasons

				Calls Abandoned				72		96		47		76		59		1		351

				Abandon % (>5%)(Less Short Aban)				22.93%		27.83%		14.97%		21.97%		18.50%		3.57%		18.30%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:04		0:08:25		0:05:57		0:05:20		0:04:59		0:08:33		0:06:23

		 		Average Wait Time (>5 min)				0:09:46		0:18:20		0:06:35		0:08:23		0:07:51		0:01:06		0:08:40						CSR-Public Program Status		9

				Max Wait Time				0:27:36		0:34:56		0:26:54		0:23:03		0:34:11		0:09:17		0:34:56						Password Reset/Account Unlock		6

				Service Level (<95% calls under 5 min)				40.13%		19.71%		57.32%		41.91%		49.84%		92.86%		50.30%						Prospect/Pending Case		4

				Talk Time (Avg)				0:04:38		0:04:57		0:04:47		0:05:39		0:04:49		0:05:58		0:05:08						CSR-Status of Enrollment		2

				Call Handle Time (Avg)				0:08:45		0:08:59		0:08:23		0:09:09		0:07:47		0:09:10		0:08:42						Request to Close Application^		1

				Max Agents				5.49		5.98		5.00		5.52		4.48		0.59		6				 		Top 5 Total		21

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week

				Calls Received				1122		922		929		910		890		140		4913

				Calls Handled				813		728		673		658		687		117		3676

				Calls Abandoned				271		166		213		224		172		23		1069

				Abandon % (>5%)(Less Short Aban)				24.15%		18.00%		22.93%		24.62%		19.33%		16.43%		20.91%

				Avg Time to Abandon				0:14:32		0:13:19		0:17:12		0:18:09		0:14:24		0:20:08		0:16:17

				Average Wait Time (>5 min)				0:46:53		0:34:23		0:42:50		0:42:49		0:41:20		0:31:48		0:40:00

				Max Wait Time				1:15:42		1:01:34		1:14:52		1:22:53		1:14:19		1:10:53		1:22:53

				Service Level (<95% calls under 5 min)				11.71%		10.39%		9.96%		12.23%		12.53%		18.57%		12.57%

				Talk Time (Avg)				0:15:33		0:14:59		0:15:38		0:16:03		0:16:03		0:18:30		0:16:07

				Call Handle Time (Avg)				0:23:29		0:22:51		0:23:47		0:24:19		0:23:39		0:25:45		0:23:58

				Percent. calls transferred by vendor				37.83%		35.23%		36.59%		35.78%		37.10%		41.92%		37.41%

				Max Agents				22.57		36.99		36.46		35.77		36.67		6.51		37

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Dec		3-Dec		4-Dec		5-Dec		6-Dec		7-Dec		8-Dec		Week

				Busy				0		0		3		3		0		0		6

				Caller canceled				1		2		1		4		3		0		11

				Connected				425		325		354		343		331		36		1814

				Error				0		2		1		4		0		0		7

				Invalid Number				8		8		4		4		4		0		28

				No Answer				45		43		36		38		23		1		186

				No Response				45		37		50		59		46		1		238

				Total Requests				524		417		449		455		407		38		2290

				% Connected				81%		78%		79%		75%		81%		95%		82%

																						 



























































































































































































3.8.2020

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week

				Calls Received				1154		1091		1078		1060		1031				5414

				Calls Handled				1076		1032		1011		1008		971				5097

				Calls Abandoned				21		13		20		18		27				98

				Abandon % (>5%)(Less Short Aban)				1.79%		1.16%		1.79%		1.64%		2.45%				1.77%

				Avg Time to Abandon				0:11:15		0:12:57		0:11:17		0:08:16		0:09:45				0:10:42

				Average Wait Time (>5 min)				0:03:17		0:02:10		0:02:39		0:01:54		0:02:51				0:02:34

				Max Wait Time				0:22:02		0:17:19		0:32:08		0:30:47		0:35:58				0:35:58

				Service Level (<95% calls under 5 min)				67.76%		82.25%		70.80%		82.07%		74.20%				75.42%

				Talk Time (Avg)				0:09:01		0:08:55		0:08:52		0:08:47		0:08:54				0:08:54

				Call Handle Time (Avg)				0:12:32		0:12:19		0:12:11		0:12:16		0:12:20				0:12:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.88%		84.89%		84.14%		84.74%		84.97%				84.12%

				Complaints Received				0		1		0		1		0				2						 

				Complaints Resolved				0		1		1		2		0				4

				Helpline (Transfers from Vendor/other)				238		196		191		181		182				988

		 		Short Abandon (under 60 seconds)				20		13		12		3		5				53

				% of calls answered in under 10 minutes				88.31%		92.48%		90.55%		90.81%		87.41%				89.91%

				Occupancy				82.77%		82.82%		80.17%		76.97%		80.56%				80.66%

				Max Agents				43		41		41		40		39				43



												Distribution of Calls						Top 10 Call Reasons

																		Call Reason		Count of Calls







																										 







								 

								 



																		Top 10 Total		0



																		MCRE

																		Counties







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week

				Calls Received				127		121		104		145		160				657

				Calls Handled				119		118		102		143		155				637						Top 5 Call Reasons

				Calls Abandoned				8		3		2		2		5				20

				Abandon % (>5%)(Less Short Aban)				6.30%		2.48%		1.92%		1.38%		3.12%				3.04%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:51		0:02:57		0:01:58		0:05:12		0:04:34				0:03:18

				Average Wait Time (>5 min)				0:02:40		0:00:25		0:00:40		0:00:49		0:02:35				0:01:25						x		x

				Max Wait Time				0:13:14		0:09:02		0:07:43		0:10:43		0:14:55				0:14:55						x		x

				Service Level (<95% calls under 5 min)				45.67%		83.47%		83.65%		79.31%		44.38%				67.30%						x		x

				Talk Time (Avg)				0:09:43		0:09:58		0:09:37		0:07:17		0:08:40				0:09:03						x		x

				Call Handle Time (Avg)				0:13:03		0:14:24		0:12:09		0:10:50		0:11:47				0:12:26						x		x

				Max Agents				3.45		3.78		2.76		3.44		4.06				4				 		Grand Total		128







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week

				Calls Received				270		273		260		289		276				1368

				Calls Handled				223		245		242		270		260				1240						Top 5 Call Reasons

				Calls Abandoned				47		28		18		19		15				127

				Abandon % (>5%)(Less Short Aban)				17.41%		10.26%		6.92%		6.57%		5.43%				9.32%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:20		0:04:50		0:02:12		0:03:01		0:02:32				0:03:35

		 		Average Wait Time (>5 min)				0:08:10		0:06:26		0:02:47		0:03:23		0:03:13				0:04:47						x		x

				Max Wait Time				0:30:48		0:16:20		0:10:50		0:13:12		0:15:22				0:30:48						x		x

				Service Level (<95% calls under 5 min)				19.63%		17.95%		30.38%		30.45%		44.00%				28.48%						x		x

				Talk Time (Avg)				0:05:02		0:05:01		0:04:48		0:04:25		0:04:27				0:04:44						x		x

				Call Handle Time (Avg)				0:07:16		0:06:53		0:06:57		0:06:30		0:06:45				0:06:52						x		x

				Max Agents				3.60		3.75		3.74		3.90		3.91				4				 		Top 5 Total		0

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week

				Calls Received				238		196		191		181		182				988

				Calls Handled				223		185		175		157		151				892

				Calls Abandoned				9		6		13		12		16				57

				Abandon % (>5%)(Less Short Aban)				3.93%		3.24%		7.06%		6.45%		8.82%				5.90%

				Avg Time to Abandon				0:06:11		0:04:03		0:05:26		0:05:20		0:09:20				0:06:04

				Average Wait Time (>5 min)				0:04:10		0:01:55		0:05:09		0:06:11		0:08:44				0:05:13

				Max Wait Time				0:22:02		0:17:19		0:32:08		0:30:47		0:35:58				0:35:58

				Service Level (<95% calls under 5 min)				31.49%		65.75%		29.91%		43.80%		30.81%				40.35%

				Talk Time (Avg)				0:12:57		0:11:36		0:12:06		0:12:35		0:12:27				0:12:20

				Call Handle Time (Avg)				0:21:52		0:19:52		0:20:46		0:21:09		0:21:40				0:21:03

				Percent. calls transferred by vendor				20.62%		17.97%		17.72%		17.08%		17.65%				18.21%

				Max Agents				14.91		12.64		12.61		13.10		12.52				15

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		13-Mar		14-Mar		Week

				Busy		 		0		0		0		0		0				0

				Caller canceled				0		0		0		0		0				0

				Connected				20		6		16		33		44				119

				Error				0		0		0		0		0				0

				Invalid Number				0		0		0		0		5				5

				No Answer				0		0		1		2		4				7

				No Response				1		0		0		5		3				9

				Total Requests				21		6		17		40		56				140

				% Connected				95%		100%		94%		83%		79%				90.09%

																						 



























































































































































































11.25.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week

				Calls Received				3080		2386		2251		2179		2515		323		12734

				Calls Handled				2933		2379		2233		2144		2263		322		12274

				Calls Abandoned				128		7		13		28		238		0		414

				Abandon % (>5%)(Less Short Aban)				4.16%		0.29%		0.58%		1.28%		9.46%		0.00%		2.63%

				Avg Time to Abandon				0:03:23		0:03:21		0:03:07		0:01:54		0:07:27		0:00:00		0:03:12

				Average Wait Time (>5 min)				0:01:39		0:00:05		0:00:17		0:00:51		0:03:44		0:00:38		0:01:13

				Max Wait Time				0:15:09		0:10:25		0:12:16		0:07:46		0:35:15		0:05:45		0:35:15

				Service Level (<95% calls under 5 min)				85.02%		99.20%		98.62%		97.74%		65.23%		98.14%		90.66%

				Talk Time (Avg)				0:07:33		0:07:35		0:07:17		0:07:36		0:07:33		0:06:27		0:07:20

				Call Handle Time (Avg)				0:08:55		0:08:59		0:08:35		0:09:00		0:08:50		0:08:04		0:08:44

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				87.27%		85.81%		86.35%		85.06%		89.17%		85.01%		86.45%

				Complaints Received				1		0		1		0		0		0		2						 

				Complaints Resolved				0		0		0		1		0		0		1

				Helpline (Transfers from Vendor/other)				1075		922		828		898		1033		166		4922

		 		Short Abandon (under 60 seconds)				56		2		6		14		33		0		111

				% of calls answered in under 10 minutes				95.77%		99.71%		99.24%		99.03%		82.72%		99.69%		96.03%

				Occupancy				92.40%		73.39%		71.60%		75.66%		84.61%		56.90%		75.76%

				Max Agents				84		84		81		75		66		14		84



												Distribution of Calls						Top 10 Call Reasons

												zzzInactiveSubjects - *		0.18%				Call Reason		Count of Calls

												Resolution Review Team - *		0.36%				MA/MCRE		42

												Contact Form- OPS USE ONLY - *		0.36%				Income Change		33

												SEP - *		0.89%				Password Reset/Account Unlock		30

												z-1095-A - *		1.07%				How To Enroll In a Plan?		27						 

												Notice - *		2.14%				How Do I Apply?		16

												Eligibility-*		3.38%				How Do I Update My Application?		15

												Broker/Navigator - *		7.12%				A Referral^		9

								 				Public Programs - *		8.19%				Request to Close Application^		8

								 				Technical - *		8.19%				Passive Enrollment Questions		8

												Enrollment - *		10.50%				Enrollment Status Check		8

												MNsure 101 - *		15.48%				Top 5 Total		196

												Life Event - *		15.66%

												Transfer to St. Paul		26.51%









						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week

				Calls Received				300		329		344		368		366		39		1746

				Calls Handled				284		292		292		325		317		37		1547						Top 5 Call Reasons

				Calls Abandoned				15		33		47		34		46		2		177

				Abandon % (>5%)(Less Short Aban)				5.00%		10.03%		13.66%		9.24%		12.57%		5.13%		9.27%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:24		0:02:31		0:06:53		0:04:44		0:06:17		0:02:07		0:04:19

				Average Wait Time (>5 min)				0:01:45		0:03:35		0:07:00		0:05:08		0:05:05		0:01:02		0:03:55						APTC		12

				Max Wait Time				0:14:16		0:17:36		0:28:20		0:29:34		0:26:51		0:05:54		0:29:34						Paper Form via FileNet		10

				Service Level (<95% calls under 5 min)				88.00%		70.82%		51.02%		55.74%		62.84%		89.74%		69.69%						Password Reset/Account Unlock		10

				Talk Time (Avg)				0:08:46		0:09:33		0:09:09		0:09:07		0:09:00		0:11:04		0:09:26						Full Term		6

				Call Handle Time (Avg)				0:12:09		0:12:55		0:12:16		0:12:13		0:12:12		0:13:56		0:12:36						APTC/CSR Questions		5

				Max Agents				7.96		8.52		7.96		8.82		8.59		1.15		9				 		Top 5 Total		38







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week

				Calls Received				299		290		347		301		309		40		1586

				Calls Handled				240		240		272		251		264		39		1306						Top 5 Call Reasons

				Calls Abandoned				58		49		74		50		44		1		276

				Abandon % (>5%)(Less Short Aban)				19.40%		16.90%		21.33%		16.61%		14.24%		2.50%		15.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:46		0:04:46		0:06:27		0:04:23		0:04:04		0:07:44		0:05:21

		 		Average Wait Time (>5 min)				0:12:06		0:09:33		0:10:10		0:05:21		0:05:52		0:01:03		0:07:20						CSR-Public Program Status		16

				Max Wait Time				0:33:03		0:21:17		0:31:29		0:18:04		0:24:56		0:10:37		0:33:03						CSR-Public Program Renewal		4

				Service Level (<95% calls under 5 min)				24.41%		33.10%		35.16%		53.49%		58.25%		87.50%		48.65%						Password Reset/Account Unlock		3

				Talk Time (Avg)				0:04:44		0:04:59		0:05:26		0:04:59		0:04:39		0:06:53		0:05:16						Request to Close Application^		3

				Call Handle Time (Avg)				0:08:31		0:08:42		0:08:46		0:08:45		0:07:52		0:10:15		0:08:48						CSR-Pending Case		2

				Max Agents				4.62		4.87		5.43		5.49		4.62		0.89		5				 		Top 5 Total		26

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week

				Calls Received				1075		922		828		898		1033		166		4922

				Calls Handled				805		650		606		636		421		106		3224

				Calls Abandoned				237		240		183		207		590		60		1517

				Abandon % (>5%)(Less Short Aban)				22.05%		26.03%		22.10%		23.05%		57.12%		36.14%		31.08%

				Avg Time to Abandon				0:12:09		0:15:48		0:18:43		0:18:02		0:06:10		0:25:30		0:16:03

				Average Wait Time (>5 min)				0:39:23		0:43:47		0:32:09		0:35:48		0:18:03		0:53:04		0:37:02

				Max Wait Time				1:16:50		0:59:40		1:12:06		1:11:47		0:47:15		1:33:05		1:33:05

				Service Level (<95% calls under 5 min)				12.79%		13.87%		17.82%		14.35%		51.72%		13.25%		20.63%

				Talk Time (Avg)				0:16:35		0:16:45		0:16:29		0:16:00		0:17:22		0:18:38		0:16:58

				Call Handle Time (Avg)				0:24:55		0:25:21		0:25:08		0:23:52		0:27:02		0:26:03		0:25:23

				Percent. calls transferred by vendor				34.90%		38.64%		36.78%		41.21%		41.07%		51.39%		40.67%

				Max Agents				24.25		19.43		18.50		15.01		9.03		4.62		24

																						 







				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						25-Nov		26-Nov		27-Nov		28-Nov		29-Nov		30-Nov		1-Dec		Week

				Busy				0		1		0		0		0				1

				Caller canceled				4		1		1		2		0				8

				Connected				276		271		225		255		167				1194

				Error				0		1		1		7		0				9

				Invalid Number				5		9		7		6		1				28

				No Answer				24		19		17		20		8				88

				No Response				41		51		37		43		17				189

				Total Requests				350		353		288		333		193				1517

				% Connected				79%		77%		78%		77%		87%				79%

																						 



























































































































































































11.18.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week

				Calls Received				1933		1708		1327						169		5137

				Calls Handled				1922		1696		1305						169		5092

				Calls Abandoned				11		10		17						0		38

				Abandon % (>5%)(Less Short Aban)				0.57%		0.59%		1.28%						0.00%		0.61%

				Avg Time to Abandon				0:04:28		0:02:38		0:01:22						0:00:00		0:02:07

				Average Wait Time (>5 min)				0:00:13		0:00:11		0:00:40						0:00:01		0:00:16

				Max Wait Time				0:08:56		0:08:58		0:07:23						0:00:02		0:08:58

				Service Level (<95% calls under 5 min)				98.50%		98.36%		96.74%						100.00%		98.40%

				Talk Time (Avg)				0:07:49		0:07:34		0:07:34						0:07:51		0:07:42

				Call Handle Time (Avg)				0:09:11		0:09:00		0:17:16						0:09:04		0:11:07

				Transfer Out				na		na		na						na		na

				First Call Resolution %				85.43%		85.83%		85.08%						85.79%		85.53%

				Complaints Received				0		0		0						0		0						 

				Complaints Resolved				0		0		0						0		0

				Helpline (Transfers from Vendor/other)				722		691		525						0		1938

		 		Short Abandon (under 60 seconds)				2		4		9						0		15

				% of calls answered in under 10 minutes				99.53%		99.53%		99.01%						100.00%		99.52%

				Occupancy				65.61%		1		1						0		53.54%

				Max Agents				75.78		72.93		64.31						17.66		76



												Distribution of Calls						Top 10 Call Reasons

												Broker/Navigator - *		2.06%				Call Reason		Count of Calls

												Eligibility-*		2.58%				Password Reset/Account Unlock		27

												z-1095-A - *		2.58%				How To Enroll In a Plan?		22

												Notice - *		4.12%				How Do I Update My Application?		22

												Life Event - *		4.64%				How Do I Apply?		17						 

												Contact Form- OPS USE ONLY - *		5.15%				MA/MCRE		12

												Public Programs - *		6.19%				Passive Enrollment Questions		10

												Enrollment - *		9.79%				Enrollment Status Check		7

								 				Transfer to St. Paul		12.89%				General Questions		5

								 				Technical - *		14.95%				A Referral^		4

												MNsure 101 - *		35.05%				Request to Close Application^		3

																		Total		129













						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week

				Calls Received				312		321		249								882

				Calls Handled				293		299		228								820						Top 5 Call Reasons

				Calls Abandoned				18		20		21								59

				Abandon % (>5%)(Less Short Aban)				5.77%		6.23%		8.43%								6.81%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:49		0:03:08		0:05:34								0:04:30

				Average Wait Time (>5 min)				0:02:45		0:01:55		0:03:07								0:02:35						Password Reset/Account Unlock		36

				Max Wait Time				0:17:37		0:10:48		0:24:17								0:24:17						CSR-Status of Enrollment		20

				Service Level (<95% calls under 5 min)				74.04%		82.87%		76.71%								77.87%						CSR-Determination Result		16

				Talk Time (Avg)				0:08:20		0:08:25		0:09:19								0:08:41						How Do I Update My Application?		15

				Call Handle Time (Avg)				0:11:30		0:11:45		0:12:49								0:12:01						Full Term		14

				Max Agents				7.49		7.81		6.49								8				 		Top 5 Total		87







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week

				Calls Received				341		302		256								899

				Calls Handled				273		256		228								757						Top 5 Call Reasons

				Calls Abandoned				66		46		28								140

				Abandon % (>5%)(Less Short Aban)				19.35%		15.23%		10.94%								15.17%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:11		0:04:21		0:04:28								0:04:40

		 		Average Wait Time (>5 min)				0:08:07		0:07:11		0:07:10								0:07:29						CSR-Public Program Status		112

				Max Wait Time				0:27:47		0:20:48		0:20:38								0:27:47						Password Reset/Account Unlock		40

				Service Level (<95% calls under 5 min)				37.24%		46.03%		40.23%								41.17%						CSR-Newborn Status		15

				Talk Time (Avg)				0:05:06		0:04:55		0:04:36								0:04:52						CSR-Determination Result		11

				Call Handle Time (Avg)				0:08:47		0:08:08		0:08:03								0:08:19						CSR-Pending Case		9

				Max Agents				5.39		4.30		4.00								5				 		Top 5 Total		178

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week

				Calls Received				722		691		525								1938

				Calls Handled				676		597		486								1759

				Calls Abandoned				42		86		35								163

				Abandon % (>5%)(Less Short Aban)				5.82%		12.45%		6.67%								8.31%

				Avg Time to Abandon				0:07:26		0:08:02		0:05:55								0:07:07

				Average Wait Time (>5 min)				0:06:33		0:14:34		0:10:22								0:10:29

				Max Wait Time				0:34:03		0:48:05		0:44:57								0:48:05

				Service Level (<95% calls under 5 min)				55.29%		19.47%		49.52%								41.43%

				Talk Time (Avg)				0:15:30		0:17:18		0:16:33								0:16:27

				Call Handle Time (Avg)				0:24:29		0:26:59		0:25:45								0:25:44

				Percent. calls transferred by vendor				37.35%		40.46%		39.56%								39.12%

				Max Agents				15.07		15.10		10.02								15

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						18-Nov		19-Nov		20-Nov		21-Nov		22-Nov		23-Nov		24-Nov		Week

				Busy				0		0		0								0

				Caller canceled				1		2		0								3

				Connected				39		114		77								230

				Error				0		1		0								1

				Invalid Number				1		4		0								5

				No Answer				6		12		8								26

				No Response				2		11		6								19

				Total Requests				49		144		91								284

				% Connected				80%		79%		85%								81%

																						 



























































































































































































11.11.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week

				Calls Received				1267		1959		1757		1624		1543		198		8348

				Calls Handled				1259		1947		1755		1624		1532		198		8315

				Calls Abandoned				5		11		0		0		11		0		27

				Abandon % (>5%)(Less Short Aban)				0.39%		0.56%		0.00%		0.00%		0.71%		0.00%		0.28%

				Avg Time to Abandon				0:02:30		0:03:48		0:00:00		0:00:00		0:01:57		0:00:00		0:01:22

				Average Wait Time (>5 min)				0:00:12		0:00:12		0:00:01		0:00:01		0:00:14		0:00:01		0:00:06

				Max Wait Time				0:05:41		0:10:28		0:00:59		0:01:10		0:09:38		0:00:02		0:10:28

				Service Level (<95% calls under 5 min)				98.66%		98.11%		100.00%		100.00%		98.19%		100.00%		99.16%

				Talk Time (Avg)				0:07:34		0:08:05		0:07:57		0:07:53		0:07:56		0:08:10		0:07:55

				Call Handle Time (Avg)				0:09:02		0:09:27		0:09:20		0:09:18		0:09:20		0:09:32		0:09:19

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				87.43%		87.40%		86.61%		79.08%		85.06%		81.75%		84.56%

				Complaints Received				1		0		0		0		0		0		1						 

				Complaints Resolved				1		0		0		1		2		0		4

				Helpline (Transfers from Vendor/other)				463		660		652		609		600		82		3066

		 		Short Abandon (under 60 seconds)				0		0		2		0		0		0		2

				% of calls answered in under 10 minutes				99.37%		99.18%		100.00%		100.00%		99.29%		100.00%		99.64%

				Max Agents				79		59		0		83		72		15.5259496107		83



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.29%				Call Reason		Count of Calls

												Contact Form- OPS USE ONLY - *		0.86%				Password Reset/Account Unlock		23

												Eligibility-*		0.86%				Income Change		18

												SEP - *		2.01%				MA/MCRE		18

												Notice - *		3.74%				General Questions		17						 

												Broker/Navigator - *		4.60%				How To Enroll In a Plan?		17

												z-1095-A - *		5.17%				Enrollment Status Check		12

												Public Programs - *		7.18%				How Do I Apply?		12

								 				Technical - *		10.63%				How Do I Update My Application?		11

								 				Enrollment - *		12.36%				A Referral^		9

												Life Event - *		13.51%				Passive Enrollment Questions		7

												MNsure 101 - *		17.24%				Total		144













						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week

				Calls Received				212		295		280		259		242		19		1307

				Calls Handled				208		288		267		246		230		19		1258						Top 5 Call Reasons

				Calls Abandoned				3		6		12		13		11		0		45

				Abandon % (>5%)(Less Short Aban)				1.42%		2.03%		4.29%		5.02%		4.55%		0.00%		2.89%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:59		0:02:18		0:04:16		0:03:15		0:04:37		0:00:00		0:02:54

				Average Wait Time (>5 min)				0:00:39		0:00:54		0:01:30		0:01:21		0:02:34		0:00:18		0:01:12						Password Reset/Account Unlock		7

				Max Wait Time				0:08:27		0:11:37		0:10:57		0:12:01		0:17:05		0:05:27		0:17:05						APTC		5

				Service Level (<95% calls under 5 min)				97.63%		95.59%		87.86%		91.12%		75.21%		94.74%		90.36%						Full Term		4

				Talk Time (Avg)				0:08:20		0:09:20		0:08:17		0:08:53		0:09:36		0:07:46		0:08:42						MA		4

				Call Handle Time (Avg)				0:12:06		0:12:50		0:11:44		0:12:35		0:13:32		0:11:26		0:12:22						Address Change/Correction^		2

				Max Agents				5.59		8.22		6.96		6.88		6.91		0.48		8				 		Top 5 Total		20







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week

				Calls Received				273		336		352		314		287		17		1579

				Calls Handled				250		264		289		276		235		16		1330						Top 5 Call Reasons

				Calls Abandoned				22		70		61		38		52		0		243

				Abandon % (>5%)(Less Short Aban)				8.06%		20.83%		17.33%		12.10%		18.12%		0.00%		12.74%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:53		0:04:22		0:05:22		0:04:10		0:05:18		0:00:00		0:03:40

		 		Average Wait Time (>5 min)				0:03:26		0:09:49		0:08:13		0:07:41		0:07:51		0:00:03		0:06:10						Password Reset/Account Unlock		4

				Max Wait Time				0:17:49		0:23:19		0:27:56		0:21:20		0:20:15		0:00:13		0:27:56						CSR-Public Program Status		2

				Service Level (<95% calls under 5 min)				73.53%		27.16%		36.08%		35.99%		36.59%		100.00%		51.56%						Request to Close Application^		2

				Talk Time (Avg)				0:04:24		0:05:16		0:04:57		0:05:07		0:04:31		0:03:14		0:04:34						CSR-Public Program Renewal		1

				Call Handle Time (Avg)				0:07:35		0:08:34		0:08:24		0:08:44		0:08:25		0:06:02		0:07:57						How Do I Apply?		1

				Max Agents				4.36		5.05		5.37		5.49		4.37		0.30		5				 		Top 5 Total		9

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week

				Calls Received				463		660		652		609		600		82		3066

				Calls Handled				449		640		598		535		443		81		2746

				Calls Abandoned				7		18		53		63		145		1		287

				Abandon % (>5%)(Less Short Aban)				1.51%		2.73%		8.13%		10.34%		24.17%		1.22%		8.02%

				Avg Time to Abandon				0:04:09		0:04:59		0:09:28		0:06:54		0:15:03		0:00:38		0:06:51

				Average Wait Time (>5 min)				0:02:02		0:04:24		0:07:49		0:10:58		0:30:29		0:01:04		0:09:27

				Max Wait Time				0:24:50		0:25:53		0:35:40		0:32:47		1:02:42		0:08:57		1:02:42

				Service Level (<95% calls under 5 min)				80.74%		64.80%		41.56%		17.88%		14.97%		91.46%		51.90%

				Talk Time (Avg)				0:15:15		0:16:20		0:16:47		0:17:40		0:16:47		0:13:59		0:16:08

				Call Handle Time (Avg)				0:26:10		0:25:41		0:26:47		0:27:23		0:27:22		0:21:41		0:25:50

				Percent. calls transferred by vendor				36.54%		33.69%		37.11%		37.50%		38.89%		41.41%		37.52%

				Max Agents				22.92		21.05		21.32		11.98		9.59		3.46		23

																						 









				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						11-Nov		12-Nov		13-Nov		14-Nov		15-Nov		16-Nov		17-Nov		Week

				Busy				0		1		0		0		0		0		1

				Caller canceled				0		0		0		2		0		0		2

				Connected				7		27		22		56		170		0		282

				Error				6		0		0		0		1		0		7

				Invalid Number				1		0		0		2		5		0		8

				No Answer				3		2		2		3		9		0		19

				No Response				4		2		4		11		27		0		48

				Total Requests				21		32		28		74		212		0		367

				% Connected				33%		84%		79%		76%		80%		na		70%

																						 



























































































































































































11.4.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week

				Calls Received				2219		1628		1767		1649		1432		165		8860

				Calls Handled				2218		1628		1767		1649		1432		164		8858

				Calls Abandoned				0		0		0		0		0		1		1

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%		0.61%		0.10%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:01:13		0:00:12

				Average Wait Time (>5 min)				0:00:01		0:00:01		0:00:02		0:00:01		0:00:01		0:00:38		0:00:07

				Max Wait Time				0:00:44		0:00:09		0:02:53		0:01:46		0:00:02		0:04:52		0:04:52

				Service Level (<95% calls under 5 min)				100.00%		100.00%		100.00%		100.00%		100.00%		99.39%		99.90%

				Talk Time (Avg)				0:07:50		0:07:54		0:07:56		0:07:57		0:07:51		0:07:34		0:07:50

				Call Handle Time (Avg)				0:09:39		0:09:25		0:09:30		0:09:25		0:09:20		0:08:56		0:09:22

				Transfer Out				na		na		na		na		na		na		na

				First Call Resolution %				95.74%		85.74%		83.87%		85.80%		86.71%		78.15%		86.00%

				Complaints Received				0		0		0		0		0		0		0						 

				Complaints Resolved				0		1		0		0		0		0		1

				Helpline (Transfers from Vendor/other)				816		594		637		601		505		51		3204

		 		Short Abandon (under 60 seconds)				1		0		0		0		0		0		1

				% of calls answered in under 10 minutes				100.00%		100.00%		100.00%		100.00%		100.00%		99.39%		99.90%

				Max Agents				102		95		98		92		82		13		102



												Distribution of Calls						Top 10 Call Reasons

												Appeals - *		0.33%				Call Reason		Count of Calls

												Enrollment Operations (Ops Use Only) - *		0.33%				Password Reset/Account Unlock		20

												Contact Form- OPS USE ONLY - *		1.63%				Income Change		17

												Eligibility-*		1.96%				Enrollment Status Check		15

												z-1095-A - *		1.96%				How Do I Apply?		14						 

												Notice - *		3.59%				How To Enroll In a Plan?		14

												Public Programs - *		4.90%				MA/MCRE		11

												SEP - *		4.90%				Passive Enrollment Questions		10

								 				Broker/Navigator - *		7.52%				Request to Close Application^		8

								 				Life Event - *		11.11%				How Do I Update My Application?		8

												Technical - *		11.44%				General Questions		6

												Enrollment - *		16.01%				Total		123

												Transfer to St. Paul		16.99%

												MNsure 101 - *		17.32%









						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week

				Calls Received				277		236		270		269		219		29		1300

				Calls Handled				274		227		261		262		216		29		1269						Top 5 Call Reasons

				Calls Abandoned				1		8		8		4		3		0		24

				Abandon % (>5%)(Less Short Aban)				0.36%		3.39%		2.96%		1.49%		1.37%		0.00%		1.60%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:24		0:01:44		0:06:56		0:01:26		0:03:35		0:00:00		0:03:00

				Average Wait Time (>5 min)				0:00:13		0:01:04		0:01:22		0:01:07		0:00:39		0:00:01		0:00:44						APTC		11

				Max Wait Time				0:04:04		0:07:23		0:20:36		0:17:23		0:07:02		0:00:05		0:20:36						CSR-Status of Enrollment		7

				Service Level (<95% calls under 5 min)				99.64%		92.34%		87.04%		92.94%		97.26%		100.00%		94.87%						Password Reset/Account Unlock		6

				Talk Time (Avg)				0:08:17		0:08:44		0:08:12		0:08:50		0:09:56		0:10:59		0:09:09						APTC/CSR Questions		5

				Call Handle Time (Avg)				0:11:51		0:12:04		0:11:46		0:12:40		0:13:41		0:14:30		0:12:45						Paper Form via FileNet		4

				Max Agents				7.66		6.45		6.82		7.38		6.56		4.00		8				 		Top 5 Total		29







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week

				Calls Received				353		292		298		350		277		15		1585

				Calls Handled				274		248		252		276		249		15		1314						Top 5 Call Reasons

				Calls Abandoned				78		44		45		73		28		0		268

				Abandon % (>5%)(Less Short Aban)				22.10%		15.07%		15.10%		20.86%		10.11%		0.00%		13.87%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:44		0:04:38		0:04:07		0:04:58		0:04:37		0:00:00		0:04:00

		 		Average Wait Time (>5 min)				0:10:49		0:05:12		0:06:41		0:09:02		0:04:59		0:00:10		0:06:08						Password Reset/Account Unlock		5

				Max Wait Time				0:33:23		0:19:38		0:18:15		0:25:02		0:17:25		0:02:05		0:33:23						How To Enroll In a Plan?		2

				Service Level (<95% calls under 5 min)				31.25%		58.22%		41.61%		36.86%		58.48%		100.00%		54.40%						CSR-Public Program Status		2

				Talk Time (Avg)				0:05:35		0:05:12		0:06:09		0:05:53		0:04:49		0:03:12		0:05:08						CSR-Pending Case		1

				Call Handle Time (Avg)				0:08:41		0:08:43		0:09:50		0:09:27		0:08:14		0:05:58		0:08:28						Prospect/Pending Case		1

				Max Agents				5.09		4.36		5.38		5.70		4.04		2.00		6				 		Top 5 Total		10

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week

				Calls Received				816		594		637		601		505		51		3204

				Calls Handled				810		593		542		540		491		51		3027

				Calls Abandoned				5		0		86		53		11		0		155

				Abandon % (>5%)(Less Short Aban)				0.61%		0.00%		13.50%		8.82%		2.18%		0.00%		4.19%

				Avg Time to Abandon				0:03:18		0:00:00		0:11:51		0:05:21		0:06:47		0:00:00		0:04:32

				Average Wait Time (>5 min)				0:01:30		0:00:44		0:15:55		0:09:20		0:02:36		0:00:01		0:05:01

				Max Wait Time				0:12:37		0:16:30		0:54:00		0:30:47		0:18:26		0:00:08		0:54:00

				Service Level (<95% calls under 5 min)				85.03%		93.93%		21.96%		28.67%		77.62%		100.00%		67.87%

				Talk Time (Avg)				0:15:33		0:15:12		0:17:39		0:15:21		0:16:07		0:19:21		0:16:32

				Call Handle Time (Avg)				0:23:34		0:23:48		0:28:23		0:25:19		0:25:28		0:30:21		0:26:08

				Percent. calls transferred by vendor				37%		36.49%		36.05%		36.45%		35.27%		30.91%		35.32%

				Max Agents				75.94		72.00		46.63		40.00		43.30		9.06		76

																						 







				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						4-Nov		5-Nov		6-Nov		7-Nov		8-Nov		9-Nov		10-Nov		Week

				Busy				0		0		1		0		0		0		1

				Caller canceled				0		0		1		0		0		0		1

				Connected				0		0		108		60		0		0		168

				Error				0		0		0		0		0		0		0

				Invalid Number				0		0		0		6		0		0		6

				No Answer				0		0		9		0		0		0		9

				No Response				0		0		9		7		0		0		16

				Total Requests				0		0		128		73		0		0		201

				% Connected				na		na		84%		82%		na		na		83%

																						 

















































































































































































10.28.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg						Total / Avg

						28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week						Week

				Calls Received				1755		1575		1697		2422		1595		191		4208						4208

				Calls Handled				1700		1573		1693		2421		1595		191		9173						4207

				Calls Abandoned				5		0		0		0		0		0		5						0

				Abandon % (>5%)(Less Short Aban)				0.28%		0.00%		0.00%		0.00%		0.00%		0.00%		0.05%						0.00%

				Avg Time to Abandon				0:22:52		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:03:48						0:00:00

				Average Wait Time (>5 min)				0:00:55		0:00:06		0:00:10		0:00:01		0:00:01		0:00:01		0:00:12						0:00:01

				Max Wait Time				0:08:25		0:03:31		0:05:43		0:01:15		0:00:09		0:00:01		0:08:25						0:01:15

				Service Level (<95% calls under 5 min)				90.34%		100.00%		99.47%		100.00%		100.00%		100.00%		98.30%						100.00%

				Talk Time (Avg)				0:08:13		0:07:44		0:07:25		0:08:15		0:08:27		0:08:30		0:08:05						0:08:24

				Call Handle Time (Avg)				0:09:48		0:09:13		0:09:10		0:09:52		0:10:06		0:09:57		0:09:41						0:09:58

				Transfer Out				na		na		na		na		na		na		na						na

				First Call Resolution %				85.48%		83.56%		83.87%		85.03%		85.65%		80.09%		83.95%						83.59%

				Complaints Received				1		0		0		1		0		0		2						1

				Complaints Resolved				0		0		0		1		0		0		1						1

				Helpline (Transfers from Vendor/other)				659		544		716		920		530		76		3445						1526

		 		Short Abandon (under 60 seconds)				15		2		1		1		0		0		19						1

				% of calls answered in under 10 minutes				97.70%		100.00%		99.82%		100.00%		100.00%		100.00%		99.59%						100.00%

				Max Agents				72		78		104		115		89		63.2827071676		115						268



												Distribution of Calls						Top 10 Call Reasons

												Resolution Review Team - *		0.78%				Call Reason		Count of Calls

												z-1095-A - *		1.30%				Password Reset/Account Unlock		35

												Eligibility-*		1.81%				Income Change		21

												SEP - *		2.07%				How To Enroll In a Plan?		19

												Enrollment Operations (Ops Use Only) - *		2.33%				MA/MCRE		17						 

												Notice - *		2.59%				How Do I Apply?		13

												Contact Form- OPS USE ONLY - *		2.59%				How Do I Update My Application?		10

												Public Programs - *		5.18%				A Referral^		9

								 				Enrollment - *		7.77%				Request to Close Application^		8

								 				Broker/Navigator - *		11.92%				Caller Hung Up without Speaking		7

												Technical - *		12.95%				Loss/Gain of ESI^		7

												Life Event - *		13.21%				Total		146

												MNsure 101 - *		17.62%











						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week

				Calls Received				152		144		155		257		216		31		955

				Calls Handled				141		137		148		251		216		31		924						Top 5 Call Reasons

				Calls Abandoned				11		7		7		3		0		0		28

				Abandon % (>5%)(Less Short Aban)				7.24%		4.86%		4.52%		1.17%		0.00%		0.00%		2.97%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:53		0:03:12		0:03:37		0:02:50		0:00:00		0:00:00		0:02:05

				Average Wait Time (>5 min)				0:02:46		0:01:36		0:03:13		0:00:15		0:00:08		0:00:12		0:01:21						Recon		5

				Max Wait Time				0:13:16		0:10:22		0:15:02		0:07:48		0:05:09		0:03:05		0:15:02						APTC		4

				Service Level (<95% calls under 5 min)				75.00%		87.50%		67.10%		97.67%		99.54%		100.00%		87.80%						APTC and CSR		4

				Talk Time (Avg)				0:10:20		0:10:03		0:11:47		0:08:26		0:08:56		0:13:45		0:10:32						Enrollment Status Check		3

				Call Handle Time (Avg)				0:14:35		0:14:20		0:16:05		0:11:43		0:12:38		0:16:40		0:14:20						CSR-Determination Result		3

				Max Agents				4.57		4.37		5.29		7.33		6.67		1.15		7				 		Top 5 Total		16







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week

				Calls Received				276		281		244		360		277		46		1484

				Calls Handled				240		231		210		295		226		44		1246						Top 5 Call Reasons

				Calls Abandoned				35		49		34		65		50		2		235

				Abandon % (>5%)(Less Short Aban)				12.68%		17.44%		13.93%		18.06%		18.05%		4.35%		14.09%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:19		0:05:16		0:03:59		0:04:34		0:05:10		0:00:10		0:03:54

		 		Average Wait Time (>5 min)				0:06:17		0:07:13		0:06:02		0:08:20		0:06:03		0:00:42		0:05:46						CSR-Public Program Status		20

				Max Wait Time				0:20:38		0:32:12		0:24:29		0:26:23		0:00:00		0:04:54		0:32:12						Password Reset/Account Unlock		9

				Service Level (<95% calls under 5 min)				49.64%		55.87%		55.33%		38.06%		58.33%		100.00%		59.54%						Recon		3

				Talk Time (Avg)				0:04:50		0:05:04		0:04:25		0:05:11		0:05:02		0:05:19		0:04:58						CSR-Determination Result		3

				Call Handle Time (Avg)				0:08:18		0:08:15		0:07:22		0:08:51		0:08:17		0:08:01		0:08:10						Initial Enrollment		2

				Max Agents				4.41		3.81		3.16		5.37		3.79		0.84		5				 		Top 5 Total		35

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week

				Calls Received				659		544		716		920		530		76		3445

				Calls Handled				519		476		479		908		525		75		2982

				Calls Abandoned				123		65		202		8		3		0		401

				Abandon % (>5%)(Less Short Aban)				18.66%		11.95%		28.21%		0.87%		0.57%		0.00%		10.04%

				Avg Time to Abandon				0:11:24		0:08:38		0:18:07		0:01:21		0:05:02		0:00:00		0:07:25

				Average Wait Time (>5 min)				0:26:24		0:18:05		0:41:48		0:00:48		0:00:19		0:00:01		0:14:34

				Max Wait Time				0:58:47		0:35:53		1:08:57		0:08:09		0:14:05		0:00:09		1:08:57

				Service Level (<95% calls under 5 min)				10.87%		12.36%		13.14%		95.42%		96.78%		100.00%		54.76%

				Talk Time (Avg)				0:17:10		0:17:14		0:16:26		0:16:10		0:16:18		0:17:42		0:16:50

				Call Handle Time (Avg)				0:28:26		0:28:28		0:26:26		0:24:28		0:25:07		0:27:39		0:26:45

				Percent. calls transferred by vendor				37.55%		34.54%		42.19%		37.99%		33.23%		39.79%		37.55%

				Max Agents				17.02		15.78		16.58		76.00		75.94		23.98		76

																						 







				CCB		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						28-Oct		29-Oct		30-Oct		31-Oct		1-Nov		2-Nov		3-Nov		Week

				Busy										0		0		0		0

				Caller canceled										0		0		0		0

				Connected										0		0		0		0

				Error										0		0		0		0

				No Answer										0		0		0		0

				No Response										0		0		0		0

				Total Requests										0		0		0		0

				% Connected										na		na		na		na

																						 

































































































































































































10.21.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week

				Calls Received				1833		1588		1384		1396		1386				7587

				Calls Handled				1831		1587		1382		1390		1376				7566

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:08		0:00:03		0:00:02		0:00:09		0:00:19				0:00:08

				Max Wait Time				0:02:56		0:01:37		0:01:57		0:03:11		0:05:54				0:05:54

				Service Level (<95% calls under 5 min)				100.00%		100.00%		100.00%		100.00%		98.69%				99.74%

				Talk Time (Avg)				0:07:42		0:08:00		0:07:18		0:08:04		0:07:41				0:07:45

				Call Handle Time (Avg)				0:09:21		0:09:37		0:10:04		0:09:47		0:09:27				0:09:39

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.92%		85.10%		84.91%		83.91%		84.66%				84.90%

				Complaints Received				0		3		0		0		0				3						 

				Complaints Resolved				1		2		0		0		0				3

				Helpline (Transfers from Vendor/other)				679		587		476		504		350				2596

		 		Short Abandon (under 60 seconds)				2		1		2		6		10				21

				% of calls answered in under 10 minutes				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%

				Max Agents				85		87		81		77		79				87



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Escalation - *		0.13%				Call Reason		Count of Calls

												Appeals - *		0.22%				MA/MCRE		297

												Resolution Review Team - *		0.31%				Password Reset/Account Unlock		124

												Enrollment Operations (Ops Use Only) - *		0.45%				How Do I Update My Application?		76

												z-1095-A - *		1.66%				Income Change		69						 

												Eligibility-*		1.75%				How Do I Apply?		52

												Contact Form - *		1.84%				How To Enroll In a Plan?		48

												SEP - *		2.47%				Enrollment Status Check		41

								 				Notice - *		2.83%				General Questions		38

								 				Enrollment - *		8.35%				Loss/Gain of ESI^		28

												Technical - *		8.53%				A Referral^		26

												Broker/Navigator - *		9.87%				Total		799

												Life Event - *		12.21%

												MNsure 101 - *		13.06%

												Public Programs - *		15.17%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week

				Calls Received				99		110		99		96		112				516

				Calls Handled				97		101		94		96		101				489						Top 5 Call Reasons

				Calls Abandoned				2		8		5		0		10				25

				Abandon % (>5%)(Less Short Aban)				2.02%		7.27%		5.05%		0.00%		8.93%				4.65%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:05		0:04:11		0:04:40		0:00:00		0:04:30				0:03:17

				Average Wait Time (>5 min)				0:01:04		0:03:16		0:03:23		0:02:34		0:03:13				0:02:42						APTC		24

				Max Wait Time				0:08:48		0:16:21		0:12:36		0:14:19		0:19:30				0:19:30						APTC and CSR		12

				Service Level (<95% calls under 5 min)				90.91%		68.81%		66.67%		79.17%		75.00%				76.11%						APTC/CSR Questions		12

				Talk Time (Avg)				0:08:38		0:09:42		0:09:12		0:10:02		0:10:35				0:09:37						Loss of ESI		10

				Call Handle Time (Avg)				0:11:54		0:13:06		0:13:07		0:13:34		0:14:56				0:13:19						CSR-Status of Enrollment		8

				Max Agents				2.57		2.94		2.74		2.89		3.43				3				 		Top 5 Total		58







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week

				Calls Received				264		244		261		267		195				1231

				Calls Handled				236		230		223		220		174				1083						Top 5 Call Reasons

				Calls Abandoned				28		13		37		47		21				146

				Abandon % (>5%)(Less Short Aban)				10.61%		5.33%		14.18%		17.60%		10.77%				11.70%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:08		0:03:13		0:06:05		0:04:30		0:04:29				0:04:29

		 		Average Wait Time (>5 min)				0:04:40		0:02:33		0:05:32		0:06:30		0:03:13				0:04:29						CSR-Public Program Status		92

				Max Wait Time				0:24:05		0:14:42		0:29:59		0:18:49		0:13:33				0:29:59						Password Reset/Account Unlock		56

				Service Level (<95% calls under 5 min)				67.42%		81.15%		66.28%		47.19%		71.79%				66.77%						CSR-Determination Result		12

				Talk Time (Avg)				0:04:16		0:04:22		0:05:06		0:04:48		0:04:39				0:04:38						CSR-Pending Case		9

				Call Handle Time (Avg)				0:07:21		0:07:14		0:08:17		0:08:11		0:07:46				0:07:45						CSR-Newborn Status		9

				Max Agents				3.23		3.15		3.59		3.76		2.52				4				 		Top 5 Total		169

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						21-Oct		22-Oct		23-Oct		24-Oct		25-Oct		26-Oct		27-Oct		Week

				Calls Received				679		587		476		504		350				2596

				Calls Handled				429		420		352		356		295				1852

				Calls Abandoned				220		153		116		125		48				662

				Abandon % (>5%)(Less Short Aban)				32.40%		26.06%		24.37%		24.80%		13.71%				24.27%

				Avg Time to Abandon				0:19:26		0:13:48		0:12:35		0:14:35		0:10:24				0:14:09

				Average Wait Time (>5 min)				0:43:31		0:27:33		0:32:01		0:34:20		0:24:56				0:32:28

				Max Wait Time				1:24:27		1:03:38		1:05:56		0:57:46		0:46:11				1:24:27

				Service Level (<95% calls under 5 min)				12.40%		12.37%		15.38%		13.66%		12.24%				13.21%

				Talk Time (Avg)				0:15:48		0:16:19		0:16:04		0:15:41		0:15:17				0:15:49

				Call Handle Time (Avg)				0:23:36		0:24:53		0:28:24		0:25:40		0:25:18				0:25:34

				Percent. calls transferred by vendor				37.04%		36.96%		34.39%		36.10%		25.25%				33.95%

				Max Agents				15.65		16.83		15.85		14.71		10.19				17

																						 

























































































































































































































10.14.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week

				Calls Received				2310		1766		1697		1774		1754				9301

				Calls Handled				1826		1650		1508		1751		1697				8432

				Calls Abandoned				188		81		11		23		20				323

				Abandon % (>5%)(Less Short Aban)				8.14%		4.59%		0.65%		1.30%		1.14%				3.16%

				Avg Time to Abandon				0:11:21		0:18:54		0:14:25		0:00:00		0:10:13				0:10:58

				Average Wait Time (>5 min)				0:07:51		0:02:25		0:03:27		0:00:18		0:01:03				0:03:00

				Max Wait Time				0:21:38		0:13:08		0:14:05		0:05:32		0:10:41				0:21:38

				Service Level (<95% calls under 5 min)				29.25%		77.82%		63.92%		98.75%		88.47%				71.64%

				Talk Time (Avg)				0:08:05		0:07:56		0:07:42		0:07:37		0:07:39				0:07:47

				Call Handle Time (Avg)				0:09:32		0:09:20		0:09:12		0:09:23		0:09:13				0:09:20

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.14%		84.26%		83.99%		85.81%		84.20%				84.08%

				Complaints Received				1		0		0		0		0				1						 

				Complaints Resolved				1		0		0		1		6				8

				Helpline (Transfers from Vendor/other)				772		682		588		643		455				3140

		 		Short Abandon (under 60 seconds)				296		35		37		10		10				388

				% of calls answered in under 10 minutes				58.44%		91.16%		85.48%		99.26%		97.08%				86.28%

				Max Agents				53		52		47		68		73				73



												Distribution of Calls						Top 10 Call Reasons

												Safe At Home - *		0.16%				Call Reason		Count of Calls

												Resolution Review Team - *		0.25%				MA/MCRE		266

												Complaint - *		0.25%				Income Change		90

												Enrollment Escalation - *		0.29%				Password Reset/Account Unlock		79

												z-1095-A - *		1.43%				How Do I Update My Application?		72						 

												Contact Form - *		1.76%				Enrollment Status Check		41

												SEP - *		1.88%				How Do I Apply?		40

												Eligibility-*		2.09%				PARN Notice		23

								 				Notice - *		4.71%				How To Enroll In a Plan?		23

								 				Enrollment - *		6.71%				Full Term		22

												Technical - *		7.41%				Enrollment Notice		22

												Broker/Navigator - *		7.49%				Total		678

												Life Event - *		11.58%

												MNsure 101 - *		11.95%

												Public Programs - *		15.31%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week

				Calls Received				109		109		107		106		109				540

				Calls Handled				102		95		100		96		102				495						Top 5 Call Reasons

				Calls Abandoned				7		14		6		6		7				40

				Abandon % (>5%)(Less Short Aban)				6.42%		12.84%		5.61%		5.66%		6.42%				7.39%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:05		0:02:32		0:03:30		0:02:13		0:04:36				0:02:59

				Average Wait Time (>5 min)				0:02:49		0:02:47		0:02:48		0:02:30		0:03:57				0:02:58						APTC and CSR		16

				Max Wait Time				0:11:00		0:12:47		0:13:07		0:14:14		0:15:13				0:15:13						Loss of ESI		12

				Service Level (<95% calls under 5 min)				77.06%		76.15%		71.96%		80.77%		65.14%				74.22%						Password Reset/Account Unlock		10

				Talk Time (Avg)				0:08:16		0:08:44		0:08:42		0:09:53		0:10:16				0:09:10						APTC		9

				Call Handle Time (Avg)				0:12:19		0:12:47		0:12:10		0:14:30		0:13:43				0:13:05						APTC/CSR Questions		9

				Max Agents				3.29		2.88		2.90		3.13		3.28				3				 		Top 5 Total		47







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week

				Calls Received				253		285		250		262		188				1238

				Calls Handled				243		262		231		229		180				1145						Top 5 Call Reasons

				Calls Abandoned				10		23		19		33		8				93

				Abandon % (>5%)(Less Short Aban)				3.95%		8.07%		7.60%		12.60%		4.26%				7.30%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:19		0:03:26		0:02:25		0:03:23		0:03:58				0:02:54

		 		Average Wait Time (>5 min)				0:01:18		0:02:37		0:03:00		0:06:55		0:03:27				0:03:27						CSR-Public Program Status		70

				Max Wait Time				0:13:36		0:12:38		0:14:24		0:22:10		0:17:02				0:22:10						Password Reset/Account Unlock		41

				Service Level (<95% calls under 5 min)				94.07%		79.30%		73.20%		42.37%		67.55%				71.30%						CSR-Newborn Status		17

				Talk Time (Avg)				0:04:09		0:04:21		0:04:17		0:04:48		0:04:23				0:04:23						CSR-Pending Case		11

				Call Handle Time (Avg)				0:07:29		0:07:18		0:07:15		0:07:45		0:07:18				0:07:25						CSR-Determination Result		7

				Max Agents				3.74		3.85		3.37		3.79		2.38				4				 		Top 5 Total		139

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						14-Oct		15-Oct		16-Oct		17-Oct		18-Oct		19-Oct		20-Oct		Week

				Calls Received				772		682		588		643		455				3140

				Calls Handled				547		492		408		331		345				2123

				Calls Abandoned				207		168		162		297		99				933

				Abandon % (>5%)(Less Short Aban)				26.81%		24.63%		27.55%		46.19%		21.76%				29.39%

				Avg Time to Abandon				0:19:24		0:15:47		0:16:18		0:20:53		0:13:21				0:17:08

				Average Wait Time (>5 min)				0:46:00		0:42:37		0:41:41		0:51:43		0:47:13				0:45:50

				Max Wait Time				1:40:27		1:14:40		1:10:35		1:41:55		1:31:06				1:41:55

				Service Level (<95% calls under 5 min)				11.89%		12.41%		13.09%		19.02%		16.22%				14.53%

				Talk Time (Avg)				0:17:03		0:16:15		0:17:04		0:17:09		0:15:59				0:16:42

				Call Handle Time (Avg)				0:25:14		0:24:11		0:25:34		0:25:58		0:24:47				0:25:08

				Percent. calls transferred by vendor				33.42%		38.62%		34.65%		36.25%		25.94%				33.77%

				Max Agents				22.94		20.56		16.90		13.47		13.74				23

																						 

























































































































































































































10.7.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week

				Calls Received				1214		1148		1381		1338		1458				6539

				Calls Handled				1213		1136		1178		1265		1411				6203

				Calls Abandoned				0		0		50		11		3				64

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		3.62%		0.82%		0.21%				0.93%

				Avg Time to Abandon				0:00:00		0:00:00		0:02:12		0:12:23		0:15:03				0:05:55

				Average Wait Time (>5 min)				0:00:01		0:00:28		0:04:57		0:02:15		0:00:53				0:01:42

				Max Wait Time				0:01:36		0:04:54		0:14:00		0:13:03		0:11:28				0:14:00

				Service Level (<95% calls under 5 min)				100.00%		100.00%		42.02%		73.82%		99.79%				83.13%

				Talk Time (Avg)				0:08:10		0:08:22		0:08:15		0:08:05		0:07:44				0:08:07

				Call Handle Time (Avg)				0:09:47		0:09:59		0:09:28		0:09:49		0:09:12				0:09:39

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.95%		85.74%		85.93%		84.43%		85.30%				85.27%

				Complaints Received				0		0		1		0		1				2						 

				Complaints Resolved				3		0		1		3		2				9

				Helpline (Transfers from Vendor/other)				367		335		380		396		415				1893

		 		Short Abandon (under 60 seconds)				1		12		153		62		44				272

				% of calls answered in under 10 minutes				100.00%		100.00%		83.88%		96.39%		99.79%				96.01%

				Max Agents				54		55		47		52		52				55



												Distribution of Calls						Top 10 Call Reasons

												Complaint - *		0.14%				Call Reason		Count of Calls

												SHOP - *		0.19%				MA/MCRE		271

												Appeals - *		0.38%				Password Reset/Account Unlock		111

												Resolution Review Team - *		0.57%				How Do I Update My Application?		78

												Contact Form - *		1.10%				How Do I Apply?		77						 

												z-1095-A - *		1.33%				Income Change		64

												Eligibility-*		1.52%				Enrollment Status Check		56

												SEP - *		2.33%				APTC		49

								 				Notice - *		4.95%				How To Enroll In a Plan?		47

								 				Technical - *		7.58%				Eligibility Verification Notice		46

												Enrollment - *		8.05%				Caller Hung Up without Speaking		37

												Broker/Navigator - *		8.29%				Total		836

												Life Event - *		8.77%

												Public Programs - *		13.10%

												MNsure 101 - *		14.77%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week

				Calls Received				112		116		112		124		113				577

				Calls Handled				108		110		108		108		107				541						Top 5 Call Reasons

				Calls Abandoned				4		6		4		13		6				33

				Abandon % (>5%)(Less Short Aban)				3.57%		5.17%		3.57%		10.48%		5.31%				5.62%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:15		0:03:34		0:03:02		0:01:46		0:03:51				0:02:53

				Average Wait Time (>5 min)				0:01:25		0:01:42		0:01:47		0:01:27		0:03:32				0:01:58						Loss/Gain of MEC^		12

				Max Wait Time				0:13:25		0:12:53		0:10:42		0:10:36		0:13:19				0:13:25						Loss of Public-Program		9

				Service Level (<95% calls under 5 min)				85.71%		85.34%		88.39%		88.71%		67.26%				83.08%						Eligibility Verification Notice		8

				Talk Time (Avg)				0:07:38		0:08:22		0:07:47		0:07:57		0:08:38				0:08:04						APTC/CSR Questions		6

				Call Handle Time (Avg)				0:11:22		0:12:59		0:11:29		0:11:04		0:12:00				0:11:46						Loss of ESI		5

				Max Agents				2.73		3.17		2.87		2.66		2.92				3				 		Top 5 Total		35







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week

				Calls Received				228		274		259		260		198				1219

				Calls Handled				202		252		243		215		170				1082						Top 5 Call Reasons

				Calls Abandoned				26		20		16		42		27				131

				Abandon % (>5%)(Less Short Aban)				11.40%		7.30%		6.18%		16.15%		13.64%				10.93%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:17		0:04:26		0:01:56		0:03:48		0:04:52				0:03:51

		 		Average Wait Time (>5 min)				0:04:34		0:02:23		0:02:22		0:06:47		0:05:21				0:04:17						CSR-Public Program Status		71

				Max Wait Time				0:20:29		0:15:10		0:12:27		0:21:53		0:20:39				0:21:53						Password Reset/Account Unlock		47

				Service Level (<95% calls under 5 min)				66.23%		83.21%		83.01%		42.69%		58.59%				66.75%						CSR-Pending Case		12

				Talk Time (Avg)				0:04:14		0:04:22		0:04:21		0:04:15		0:04:18				0:04:18						CSR-Status of Reported Change		7

				Call Handle Time (Avg)				0:07:27		0:07:25		0:07:28		0:07:12		0:07:38				0:07:26						CSR-Newborn Status		7

				Max Agents				3.03		3.77		3.70		3.22		2.21				4				 		Top 5 Total		137

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						7-Oct		8-Oct		9-Oct		10-Oct		11-Oct		12-Oct		13-Oct		Week

				Calls Received				367		335		380		396		415				1893

				Calls Handled				280		268		253		314		282				1397

				Calls Abandoned				78		62		124		79		123				466

				Abandon % (>5%)(Less Short Aban)				21.25%		18.51%		32.63%		19.95%		29.64%				24.40%

				Avg Time to Abandon				0:11:31		0:14:10		0:21:19		0:14:16		0:10:34				0:14:22

				Average Wait Time (>5 min)				0:22:45		0:22:11		0:38:04		0:20:45		0:33:18				0:27:24

				Max Wait Time				1:00:21		0:52:14		1:07:28		0:59:08		0:57:15				1:07:28

				Service Level (<95% calls under 5 min)				9.50%		12.39%		14.85%		7.58%		19.26%				12.72%

				Talk Time (Avg)				0:15:16		0:15:48		0:16:37		0:16:11		0:15:41				0:15:54

				Call Handle Time (Avg)				0:24:50		0:24:51		0:27:43		0:24:37		0:25:20				0:25:28

				Percent. calls transferred by vendor				30%		29%		28%		30%		28%				29.00%

				Max Agents				15.67		15.08		15.45		17.14		13.88				17

																						 

























































































































































































































Sep 2018

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg								CCIIO

				Month		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Sep 1		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week Sep 2		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week Sep 9		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week Sep 16		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week Sep 23		30-Sep						Week Sep 30

		Calls Received (MNsure)		23416																						1541		1330		1173		1277				5321				1460		1269		1251		1136		1327				6443				1386		1302		1183		1060		1084				6015				1278		1074		1069		998		1218				5637																6781

		Calls Handled		18714																						951		957		928		838				3674				863		831		766		780		869				4109				1226		1168		1051		1040		1010				5494				1182		1065		1010		996		1184				5437

		Calls Abandoned		4301																						544		346		219		412				1520				560		406		450		332		418				2166				135		129		122		0		62				448				82		5		48		2		29				166

		Abandon % (>5%)(Less Short Aban)		17.38%																						35.20%		25.04%		17.67%		32.13%				27.51%				38.29%		31.88%		35.95%		28.99%		31.39%				33.30%				7.15%		6.49%		10.31%		0.00%		5.72%				5.93%				6.42%		0.47%		4.49%		0.20%		2.38%				2.79%

		Avg Time to Abandon		0:12:50																						0:15:49		0:16:40		0:15:49		0:15:13				0:15:53				0:14:43		0:13:43		0:15:28		0:15:15		0:15:00				0:14:50				0:16:59		0:20:31		0:12:34		0:00:00		0:13:05				0:12:37				0:14:09		0:00:00		0:13:44		0:00:00		0:12:18				0:08:02

		Average Wait Time (>5 min)		0:10:24																						0:19:36		0:19:51		0:12:06		0:18:16				0:17:27				0:20:28		0:17:14		0:20:52		0:15:53		0:19:05				0:18:42				0:06:19		0:06:05		0:05:06		0:00:38		0:03:19				0:04:17				0:02:28		0:00:14		0:01:52		0:00:03		0:01:17				0:01:10																0:18:03

		Max Wait Time		1:27:52																						1:25:06		0:33:43		0:33:15		1:03:47				1:25:06				0:54:11		1:15:35		1:01:56		1:12:06		1:27:52				1:27:52				0:11:50		1:14:09		0:23:23		0:06:22		0:13:39				1:14:09				0:13:44		0:04:14		0:21:29		0:02:36		0:11:37				0:21:29

		Service Level (<95% calls under 5 min)		47.60%																						6.08%		11.69%		40.23%		10.60%				17.15%				11.57%		5.41%		14.10%		22.32%		6.63%				12.00%				69.60%		79.52%		50.90%		97.98%		63.53%				72.31%				75.40%		99.53%		84.40%		99.80%		85.66%				88.96%

		Talk Time (Avg)		0:08:26																						0:08:08		0:08:45		0:08:58		0:08:46				0:08:39				0:08:24		0:09:39		0:09:17		0:08:23		0:08:44				0:08:53				0:08:45		0:08:47		0:07:19		0:08:18		0:07:52				0:08:12				0:08:31		0:07:51		0:07:49		0:07:55		0:07:53				0:07:59

		Call Handle Time (Avg)		0:10:25																						0:09:56		0:10:45		0:10:47		0:10:35				0:10:31				0:11:08		0:11:38		0:11:32		0:11:39		0:11:00				0:11:23				0:11:12		0:11:03		0:09:54		0:09:43		0:09:12				0:10:12				0:09:55		0:09:42		0:09:15		0:09:35		0:09:32				0:09:35

		Transfer Out		na																						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.37%																						80.21%		82.57%		82.45%		83.75%				82.25%				80.78%		80.56%		79.62%		85.15%		82.64%				81.75%				81.73%		83.67%		85.20%		85.80%		87.98%				84.88%				84.70%		85.57%		84.88%		84.15%		83.83%				84.63%

		Complaints Received		3																						0		0		0		0				0				0		0		0		0		0				0				1		0		0		0		1				2				1		0		0		0		0				1

		Complaints Resolved		9																						1		0		0		0				1				0		0		2		0		0				2				0		2		0		0		0				2				4		0		0		0		0				4

		Helpline (Transfers from Vendor)		4707																						343		245		57		174				819				153		149		131		143		123				699				303		254		278		301		260				1396				318		321		328		372		454				1793

		Short Abandon (under 60 seconds)		358																						28		25		24		26				103				35		28		34		22		39				158				18		3		10		20		12				63				14		4		11		0		5				34

		% of calls answered in under 10 minutes		55.87%																						13.59%		20.49%		52.50%		19.70%				26.57%				14.26%		13.16%		18.34%		31.57%		17.89%				19.04%				77.25%		79.56%		71.27%		100.00%		85.63%				82.74%				89.48%		99.53%		90.36%		99.80%		96.54%				95.14%

		Max Agents		80																						45		44		31		32				45				32		32		31		34		40				40				65		64		63		63		56				65				59		63		61		74		80				80

		Avg Agents		50.9997323778



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Sep 1		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week Sep 2		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week Sep 9		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week Sep 16		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week Sep 23		30-Sep						Week Sep 30

		Calls Received (MNsure)		2274																						124		85		122		117				448				130		102		85		104		116				537				107		133		113		128		113				594				148		100		115		145		187				695

		Calls Handled		2163																						120		84		111		109				424				125		99		79		100		110				513				106		129		107		116		105				563				140		94		112		139		178				663

		Calls Abandoned		107																						4		1		11		8				24				5		3		5		4		6				23				1		4		6		12		6				29				8		6		3		5		9				31

		Abandon % (>5%)(Less Short Aban)		4.66%																						3.23%		1.18%		9.02%		6.84%				5.07%				3.85%		2.94%		5.88%		3.85%		5.17%				4.34%				0.93%		3.01%		5.31%		9.38%		5.31%				4.79%				5.41%		6.00%		2.61%		3.45%		4.81%				4.46%

		Avg Time to Abandon		0:02:33																						0:02:57		0:00:28		0:03:12		0:04:16				0:02:43				0:02:35		0:02:15		0:03:46		0:01:13		0:02:17				0:02:25				0:00:47		0:04:10		0:02:03		0:03:20		0:02:21				0:02:32				0:02:09		0:03:40		0:02:47		0:01:55		0:02:24				0:02:35

		Average Wait Time (>5 min)		0:01:49																						0:01:59		0:00:19		0:02:30		0:01:17				0:01:31				0:01:58		0:01:03		0:01:48		0:01:08		0:02:21				0:01:39				0:00:45		0:02:04		0:02:55		0:04:00		0:01:16				0:02:12				0:01:37		0:01:29		0:01:04		0:02:13		0:03:21				0:01:56

		Max Wait Time		0:14:48																						0:13:39		0:05:50		0:12:30		0:10:50				0:13:39				0:11:57		0:07:04		0:12:40		0:09:51		0:09:10				0:12:40				0:11:07		0:11:01		0:09:42		0:11:40		0:09:50				0:11:40				0:09:24		0:11:40		0:12:28		0:12:30		0:14:48				0:14:48

		Service Level (<95% calls under 5 min)		84.27%																						81.45%		98.82%		78.69%		89.74%				87.18%				81.54%		94.12%		85.88%		90.38%		79.31%				86.25%				93.46%		81.95%		74.34%		60.94%		91.07%				80.35%				89.86%		85.00%		92.17%		82.64%		66.84%				83.30%

		Talk Time (Avg)		0:08:25																						0:08:35		0:06:47		0:08:40		0:07:31				0:07:53				0:07:00		0:07:32		0:08:15		0:08:37		0:09:10				0:08:06				0:08:29		0:08:45		0:08:55		0:08:56		0:09:48				0:08:58				0:08:41		0:08:23		0:09:06		0:08:10		0:09:22				0:08:44

		Call Handle Time (Avg)		0:11:46																						0:12:19		0:09:26		0:12:49		0:11:06				0:11:25				0:10:04		0:11:08		0:11:43		0:11:44		0:12:23				0:11:24				0:11:33		0:12:03		0:12:16		0:12:11		0:12:58				0:12:12				0:11:44		0:10:56		0:13:45		0:11:41		0:12:25				0:12:06

		Max Agents		5.19																						2.42		1.53		2.18		1.92				2				2.072749208		1.686872724		0.9532004026		1.1215472067		0.9041655564				2				1.0819492554		1.5233738935		0.853391361		1.4724886757		0.6567708796				2				3.650931107		2.3766912396		3.4203378038		3.6079654795		5.1864434378				5





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Sep 1		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week Sep 2		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week Sep 9		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week Sep 16		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week Sep 23		30-Sep						Week Sep 30

		Calls Received (MNsure)		4718																						252		258		285		220				1015				253		278		224		251		220				1226				262		241		233		257		225				1218				254		269		235		264		237				1259

		Calls Handled		4017																						183		209		218		169				779				176		217		192		200		195				980				214		219		218		233		205				1089				243		250		225		236		215				1169

		Calls Abandoned		682																						68		48		67		51				234				75		58		32		50		25				240				47		22		13		24		18				124				11		15		10		27		21				84

		Abandon % (>5%)(Less Short Aban)		14.73%																						26.98%		18.60%		23.51%		23.18%				23.07%				29.64%		20.86%		14.29%		19.92%		11.36%				19.21%				17.94%		9.13%		5.58%		9.34%		8.00%				10.00%				4.33%		5.58%		4.26%		10.23%		8.86%				6.65%

		Avg Time to Abandon		0:04:46																						0:07:00		0:05:53		0:06:13		0:07:17				0:06:35				0:14:00		0:06:16		0:05:31		0:04:45		0:02:18				0:06:34				0:06:18		0:04:02		0:03:35		0:02:24		0:02:09				0:03:41				0:01:47		0:01:54		0:02:24		0:02:10		0:02:59				0:02:14

		Average Wait Time (>5 min)		0:06:46																						0:14:17		0:10:55		0:13:00		0:09:18				0:11:52				0:18:00		0:11:09		0:05:12		0:07:40		0:04:30				0:09:18				0:07:34		0:03:41		0:02:49		0:03:15		0:01:30				0:03:45				0:01:47		0:01:39		0:01:39		0:02:52		0:02:48				0:02:09

		Max Wait Time		1:04:22																						0:26:29		0:22:15		0:28:52		0:39:01				0:39:01				1:04:22		0:24:50		0:21:04		0:28:14		0:13:59				1:04:22				0:30:38		0:21:39		0:13:28		0:14:29		0:08:27				0:30:38				0:09:13		0:10:08		0:13:53		0:11:32		0:12:41				0:13:53

		Service Level (<95% calls under 5 min)		55.45%																						16.33%		23.26%		17.54%		36.82%				23.49%				25.69%		21.58%		54.46%		46.40%		65.45%				42.72%				48.85%		76.35%		73.82%		72.76%		89.33%				72.22%				90.55%		86.57%		88.94%		75.38%		75.53%				83.39%

		Talk Time (Avg)		0:04:29																						0:04:29		0:04:25		0:04:17		0:04:30				0:04:25				0:04:59		0:04:33		0:04:22		0:04:55		0:04:43				0:04:42				0:04:48		0:03:56		0:03:51		0:04:42		0:04:29				0:04:21				0:04:28		0:04:12		0:04:16		0:04:30		0:04:51				0:04:27

		Call Handle Time (Avg)		0:07:51																						0:08:27		0:08:37		0:08:09		0:08:17				0:08:22				0:08:54		0:07:56		0:07:34		0:08:20		0:07:20				0:08:00				0:08:01		0:06:24		0:06:47		0:08:20		0:07:56				0:07:29				0:07:35		0:07:00		0:07:23		0:07:57		0:07:58				0:07:34

		Max Agents		4.68																						2.66		3.23		3.40		2.39				3				2.6703822127		2.4233946176		1.8443393433		2.5675015543		1.5198581875				3				2.2900938508		1.8298694378		1.9222399858		3.2128741451		1.8336812032				3				3.4466500873		3.6476004382		3.4071631584		4.6785164461		3.8865204133				5





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Sep 1		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week Sep 2		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week Sep 9		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week Sep 16		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week Sep 23		30-Sep						Week Sep 30

		Calls Received		4707																						343		245		57		174				819				153		149		131		143		123				699				303		254		278		301		260				1396				318		321		328		372		454				1793

		Calls Handled		3164																						187		139		35		129				490				100		88		163		86		72				509				172.0740740741		143.462962963		210		233		150				909				241		255		231		278		251				1256

		Calls Abandoned		1467																						132		104		22		43				302				53		58		93		55		51				309				122.9100529101		108.1851851852		62		25		64				382				39		63		77		94		201				474

		Abandon %		31.63%																						38.59%		42.59%		38.38%		24.70%				36.07%				34.47%		38.77%		36.08%		38.44%		41.29%				37.81%				40.56%		42.59%		22.30%		8.31%		24.62%				27.68%				12.26%		19.63%		23.48%		25.27%		44.27%				24.98%

		Avg Time to Abandon		0:18:08																						0:18:50		0:23:27		0:20:41		0:16:07				0:19:46				0:18:58		0:20:59		0:19:25		0:21:54		0:25:09				0:21:17				0:21:26		0:21:42		0:13:48		0:05:54		0:12:33				0:15:04				0:24:06		0:22:13		0:15:00		0:09:10		0:11:42				0:16:26

		Average Wait Time (>5 min)		0:31:04																						0:42:08		0:45:48		0:31:15		0:29:24				0:37:08				0:32:43		0:34:03		0:31:59		0:37:38		0:50:49				0:37:26				0:41:39		0:41:23		0:19:40		0:08:36		0:22:38				0:26:47				0:11:02		0:25:35		0:22:06		0:18:48		0:36:58				0:22:53

		Max Wait Time		2:02:07																						1:25:06		0:17:25		0:33:15		1:03:47				1:25:06				0:54:11		1:15:35		1:01:56		1:12:06		1:27:52				1:27:52				1:16:48		1:14:09		1:07:01		0:42:12		0:47:23				1:16:48				2:02:07		1:04:54		1:01:40		0:42:12		1:27:37				2:02:07

		Talk Time (Avg)		0:13:18																						0:12:35		0:12:52		0:10:19		0:13:59				0:12:26				0:11:51		0:13:19		0:12:48		0:11:16		0:13:12				0:12:29				0:11:56		0:12:28		0:15:41		0:12:49		0:13:45				0:13:19				0:13:44		0:14:46		0:16:30		0:13:59		0:16:03				0:15:00

		Call Handle Time (Avg)		0:21:10																						0:18:29		0:19:07		0:15:28		0:20:41				0:18:26				0:17:31		0:20:32		0:19:27		0:20:45		0:21:54				0:20:01				0:19:32		0:19:35		0:25:07		0:22:33		0:23:41				0:22:05				0:23:43		0:23:13		0:27:15		0:22:04		0:24:32				0:24:09









































FTI VM

		Date		Main		FTI VM

		8-Oct		1214		11

		9-Oct		1148		15

		10-Oct		1381		11

		11-Oct		1338		9

		12-Oct		1458		14

		13-Oct

		14-Oct

		15-Oct

		16-Oct

		17-Oct

		18-Oct

		19-Oct

		20-Oct

		21-Oct

		22-Oct

		23-Oct

		24-Oct

		25-Oct

		26-Oct

		27-Oct

		28-Oct

		29-Oct

		30-Oct

		31-Oct

		Total		6539		60





9.30.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week

				Calls Received				1416		1341		1128		1057		1033				5975

				Calls Handled				1409		1334		1127		1057		1032				5959

				Calls Abandoned				0		0		0		0		0				0

				Abandon % (>5%)(Less Short Aban)				0.00%		0.00%		0.00%		0.00%		0.00%				0.00%

				Avg Time to Abandon				0:00:00		0:00:00		0:00:00		0:00:00		0:00:00				0:00:00

				Average Wait Time (>5 min)				0:00:17		0:00:10		0:00:02		0:00:00		0:00:04				0:00:06

				Max Wait Time				0:02:29		0:02:24		0:01:46		0:00:09		0:02:22				0:02:29

				Service Level (<95% calls under 5 min)				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%

				Talk Time (Avg)				0:07:47		0:07:59		0:07:25		0:07:57		0:08:06				0:07:50

				Call Handle Time (Avg)				0:09:19		0:08:36		0:09:16		0:09:33		0:09:31				0:09:15

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				85.35%		86.20%		85.91%		86.04%		84.37%				85.57%

				Complaints Received				1		1		0		0		0				2						 

				Complaints Resolved				1		0		0		0		1				2

				Helpline (Transfers from Vendor/other)				461		438		429		363		265				1956

		 		Short Abandon (under 60 seconds)				7		7		1		0		1				16

				% of calls answered in under 10 minutes				100.00%		100.00%		100.00%		100.00%		100.00%				100.00%

				Max Agents				62		60		59		60		51				62



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.30%				Call Reason		Count of Calls

												Appeals - *		0.35%				MA/MCRE		231

												z-1095-A - *		0.89%				Password Reset/Account Unlock		169

												Enrollment Operations (Ops Use Only) - *		1.06%				CSR-Public Program Status		112

												Contact Form - *		1.06%				How Do I Apply?		56						 

												Resolution Review Team - *		1.18%				How Do I Update My Application?		49

												Eligibility-*		1.42%				Enrollment Status Check		37

												Notice - *		1.83%				How To Enroll In a Plan?		30

								 				Enrollment - *		4.38%				Loss/Gain of MEC^		30

								 				SEP - *		4.79%				Caller Hung Up without Speaking		28

												Life Event - *		10.41%				A Referral^		24

												Technical - *		10.47%				Total		766

												MNsure 101 - *		11.35%

												Broker/Navigator - *		13.78%

												Public Programs - *		13.96%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week

				Calls Received				100		120		99		105		100				524

				Calls Handled				98		112		89		102		95				496						Top 5 Call Reasons

				Calls Abandoned				2		8		10		3		5				28

				Abandon % (>5%)(Less Short Aban)				2.00%		6.67%		10.10%		2.86%		5.00%				5.33%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:47		0:01:50		0:04:16		0:03:02		0:04:05				0:03:00

				Average Wait Time (>5 min)				0:01:05		0:01:46		0:01:44		0:01:04		0:02:03				0:01:32						Loss/Gain of MEC^		16

				Max Wait Time				0:11:52		0:11:09		0:12:34		0:09:48		0:18:57				0:18:57						Recon		11

				Service Level (<95% calls under 5 min)				93.00%		85.83%		84.85%		90.48%		83.00%				87.43%						Paper Form via FileNet		9

				Talk Time (Avg)				0:06:52		0:09:27		0:08:57		0:09:20		0:09:36				0:08:50						General Certification Questions		8

				Call Handle Time (Avg)				0:09:39		0:12:55		0:12:09		0:12:29		0:13:04				0:12:03						Enrollment Status Check		8

				Max Agents				2.10		3.33		2.40		2.83		2.83				3				 		Top 5 Total		44







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week

				Calls Received				304		338		291		276		264				1473

				Calls Handled				281		280		266		234		212				1273						Top 5 Call Reasons

				Calls Abandoned				22		54		24		41		50				191

				Abandon % (>5%)(Less Short Aban)				7.24%		15.98%		8.25%		14.86%		18.94%				13.05%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:24		0:04:07		0:02:37		0:03:56		0:03:49				0:03:34

		 		Average Wait Time (>5 min)				0:04:51		0:05:21		0:03:38		0:06:46		0:06:00				0:05:19						CSR-Public Program Status		112

				Max Wait Time				0:13:48		0:15:34		0:14:38		0:17:41		0:19:41				0:19:41						Password Reset/Account Unlock		50

				Service Level (<95% calls under 5 min)				54.28%		50.00%		68.04%		38.91%		53.79%				53.00%						CSR-Newborn Status		17

				Talk Time (Avg)				0:04:13		0:04:23		0:03:55		0:04:39		0:04:52				0:04:24						CSR-Status of Reported Change		11

				Call Handle Time (Avg)				0:07:08		0:07:35		0:07:08		0:08:16		0:07:47				0:07:34						Assister Manual Account Request		8

				Max Agents				4.01		4.20		3.87		4.68		4.07				5				 		Top 5 Total		190

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		6-Oct		Week

				Calls Received				461		438		429		363		265				1956

				Calls Handled				332		272		285		290		190				1369

				Calls Abandoned				115		149		134		70		68				536

				Abandon % (>5%)(Less Short Aban)				24.95%		34.02%		31.24%		19.28%		25.66%				27.03%

				Avg Time to Abandon				0:18:59		0:18:53		0:17:01		0:09:30		0:16:05				0:16:05

				Average Wait Time (>5 min)				0:31:26		0:38:21		0:38:56		0:17:53		0:33:26				0:32:00

				Max Wait Time				1:10:56		0:59:11		1:15:47		0:47:40		0:51:59				1:15:47

				Service Level (<95% calls under 5 min)				9.15%		12.32%		13.54%		23.89%		12.79%				14.34%

				Talk Time (Avg)				0:14:14		0:15:31		0:16:10		0:14:06		0:16:44				0:15:21

				Call Handle Time (Avg)				0:23:27		0:25:06		0:25:13		0:22:46		0:24:59				0:24:18

				Percent. calls transferred by vendor				35%		33%		38%		34%		26%				33.10%

				Max Agents				17.77		15.21		16.56		14.11		10.31				18

																						 

























































































































































































































9.23.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week

				Calls Received				1278		1074		1069		998		1218				5637

				Calls Handled				1182		1065		1010		996		1184				5437

				Calls Abandoned				82		5		48		2		29				166

				Abandon % (>5%)(Less Short Aban)				6.42%		0.47%		4.49%		0.20%		2.38%				2.79%

				Avg Time to Abandon				0:14:09		0:00:00		0:13:44		0:00:00		0:12:18				0:08:02

				Average Wait Time (>5 min)				0:02:28		0:00:14		0:01:52		0:00:03		0:01:17				0:01:10

				Max Wait Time				0:13:44		0:04:14		0:21:29		0:02:36		0:11:37				0:21:29

				Service Level (<95% calls under 5 min)				75.40%		99.53%		84.40%		99.80%		85.66%				88.96%

				Talk Time (Avg)				0:08:31		0:07:51		0:07:49		0:07:55		0:07:53				0:07:59

				Call Handle Time (Avg)				0:09:55		0:09:42		0:09:15		0:09:35		0:09:32				0:09:35

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.70%		85.57%		84.88%		84.15%		83.83%				84.63%

				Complaints Received				1		0		0		0		0				1

				Complaints Resolved				4		0		0		0		0				4

				Helpline (Transfers from Vendor/other)				318		321		328		372		454				1793

		 		Short Abandon (under 60 seconds)				14		4		11		0		5				34

				% of calls answered in under 10 minutes				89.48%		99.53%		90.36%		99.80%		96.54%				95.14%

				Max Agents				59		63		61		74		80				80



												Distribution of Calls						Top 10 Call Reasons

												Resolution Review Team - *		0.25%				Call Reason		Count of Calls

												Enrollment Escalation - *		0.30%				MA/MCRE		248

												Appeals - *		0.50%				Password Reset/Account Unlock		79

												z-1095-A - *		0.55%				How To Enroll In a Plan?		66

												Notice - *		1.41%				How Do I Apply?		49						 

												Contact Form - *		1.41%				Recon		46

												Eligibility-*		1.66%				How Do I Update My Application?		43

												Enrollment Operations (Ops Use Only) - *		2.96%				Enrollment Status Check		35

								 				Enrollment - *		4.87%				Full Term		25

								 				Life Event - *		6.68%				Caller Hung Up without Speaking		23

												SEP - *		6.78%				Loss of ESI		22

												Technical - *		9.20%				Total		636

												Broker/Navigator - *		11.76%

												MNsure 101 - *		12.26%

												Public Programs - *		13.07%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week

				Calls Received				148		100		115		145		187				695

				Calls Handled				140		94		112		139		178				663						Top 5 Call Reasons

				Calls Abandoned				8		6		3		5		9				31

				Abandon % (>5%)(Less Short Aban)				5.41%		6.00%		2.61%		3.45%		4.81%				4.46%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:09		0:03:40		0:02:47		0:01:55		0:02:24				0:02:35

				Average Wait Time (>5 min)				0:01:37		0:01:29		0:01:04		0:02:13		0:03:21				0:01:56						Loss of ESI		23

				Max Wait Time				0:09:24		0:11:40		0:12:28		0:12:30		0:14:48				0:14:48						Loss of Public-Program		20

				Service Level (<95% calls under 5 min)				89.86%		85.00%		92.17%		82.64%		66.84%				83.30%						Missing Enroll in Plans Button		15

				Talk Time (Avg)				0:08:41		0:08:23		0:09:06		0:08:10		0:09:22				0:08:44						How To Enroll In a Plan?		11

				Call Handle Time (Avg)				0:11:44		0:10:56		0:13:45		0:11:41		0:12:25				0:12:06						CSR-Determination Result		9

				Max Agents				3.65		2.38		3.42		3.61		5.19				5				 		Top 5 Total		69







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week

				Calls Received				254		269		235		264		237				1259

				Calls Handled				243		250		225		236		215				1169						Top 5 Call Reasons

				Calls Abandoned				11		15		10		27		21				84

				Abandon % (>5%)(Less Short Aban)				4.33%		5.58%		4.26%		10.23%		8.86%				6.65%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:47		0:01:54		0:02:24		0:02:10		0:02:59				0:02:14

		 		Average Wait Time (>5 min)				0:01:47		0:01:39		0:01:39		0:02:52		0:02:48				0:02:09						CSR-Public Program Status		100

				Max Wait Time				0:09:13		0:10:08		0:13:53		0:11:32		0:12:41				0:13:53						Password Reset/Account Unlock		55

				Service Level (<95% calls under 5 min)				90.55%		86.57%		88.94%		75.38%		75.53%				83.39%						Assister Manual Account Request		11

				Talk Time (Avg)				0:04:28		0:04:12		0:04:16		0:04:30		0:04:51				0:04:27						CSR-Pending Case		11

				Call Handle Time (Avg)				0:07:35		0:07:00		0:07:23		0:07:57		0:07:58				0:07:34						Directed to Complete Caspio Form (Assisters Only)		9

				Max Agents				3.45		3.65		3.41		4.68		3.89				5				 		Top 5 Total		177

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		29-Sep		Week

				Calls Received				318		321		328		372		454				1793

				Calls Handled				241		255		231		278		251				1256

				Calls Abandoned				39		63		77		94		201				474

				Abandon % (>5%)				12.26%		19.63%		23.48%		25.27%		44.27%				24.98%

				Avg Time to Abandon				0:24:06		0:22:13		0:15:00		0:09:10		0:11:42				0:16:26

				Average Wait Time (>2 min)				0:11:02		0:25:35		0:22:06		0:18:48		0:36:58				0:22:53

				Max Wait Time				2:02:07		1:04:54		1:01:40		0:42:12		1:27:37				2:02:07

				Talk Time (Avg)				0:13:44		0:14:46		0:16:30		0:13:59		0:16:03				0:15:00

				Call Handle Time (Avg)				0:23:43		0:23:13		0:27:15		0:22:04		0:24:32				0:24:09





























































































































































































































9.16.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				1386		1302		1183		1060		1084				6015

				Calls Handled				1226		1168		1051		1040		1010				5494

				Calls Abandoned				135		129		122		0		62				448

				Abandon % (>5%)(Less Short Aban)				7.15%		6.49%		10.31%		0.00%		5.72%				5.93%

				Avg Time to Abandon				0:16:59		0:20:31		0:12:34		0:00:00		0:13:05				0:12:37

				Average Wait Time (>5 min)				0:06:19		0:06:05		0:05:06		0:00:38		0:03:19				0:04:17

				Max Wait Time				0:11:50		1:14:09		0:23:23		0:06:22		0:13:39				1:14:09

				Service Level (<95% calls under 5 min)				69.60%		79.52%		50.90%		97.98%		63.53%				72.31%

				Talk Time (Avg)				0:08:45		0:08:47		0:07:19		0:08:18		0:07:52				0:08:12

				Call Handle Time (Avg)				0:11:12		0:11:03		0:09:54		0:09:43		0:09:12				0:10:12

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.73%		83.67%		85.20%		85.80%		87.98%				84.88%

				Complaints Received				1		0		0		0		1				2						 

				Complaints Resolved				0		2		0		0		0				2

				Helpline (Transfers from Vendor/other)				303		254		278		301		260				1396

		 		Short Abandon (under 60 seconds)				18		3		10		20		12				63

				% of calls answered in under 10 minutes				77.25%		79.56%		71.27%		100.00%		85.63%				82.74%

				Max Agents				65		64		63		63		56				65



												Distribution of Calls						Top 10 Call Reasons

												z-1095-A - *		0.55%				Call Reason		Count of Calls

												Appeals - *		0.73%				MA/MCRE		208

												Contact Form - *		0.79%				Password Reset/Account Unlock		83

												Resolution Review Team - *		0.91%				Verification		61

												Prospect/Pending Case - *		0.97%				Recon		54						 

												Enrollment Escalation - *		1.03%				Enrollment Status Check		51

												Enrollment Operations (Ops Use Only) - *		4.06%				How Do I Apply?		48

												SEP - *		4.12%				How To Enroll In a Plan?		37

								 				Life Event - *		4.91%				Caller Hung Up without Speaking		28

								 				Enrollment - *		5.09%				How Do I Update My Application?		28

												QHP - *		6.72%				A Referral		19

												MNsure 101 - *		10.12%				Total		617

												Technical - *		10.60%

												Broker/Navigator - *		12.42%

												Public Programs - *		12.84%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				107		133		113		128		113				594

				Calls Handled				106		129		107		116		105				563						Top 5 Call Reasons

				Calls Abandoned				1		4		6		12		6				29

				Abandon % (>5%)(Less Short Aban)				0.93%		3.01%		5.31%		9.38%		5.31%				4.79%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:47		0:04:10		0:02:03		0:03:20		0:02:21				0:02:32

				Average Wait Time (>5 min)				0:00:45		0:02:04		0:02:55		0:04:00		0:01:16				0:02:12						General Certification Questions		12

				Max Wait Time				0:11:07		0:11:01		0:09:42		0:11:40		0:09:50				0:11:40						Loss of ESI		12

				Service Level (<95% calls under 5 min)				93.46%		81.95%		74.34%		60.94%		91.07%				80.35%						How Do I Update My Application?		8

				Talk Time (Avg)				0:08:29		0:08:45		0:08:55		0:08:56		0:09:48				0:08:58						Missing Enroll in Plans Button		6

				Call Handle Time (Avg)				0:11:33		0:12:03		0:12:16		0:12:11		0:12:58				0:12:12						CSR-Status of Verifications		6

				Max Agents				1.08		1.52		0.85		1.47		0.66				2				 		Top 5 Total		38







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				262		241		233		257		225				1218

				Calls Handled				214		219		218		233		205				1089						Top 5 Call Reasons

				Calls Abandoned				47		22		13		24		18				124

				Abandon % (>5%)(Less Short Aban)				17.94%		9.13%		5.58%		9.34%		8.00%				10.00%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:18		0:04:02		0:03:35		0:02:24		0:02:09				0:03:41

		 		Average Wait Time (>5 min)				0:07:34		0:03:41		0:02:49		0:03:15		0:01:30				0:03:45						CSR-Public Program Status		86

				Max Wait Time				0:30:38		0:21:39		0:13:28		0:14:29		0:08:27				0:30:38						Password Reset/Account Unlock		50

				Service Level (<95% calls under 5 min)				48.85%		76.35%		73.82%		72.76%		89.33%				72.22%						CSR-Newborn Status		10

				Talk Time (Avg)				0:04:48		0:03:56		0:03:51		0:04:42		0:04:29				0:04:21						Not Enrolled		10

				Call Handle Time (Avg)				0:08:01		0:06:24		0:06:47		0:08:20		0:07:56				0:07:29						CSR-Pending Case		7

				Max Agents				2.29		1.83		1.92		3.21		1.83				3				 		Top 5 Total		156

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		22-Sep		Week

				Calls Received				303		254		278		301		260				1396

				Calls Handled				172		143		210		233		150				909

				Calls Abandoned				123		108		62		25		64				382

				Abandon % (>5%)				40.56%		42.59%		22.30%		8.31%		24.62%				27.68%

				Avg Time to Abandon				0:21:26		0:21:42		0:13:48		0:05:54		0:12:33				0:15:04

				Average Wait Time (>2 min)				0:41:39		0:41:23		0:19:40		0:08:36		0:22:38				0:26:47

				Max Wait Time				1:16:48		1:14:09		1:07:01		0:42:12		0:47:23				1:16:48

				Talk Time (Avg)				0:11:56		0:12:28		0:15:41		0:12:49		0:13:45				0:13:19

				Call Handle Time (Avg)				0:19:32		0:19:35		0:25:07		0:22:33		0:23:41				0:22:05





























































































































































































































9.9.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week

				Calls Received				1460		1269		1251		1136		1327				6443

				Calls Handled				863		831		766		780		869				4109

				Calls Abandoned				560		406		450		332		418				2166

				Abandon % (>5%)(Less Short Aban)				38.29%		31.88%		35.95%		28.99%		31.39%				33.30%

				Avg Time to Abandon				0:14:43		0:13:43		0:15:28		0:15:15		0:15:00				0:14:50

				Average Wait Time (>5 min)				0:20:28		0:17:14		0:20:52		0:15:53		0:19:05				0:18:42

				Max Wait Time				0:54:11		1:15:35		1:01:56		1:12:06		1:27:52				1:27:52

				Service Level (<95% calls under 5 min)				11.57%		5.41%		14.10%		22.32%		6.63%				12.00%

				Talk Time (Avg)				0:08:24		0:09:39		0:09:17		0:08:23		0:08:44				0:08:53

				Call Handle Time (Avg)				0:11:08		0:11:38		0:11:32		0:11:39		0:11:00				0:11:23

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				80.78%		80.56%		79.62%		85.15%		82.64%				81.75%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		2		0		0				2

				Helpline (Transfers from Vendor/other)				153		149		131		143		123				699

		 		Short Abandon (under 60 seconds)				35		28		34		22		39				158

				% of calls answered in under 10 minutes				14.26%		13.16%		18.34%		31.57%		17.89%				19.04%

				Max Agents				32		32		31		34		40				40



												Distribution of Calls						Top 10 Call Reasons

												zzzInactiveSubjects - *		0.13%				Call Reason		Count of Calls

												Resolution Review Team - *		0.20%				MA/MCRE		194

												Enrollment Escalation - *		0.39%				Password Reset/Account Unlock		79

												Appeals - *		0.59%				Paper Form via FileNet		53

												z-1095-A - *		0.59%				Verification		47						 

												Prospect/Pending Case - *		0.92%				How Do I Apply?		33

												Contact Form - *		1.83%				Income Change		26

												Enrollment - *		2.56%				Caller Hung Up without Speaking		19

								 				MNsure 101 - *		6.55%				A Referral		15

								 				SEP - *		6.95%				Enrollment Status Check		15

												QHP - *		7.73%				Loss/Gain of ESI		15

												Technical - *		9.50%				Total		496

												Public Programs - *		13.17%

												Broker/Navigator - *		13.50%

												Life Event - *		15.33%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week

				Calls Received				130		102		85		104		116				537

				Calls Handled				125		99		79		100		110				513						Top 5 Call Reasons

				Calls Abandoned				5		3		5		4		6				23

				Abandon % (>5%)(Less Short Aban)				3.85%		2.94%		5.88%		3.85%		5.17%				4.34%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:35		0:02:15		0:03:46		0:01:13		0:02:17				0:02:25

				Average Wait Time (>5 min)				0:01:58		0:01:03		0:01:48		0:01:08		0:02:21				0:01:39						Loss of ESI		10

				Max Wait Time				0:11:57		0:07:04		0:12:40		0:09:51		0:09:10				0:12:40						CSR-Status of Enrollment		10

				Service Level (<95% calls under 5 min)				81.54%		94.12%		85.88%		90.38%		79.31%				86.25%						Password Reset/Account Unlock		9

				Talk Time (Avg)				0:07:00		0:07:32		0:08:15		0:08:37		0:09:10				0:08:06						Loss/Gain of MEC		9

				Call Handle Time (Avg)				0:10:04		0:11:08		0:11:43		0:11:44		0:12:23				0:11:24						CSR-Status of Verifications		8

				Max Agents				2.07		1.69		0.95		1.12		0.90				2				 		Top 5 Total		38







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week

				Calls Received				253		278		224		251		220				1226

				Calls Handled				176		217		192		200		195				980						Top 5 Call Reasons

				Calls Abandoned				75		58		32		50		25				240

				Abandon % (>5%)(Less Short Aban)				29.64%		20.86%		14.29%		19.92%		11.36%				19.21%						Call Reason		Count of Calls

				Avg Time to Abandon				0:14:00		0:06:16		0:05:31		0:04:45		0:02:18				0:06:34

		 		Average Wait Time (>5 min)				0:18:00		0:11:09		0:05:12		0:07:40		0:04:30				0:09:18						CSR-Public Program Status		89

				Max Wait Time				1:04:22		0:24:50		0:21:04		0:28:14		0:13:59				1:04:22						Password Reset/Account Unlock		53

				Service Level (<95% calls under 5 min)				25.69%		21.58%		54.46%		46.40%		65.45%				42.72%						CSR-Newborn Status		14

				Talk Time (Avg)				0:04:59		0:04:33		0:04:22		0:04:55		0:04:43				0:04:42						Assister Policy Question		8

				Call Handle Time (Avg)				0:08:54		0:07:56		0:07:34		0:08:20		0:07:20				0:08:00						CSR-Status of Reported Change		7

				Max Agents				2.67		2.42		1.84		2.57		1.52				3				 		Top 5 Total		164

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		15-Sep		Week

				Calls Received				153		149		131		143		123				699

				Calls Handled				100		88		163		86		72				509

				Calls Abandoned				53		58		93		55		51				309

				Abandon % (>5%)				34.47%		38.77%		36.08%		38.44%		41.29%				37.81%

				Avg Time to Abandon				0:18:58		0:20:59		0:19:25		0:21:54		0:25:09				0:21:17

				Average Wait Time (>2 min)				0:32:43		0:34:03		0:31:59		0:37:38		0:50:49				0:37:26

				Max Wait Time				0:54:11		1:15:35		1:01:56		1:12:06		1:27:52				1:27:52

				Talk Time (Avg)				0:11:51		0:13:19		0:12:48		0:11:16		0:13:12				0:12:29

				Call Handle Time (Avg)				0:17:31		0:20:32		0:19:27		0:20:45		0:21:54				0:20:01





























































































































































































































9.2.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week

				Calls Received						1541		1330		1173		1277				5321

				Calls Handled						951		957		928		838				3674

				Calls Abandoned						544		346		219		412				1520

				Abandon % (>5%)(Less Short Aban)						35.20%		25.04%		17.67%		32.13%				27.51%

				Avg Time to Abandon						0:15:49		0:16:40		0:15:49		0:15:13				0:15:53

				Average Wait Time (>5 min)						0:19:36		0:19:51		0:12:06		0:18:16				0:17:27

				Max Wait Time						1:25:06		0:33:43		0:33:15		1:03:47				1:25:06

				Service Level (<95% calls under 5 min)						6.08%		11.69%		40.23%		10.60%				17.15%

				Talk Time (Avg)						0:08:08		0:08:45		0:08:58		0:08:46				0:08:39

				Call Handle Time (Avg)						0:09:56		0:10:45		0:10:47		0:10:35				0:10:31

				Transfer Out						na		na		na		na				na

				First Call Resolution %						80.21%		82.57%		82.45%		83.75%				82.25%

				Complaints Received						0		0		0		0				0						 

				Complaints Resolved						1		0		0		0				1

				Helpline (Transfers from Vendor/other)						343		245		57		174				819

		 		Short Abandon (under 60 seconds)						28		25		24		26				103

				% of calls answered in under 10 minutes						13.59%		20.49%		52.50%		19.70%				26.57%

				Max Agents						45		44		31		32				45



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.22%				Call Reason		Count of Calls

												Enrollment Operations (Ops Use Only) - *		0.36%				MA		149

												Resolution Review Team - *		0.58%				Password Reset/Account Unlock		72

												z-1095-A - *		0.65%				Income Change		47

												Appeals - *		1.23%				Verification		45						 

												Prospect/Pending Case - *		1.52%				How Do I Apply?		41

												Contact Form - *		2.61%				Caller Hung Up without Speaking		34

												Enrollment - *		2.97%				Status of my Enrollment		29

								 				SEP - *		5.43%				How To Enroll In a Plan?		21

								 				QHP - *		5.65%				Loss/Gain of ESI		19

												Technical - *		8.11%				Paper Form via FileNet		16

												MNsure 101 - *		9.05%				Total		473

												Public Programs - *		11.44%

												Broker/Navigator - *		12.53%

												Life Event - *		13.54%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week

				Calls Received						124		85		122		117				448

				Calls Handled						120		84		111		109				424						Top 5 Call Reasons

				Calls Abandoned						4		1		11		8				24

				Abandon % (>5%)(Less Short Aban)						3.23%		1.18%		9.02%		6.84%				5.07%						Call Reason		Count of Calls

				Avg Time to Abandon						0:02:57		0:00:28		0:03:12		0:04:16				0:02:43

				Average Wait Time (>5 min)						0:01:59		0:00:19		0:02:30		0:01:17				0:01:31						CSR-Status of Enrollment		12

				Max Wait Time						0:13:39		0:05:50		0:12:30		0:10:50				0:13:39						Loss of ESI		9

				Service Level (<95% calls under 5 min)						81.45%		98.82%		78.69%		89.74%				87.18%						Status of My SEP Request		9

				Talk Time (Avg)						0:08:35		0:06:47		0:08:40		0:07:31				0:07:53						How Do I Update My Application?		8

				Call Handle Time (Avg)						0:12:19		0:09:26		0:12:49		0:11:06				0:11:25						Loss/Gain of MEC		7

				Max Agents						2.42		1.53		2.18		1.92				2				 		Top 5 Total		38







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week

				Calls Received						252		258		285		220				1015

				Calls Handled						183		209		218		169				779						Top 5 Call Reasons

				Calls Abandoned						68		48		67		51				234

				Abandon % (>5%)(Less Short Aban)						26.98%		18.60%		23.51%		23.18%				23.07%						Call Reason		Count of Calls

				Avg Time to Abandon						0:07:00		0:05:53		0:06:13		0:07:17				0:06:35

		 		Average Wait Time (>5 min)						0:14:17		0:10:55		0:13:00		0:09:18				0:11:52						CSR-Public Program Status		80

				Max Wait Time						0:26:29		0:22:15		0:28:52		0:39:01				0:39:01						Password Reset/Account Unlock		35

				Service Level (<95% calls under 5 min)						16.33%		23.26%		17.54%		36.82%				23.49%						CSR-Pending Case		11

				Talk Time (Avg)						0:04:29		0:04:25		0:04:17		0:04:30				0:04:25						Enrolled		11

				Call Handle Time (Avg)						0:08:27		0:08:37		0:08:09		0:08:17				0:08:22						CSR-Determination Result		9

				Max Agents						2.66		3.23		3.40		2.39				3				 		Top 5 Total		137

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		8-Sep		Week

				Calls Received						343		245		57		174				819

				Calls Handled						187		139		35		129				490

				Calls Abandoned						132		104		22		43				302

				Abandon % (>5%)						38.59%		42.59%		38.38%		24.70%				36.07%

				Avg Time to Abandon						0:18:50		0:23:27		0:20:41		0:16:07				0:19:46

				Average Wait Time (>2 min)						0:42:08		0:45:48		0:31:15		0:29:24				0:37:08

				Max Wait Time						1:25:06		0:17:25		0:33:15		1:03:47				1:25:06

				Talk Time (Avg)						0:12:35		0:12:52		0:10:19		0:13:59				0:12:26

				Call Handle Time (Avg)						0:18:29		0:19:07		0:15:28		0:20:41				0:18:26





























































































































































































































Aug 2018 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg								CCIIO

				Month		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week Aug 5		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week Aug 12		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week Aug 19		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Aug 26								Week Dec 31

		Calls Received (MNsure)		26673								1034		1000		1036				3070				1160		1159		982		996		956				5253				1361		1222		1047		1014		1165				5809				1351		1136		1190		1027		1143				5847				1357		1234		1321		1249		1533				6694																5454

		Calls Handled		21865								934		828		920				2682				980		917		872		882		878				4528				1016		957		884		871		925				4652				1042		967		990		916		983				4897				1040		895		1030		972		1168				5106

		Calls Abandoned		4358								90		152		100				343				163		241		100		94		65				663				324		250		141		131		230				1075				293		152		182		100		143				870				290		311		247		241		319				1408

		Abandon % (>5%)(Less Short Aban)		14.40%								8.65%		14.12%		9.45%				10.74%				12.46%		20.24%		8.40%		8.45%		6.28%				11.16%				23.51%		20.02%		12.92%		11.84%		19.33%				17.53%				21.32%		12.01%		12.93%		7.80%		11.28%				13.07%				19.62%		24.24%		16.02%		17.68%		19.91%				19.49%

		Avg Time to Abandon		0:13:31								0:14:46		0:15:35		0:06:06				0:12:09				0:15:44		0:13:42		0:15:47		0:14:06		0:04:24				0:12:44				0:13:32		0:14:51		0:14:19		0:14:40		0:07:53				0:13:03				0:12:33		0:16:08		0:17:01		0:15:48		0:08:23				0:13:59				0:15:58		0:16:05		0:16:13		0:15:34		0:14:39				0:15:42

		Average Wait Time (>5 min)		0:08:42								0:04:37		0:08:23		0:06:06				0:06:22				0:12:50		0:09:53		0:05:43		0:05:49		0:04:24				0:07:44				0:11:31		0:10:47		0:07:43		0:07:22		0:07:53				0:09:03				0:12:24		0:08:03		0:08:23		0:05:29		0:08:23				0:08:33				0:12:34		0:11:53		0:10:55		0:11:05		0:12:44				0:11:50																0:07:28

		Max Wait Time		1:28:33								0:55:18		1:01:24		0:46:39				1:01:24				1:15:36		0:52:51		0:54:21		0:49:46		0:50:13				1:15:36				1:04:18		1:01:43		0:55:16		1:01:12		0:59:06				1:04:18				1:13:24		1:16:43		1:22:01		1:13:41		1:07:58				1:22:01				1:14:18		1:08:56		1:22:39		1:08:50		1:28:33				1:28:33

		Service Level (<95% calls under 5 min)		35.96%								59.02%		40.89%		9.45%				36.45%				51.07%		30.59%		64.82%		58.92%		6.28%				42.34%				30.00%		20.55%		49.44%		46.61%		19.33%				33.18%				18.21%		52.14%		54.59%		68.66%		11.28%				40.98%				21.33%		40.95%		29.52%		29.59%		12.96%				26.87%

		Talk Time (Avg)		0:08:04								0:08:09		0:08:20		0:07:48				0:08:06				0:07:59		0:07:58		0:08:20		0:07:40		0:08:16				0:08:03				0:07:44		0:07:43		0:08:03		0:08:01		0:07:03				0:07:43				0:08:33		0:08:07		0:07:53		0:08:12		0:08:09				0:08:11				0:08:26		0:08:58		0:08:15		0:08:26		0:07:13				0:08:16

		Call Handle Time (Avg)		0:09:53								0:10:11		0:10:06		0:09:38				0:09:59				0:10:01		0:09:51		0:09:49		0:10:15		0:09:51				0:09:58				0:09:48		0:09:30		0:10:01		0:09:52		0:08:39				0:09:34				0:10:40		0:10:03		0:09:45		0:10:11		0:09:44				0:10:05				0:10:08		0:10:53		0:09:59		0:09:26		0:08:46				0:09:50

		Transfer Out		na								na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				0				na		na		na		na		na				na				na		na		na		na		na				na

		First Call Resolution %		83.14%								76.52%		83.16%		85.64%				81.77%				82.98%		81.04%		85.26%		85.15%		87.65%				84.42%				82.45%		81.70%		85.18%		85.01%		86.24%				84.12%				82.32%		84.17%		81.29%		81.93%		87.42%				83.43%				81.00%		81.42%		84.77%		80.12%		82.52%				81.97%

		Complaints Received		23								0		0		0				0				0		0		0		0		0				0				0		0		0		4		6				10				7		0		0		0		3				10				0		1		0		1		1				3

		Complaints Resolved		9								0		0		0				0				0		0		1		1		0				2				0		0		0		0		1				1				0		1		1		2		1				5				1		0		0		0		0				1

		Helpline (Transfers from Vendor)		5621								235		226		181				642				248		263		216		205		151				1083				284		298		207		202		232				1223				248		221		286		251		230				1236				333		1		394		317		392				1437

		Short Abandon (under 60 seconds)		372								9		18		15				42				15		16		10		13		13				67				18		12		20		10		10				70				12		14		16		8		16				66				24		28		24		20		31				127

		% of calls answered in under 10 minutes		60.57%								76.80%		61.10%		69.43%				69.11%				68.01%		48.28%		75.12%		73.00%		79.58%				68.80%				40.86%		48.13%		64.34%		65.00%		54.55%				54.58%				47.25%		68.49%		59.67%		74.70%		66.08%				63.24%				45.83%		49.41%		55.55%		48.80%		36.17%				47.15%

		Max Agents		50								43		36		34				43				37		41		38		38		35				41				39		39		38		38		37				39				41		40		42		40		37				42				39		38		35		33		50				50

		Avg Agents		38.6826625965



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week Aug 5		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week Aug 12		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week Aug 19		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Aug 26								Week Dec 31

		Calls Received (MNsure)		2870								124		96		102				322				126		122		85		96		94				523				128		126		146		123		111				634				125		147		118		122		114				626				116		158		185		146		160				765

		Calls Handled		2745								120		96		98				314				118		117		76		94		89				494				125		122		134		121		106				608				121		142		113		112		112				600				114		149		171		141		154				729

		Calls Abandoned		111								4		0		4				8				8		5		8		2		3				26				3		4		12		2		3				24				4		5		5		10		2				26				2		8		7		4		6				27

		Abandon % (>5%)(Less Short Aban)		3.71%								3.23%		0.00%		3.92%				2.38%				6.35%		4.10%		9.41%		2.09%		3.19%				4.97%				2.34%		3.17%		8.22%		1.63%		2.70%				3.61%				3.20%		3.40%		4.24%		8.20%		1.75%				4.16%				1.72%		5.06%		3.78%		2.74%		3.75%				3.41%

		Avg Time to Abandon		0:02:33								0:01:56		0:00:00		0:02:03				0:01:19				0:03:19		0:03:47		0:03:35		0:03:36		0:01:00				0:03:03				0:00:22		0:02:39		0:02:26		0:04:45		0:01:38				0:02:22				0:04:17		0:02:16		0:03:42		0:03:13		0:02:26				0:03:10				0:02:53		0:03:36		0:02:40		0:03:46		0:01:34				0:02:53

		Average Wait Time (>5 min)		0:02:27								0:00:51		0:00:18		0:01:30				0:00:53				0:02:29		0:01:28		0:01:33		0:00:42		0:01:59				0:01:38				0:01:29		0:01:39		0:03:42		0:01:42		0:01:24				0:01:59				0:02:52		0:10:47		0:02:12		0:01:50		0:10:47				0:05:41				0:00:43		0:03:06		0:02:19		0:02:26		0:01:56				0:02:06

		Max Wait Time		0:13:36								0:09:46		0:05:28		0:09:21				0:09:46				0:10:05		0:09:36		0:09:19		0:08:43		0:12:02				0:12:02				0:09:47		0:09:30		0:10:04		0:10:47		0:12:43				0:12:43				0:13:01		0:12:31		0:11:05		0:08:33		0:13:36				0:13:36				0:08:05		0:13:36		0:10:37		0:11:12		0:11:12				0:13:36

		Service Level (<95% calls under 5 min)		85.25%								92.74%		96.88%		89.82%				93.15%				78.57%		88.52%		82.14%		93.75%		81.52%				84.90%				89.84%		86.18%		65.75%		85.37%		88.18%				83.06%				73.60%		84.35%		81.36%		84.43%		84.21%				81.59%				95.69%		72.78%		81.08%		80.82%		87.50%				83.57%

		Talk Time (Avg)		0:08:05								0:09:48		0:08:25		0:08:27				0:08:53				0:07:11		0:08:26		0:08:04		0:07:51		0:07:39				0:07:50				0:08:14		0:07:16		0:07:30		0:06:56		0:06:38				0:07:18				0:08:08		0:07:53		0:09:25		0:08:56		0:09:08				0:08:42				0:06:40		0:08:44		0:07:03		0:08:09		0:08:09				0:07:45

		Call Handle Time (Avg)		0:11:17								0:12:51		0:12:24		0:11:09				0:12:08				0:10:12		0:11:12		0:11:37		0:10:47		0:10:47				0:10:55				0:10:51		0:10:12		0:10:30		0:10:06		0:09:35				0:10:14				0:12:14		0:10:51		0:13:20		0:12:08		0:11:52				0:12:05				0:09:35		0:12:19		0:10:19		0:11:30		0:11:30				0:11:02

		Max Agents		11								11		10		8				11				9		10		9		5		6				10				9		8		7		6		7				9				10		9		7		6		8				10				6		9		9		9		9				9





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week Aug 5		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week Aug 12		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week Aug 19		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Aug 26

		Calls Received (MNsure)		5278								263		267		195				725				260		255		225		206		201				1147				275		240		275		226		173				1189				236		222		233		236		179				1106				213		242		226		232		198				1111

		Calls Handled		4357								216		213		170				599				210		212		196		174		177				969				189		183		189		173		162				896				212		186		201		170		160				929				196		196		205		201		166				964

		Calls Abandoned		887								43		54		19				116				48		42		29		31		24				174				83		56		86		52		0				277				23		36		32		66		19				176				17		45		21		31		30				144

		Abandon % (>5%)(Less Short Aban)		17.22%								16.35%		20.22%		9.74%				15.44%				8.46%		16.47%		12.89%		15.05%		11.94%				15.17%				30.18%		23.33%		31.27%		23.01%		0.00%				26.95%				9.75%		16.22%		13.73%		27.94%		10.61%				15.65%				7.98%		18.60%		9.29%		13.36%		15.15%				12.88%

		Avg Time to Abandon		0:04:32								0:04:22		0:04:48		0:02:44				0:03:58				0:04:28		0:04:29		0:04:29		0:03:52		0:04:26				0:04:20				0:07:20		0:06:28		0:05:51		0:03:53		0:00:00				0:05:53				0:05:07		0:05:56		0:03:44		0:06:14		0:02:31				0:04:42				0:02:30		0:04:42		0:05:31		0:03:15		0:03:10				0:03:49

		Average Wait Time (>5 min)		0:07:13								0:08:36		0:10:51		0:02:57				0:07:28				0:06:38		0:06:00		0:03:52		0:07:53		0:03:51				0:05:38				0:12:36		0:06:53		0:09:19		0:05:22		0:00:00				0:08:32				0:05:57		0:08:46		0:06:21		0:13:59		0:04:37				0:07:56				0:04:46		0:09:37		0:05:52		0:07:01		0:05:29				0:06:33

		Max Wait Time		0:37:43								0:23:21		0:27:51		0:13:08				0:27:51				0:23:17		0:25:07		0:13:27		0:22:23		0:23:08				0:25:07				0:27:31		0:29:18		0:22:19		0:13:31		0:12:10				0:29:18				0:19:36		0:26:19		0:18:21		0:37:43		0:22:26				0:37:43				0:16:59		0:20:33		0:21:55		0:17:50		0:21:28				0:21:55

		Service Level (<95% calls under 5 min)		48.99%								38.02%		33.33%		77.84%				49.73%				50.38%		52.94%		62.22%		32.04%		66.17%				52.75%				33.94%		48.75%		34.91%		52.21%		0.00%				42.45%				52.34%		84.35%		44.64%		22.46%		66.48%				54.05%				61.97%		24.38%		50.44%		35.34%		57.58%				45.94%

		Talk Time (Avg)		0:03:52								0:03:29		0:03:31		0:03:10				0:03:23				0:03:55		0:04:14		0:03:54		0:04:16		0:04:07				0:04:05				0:04:33		0:04:00		0:04:09		0:04:01		0:03:49				0:04:06				0:03:28		0:03:47		0:04:00		0:03:45		0:03;48				0:03:45				0:03:55		0:04:13		0:03:49		0:04:08		0:04:17				0:04:04

		Call Handle Time (Avg)		0:07:15								0:06:19		0:06:23		0:05:51				0:06:11				0:07:10		0:07:39		0:07:22		0:08:01		0:07:14				0:07:29				0:07:05		0:07:05		0:07:57		0:07:32		0:07:40				0:07:27				0:07:11		0:07:24		0:07:32		0:07:46		0:07:07				0:07:24				0:07:23		0:07:50		0:07:09		0:08:10		0:08:16				0:07:45

		Max Agents		5								3		3		3				3				4		5		5		4		4				5				4		4		4		4		4				4				5		5		5		3		4				5				4		4		4		4		4				4





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29		5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week Aug 5		12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week Aug 12		19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week Aug 19		26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week Aug 26

		Calls Received		5620								235		226		181				642				248		263		216		205		151				1083				284		298		207		202		232				1223				248		221		286		251		230				1236				333		na		394		317		392				1436

		Calls Handled		3391								200.3919239905		101.7007672634		140				442				155		171		134		106		114				680				187		194		147		119		150				797				166.0834845735		140.4116331096		153.2549800797		128.2285714286		141.0432569975				729				179.1386138614		na		182.777265745		167.5896057348		214.2765273312				744

		Calls Abandoned		1932								32.9334916865		61.189258312		41				135				90		92		81		48		37				349				93		100		57		60		81				391				78.7658802178		77.1275167785		129.8964143426		72.632967033		87.2010178117				446				150.5643564356		na		180.356374808		129.5268817204		151.2540192926				612

		Abandon %		33.77%								14.01%		37.08%		22.48%				24.52%				36.35%		34.96%		37.50%		30.05%		24.64%				32.20%				32.91%		33.46%		27.65%		32.90%		35.03%				32.39%				31.76%		34.90%		45.42%		35.60%		37.91%				37.12%				45.21%		na		45.78%		40.86%		38.59%				42.61%

		Avg Time to Abandon		0:18:03								0:11:42		0:20:00		0:17:10				0:16:17				0:18:55		0:17:12		0:15:21		0:14:50		0:11:45				0:15:36				0:16:34		0:17:59		0:16:50		0:19:10		0:15:37				0:17:14				0:16:42		0:19:38		0:21:47		0:17:50		0:20:32				0:19:17				0:22:04		na		0:24:51		0:21:38		0:18:50				0:21:50

		Average Wait Time (>5 min)		0:33:20								0:11:17		0:35:20		0:27:42				0:24:46				0:35:16		0:32:31		0:31:06		0:26:31		0:20:24				0:29:09				0:30:36		0:29:38		0:27:23		0:30:44		0:25:21				0:28:44				0:31:43		0:35:00		0:44:45		0:31:16		0:43:47				0:37:18				0:44:45		na		0:53:34		0:46:21		0:42:08				0:46:42

		Max Wait Time		1:28:33								0:55:18		1:01:24		0:46:39				1:01:24				1:15:36		0:52:51		0:54:21		0:49:46		0:50:13				1:15:36				1:04:18		1:01:43		0:55:16		1:01:12		0:59:06				1:04:18				1:13:24		1:16:43		1:22:01		1:13:41		1:07:58				1:22:01				1:14:18		na		1:22:39		1:08:50		1:28:33				1:28:33

		Talk Time (Avg)		0:12:38								0:11:33		0:12:50		0:13:02				0:12:28				0:12:10		0:12:59		0:12:50		0:12:35		0:12:12				0:12:33				0:11:29		0:11:53		0:11:56		0:11:31		0:11:54				0:11:44				0:12:22		0:12:34		0:14:22		0:11:48		0:13:52				0:12:59				0:13:03		na		0:13:57		0:14:07		0:12:49				0:13:29

		Call Handle Time (Avg)		0:18:45								0:17:17		0:18:18		0:19:02				0:18:12				0:18:45		0:19:14		0:19:04		0:18:35		0:18:00				0:18:43				0:17:46		0:17:34		0:18:24		0:18:15		0:17:50				0:17:57				0:18:19		0:19:18		0:20:49		0:18:27		0:19:18				0:19:14				0:18:59		na		0:20:23		0:20:20		0:18:52				0:19:38









































8.26.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week

				Calls Received				1357		1234		1321		1249		1533				6694

				Calls Handled				1040		895		1030		972		1168				5106

				Calls Abandoned				290		311		247		241		319				1408

				Abandon % (>5%)(Less Short Aban)				19.62%		24.24%		16.02%		17.68%		19.91%				19.49%

				Avg Time to Abandon				0:15:58		0:16:05		0:16:13		0:15:34		0:14:39				0:15:42

				Average Wait Time (>5 min)				0:12:34		0:11:53		0:10:55		0:11:05		0:12:44				0:11:50

				Max Wait Time				1:14:18		1:08:56		1:22:39		1:08:50		1:28:33				1:28:33

				Service Level (<95% calls under 5 min)				21.33%		40.95%		29.52%		29.59%		12.96%				26.87%

				Talk Time (Avg)				0:08:26		0:08:58		0:08:15		0:08:26		0:07:13				0:08:16

				Call Handle Time (Avg)				0:10:08		0:10:53		0:09:59		0:09:26		0:08:46				0:09:50

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				81.00%		81.42%		84.77%		80.12%		82.52%				81.97%

				Complaints Received				0		1		0		1		1				3						 

				Complaints Resolved				1		0		0		0		0				1

				Helpline (Transfers from Vendor/other)				333		1		394		317		392				1437

		 		Short Abandon (under 60 seconds)				24		28		24		20		31				127

				% of calls answered in under 10 minutes				45.83%		49.41%		55.55%		48.80%		36.17%				47.15%

				Max Agents				39		38		35		33		50				50



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.12%				Call Reason		Count of Calls

												Resolution Review Team - *		0.30%				MA/MCRE		228

												Enrollment Escalation - *		0.36%				Password Reset/Account Unlock		69

												Appeals - *		0.66%				Verification		45

												z-1095-A - *		0.96%				How Do I Apply?		32						 

												Prospect/Pending Case - *		1.27%				Loss of ESI		31

												Contact Form - *		1.57%				Full Term		30

												Enrollment - *		4.28%				Income Change		28

								 				QHP - *		6.45%				Loss/Gain of ESI		27

								 				SEP - *		7.41%				How To Enroll In a Plan?		27

												Technical - *		7.41%				Caller Hung Up without Speaking		21

												MNsure 101 - *		7.96%				Total		538

												Broker/Navigator - *		10.91%

												Life Event - *		11.33%

												Public Programs - *		14.35%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week

				Calls Received				116		158		185		146		160				765

				Calls Handled				114		149		171		141		154				729						Top 5 Call Reasons

				Calls Abandoned				2		8		7		4		6				27

				Abandon % (>5%)(Less Short Aban)				1.72%		5.06%		3.78%		2.74%		3.75%				3.41%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:53		0:03:36		0:02:40		0:03:46		0:01:34				0:02:53

				Average Wait Time (>5 min)				0:00:43		0:03:06		0:02:19		0:02:26		0:01:56				0:02:06						Loss of ESI		19

				Max Wait Time				0:08:05		0:13:36		0:10:37		0:11:12		0:11:12				0:13:36						How Do I Update My Application?		10

				Service Level (<95% calls under 5 min)				95.69%		72.78%		81.08%		80.82%		87.50%				83.57%						CSR-Status of Enrollment		10

				Talk Time (Avg)				0:06:40		0:08:44		0:07:03		0:08:09		0:08:09				0:07:45						Loss of Public-Program		9

				Call Handle Time (Avg)				0:09:35		0:12:19		0:10:19		0:11:30		0:11:30				0:11:02						CSR-Status of Verifications		9

				Max Agents				6		9		9		9		9				9				 		Top 5 Total		48







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week

				Calls Received				213		242		226		232		198				1111

				Calls Handled				196		196		205		201		166				964						Top 5 Call Reasons

				Calls Abandoned				17		45		21		31		30				144

				Abandon % (>5%)(Less Short Aban)				7.98%		18.60%		9.29%		13.36%		15.15%				12.88%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:30		0:04:42		0:05:31		0:03:15		0:03:10				0:03:49

		 		Average Wait Time (>5 min)				0:04:46		0:09:37		0:05:52		0:07:01		0:05:29				0:06:33						CSR-Public Program Status		51

				Max Wait Time				0:16:59		0:20:33		0:21:55		0:17:50		0:21:28				0:21:55						Password Reset/Account Unlock		38

				Service Level (<95% calls under 5 min)				61.97%		24.38%		50.44%		35.34%		57.58%				45.94%						CSR-Status of Reported Change		11

				Talk Time (Avg)				0:03:55		0:04:13		0:03:49		0:04:08		0:04:17				0:04:04						Directed to Complete Caspio Form (Assisters Only)		11

				Call Handle Time (Avg)				0:07:23		0:07:50		0:07:09		0:08:10		0:08:16				0:07:45						Enrolled		8

				Max Agents				4		4		4		4		4				4				 		Top 5 Total		111

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						26-Aug		27-Aug		28-Aug		29-Aug		30-Aug		31-Aug		1-Sep		Week

				Calls Received				333		na		394		317		392				1436

				Calls Handled				179		na		183		168		214				744

				Calls Abandoned				151		na		180		130		151				612										o

				Abandon % (>5%)				45.21%		na		45.78%		40.86%		38.59%				42.61%

				Avg Time to Abandon				0:22:04		na		0:24:51		0:21:38		0:18:50				0:21:50

				Average Wait Time (>2 min)				0:44:45		na		0:53:34		0:46:21		0:42:08				0:46:42

				Max Wait Time				1:14:18		na		1:22:39		1:08:50		1:28:33				1:28:33

				Talk Time (Avg)				0:13:03		na		0:13:57		0:14:07		0:12:49				0:13:29

				Call Handle Time (Avg)				0:18:59		na		0:20:23		0:20:20		0:18:52				0:19:38





























































































































































































































8.19.2018  

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week

				Calls Received				1351		1136		1190		1027		1143				5847

				Calls Handled				1042		967		990		916		983				4897

				Calls Abandoned				293		152		182		100		143				870

				Abandon % (>5%)(Less Short Aban)				21.32%		12.01%		12.93%		7.80%		11.28%				13.07%

				Avg Time to Abandon				0:12:33		0:16:08		0:17:01		0:15:48		0:08:23				0:13:59

				Average Wait Time (>5 min)				0:12:24		0:08:03		0:08:23		0:05:29		0:08:23				0:08:33

				Max Wait Time				1:13:24		1:16:43		1:22:01		1:13:41		1:07:58				1:22:01

				Service Level (<95% calls under 5 min)				18.21%		52.14%		54.59%		68.66%		11.28%				40.98%

				Talk Time (Avg)				0:08:33		0:08:07		0:07:53		0:08:12		0:08:09				0:08:11

				Call Handle Time (Avg)				0:10:40		0:10:03		0:09:45		0:10:11		0:09:44				0:10:05

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.32%		84.17%		81.29%		81.93%		87.42%				83.43%

				Complaints Received				7		0		0		0		3				10						 

				Complaints Resolved				0		1		1		2		1				5

				Helpline (Transfers from Vendor/other)				248		221		286		251		230				1236

		 		Short Abandon (under 60 seconds)				12		14		16		8		16				66

				% of calls answered in under 10 minutes				47.25%		68.49%		59.67%		74.70%		66.08%				63.24%

				Max Agents				41		40		42		40		37				42



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.26%				Call Reason		Count of Calls

												Complaint - *		0.26%				MA/MCRE		191

												Appeals - *		0.51%				Password Reset/Account Unlock		83

												z-1095-A - *		0.58%				Verification		69

												zzzInactiveSubjects - *		0.71%				How Do I Apply?		42						 

												Prospect/Pending Case - *		0.84%				Income Change		33

												Contact Form - *		1.61%				Caller Hung Up without Speaking		32

												Enrollment - *		3.02%				Full Term		18

								 				SEP - *		5.91%				How To Enroll In a Plan?		18

								 				Technical - *		7.84%				A Referral		17

												QHP - *		7.97%				Loss of ESI		15

												MNsure 101 - *		8.42%				Total		518

												Broker/Navigator - *		11.38%

												Life Event - *		12.66%

												Public Programs - *		13.17%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week

				Calls Received				125		147		118		122		114				626

				Calls Handled				121		142		113		112		112				600						Top 5 Call Reasons

				Calls Abandoned				4		5		5		10		2				26

				Abandon % (>5%)(Less Short Aban)				3.20%		3.40%		4.24%		8.20%		1.75%				4.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:17		0:02:16		0:03:42		0:03:13		0:02:26				0:03:10

				Average Wait Time (>5 min)				0:02:52		0:10:47		0:02:12		0:01:50		0:10:47				0:05:41						Loss/Gain of MEC		15

				Max Wait Time				0:13:01		0:12:31		0:11:05		0:08:33		0:13:36				0:13:36						Loss of ESI		10

				Service Level (<95% calls under 5 min)				73.60%		84.35%		81.36%		84.43%		84.21%				81.59%						MA/MCRE		10

				Talk Time (Avg)				0:08:08		0:07:53		0:09:25		0:08:56		0:09:08				0:08:42						Password Reset/Account Unlock		9

				Call Handle Time (Avg)				0:12:14		0:10:51		0:13:20		0:12:08		0:11:52				0:12:05						CSR-Status of Enrollment		8

				Max Agents				10		9		7		6		8				10				 		Top 5 Total		44







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week

				Calls Received				236		222		233		236		179				1106

				Calls Handled				212		186		201		170		160				929						Top 5 Call Reasons

				Calls Abandoned				23		36		32		66		19				176

				Abandon % (>5%)(Less Short Aban)				9.75%		16.22%		13.73%		27.94%		10.61%				15.65%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:07		0:05:56		0:03:44		0:06:14		0:02:31				0:04:42

		 		Average Wait Time (>5 min)				0:05:57		0:08:46		0:06:21		0:13:59		0:04:37				0:07:56						Password Reset/Account Unlock		28

				Max Wait Time				0:19:36		0:26:19		0:18:21		0:37:43		0:22:26				0:37:43						CSR-Public Program Status		24

				Service Level (<95% calls under 5 min)				52.34%		84.35%		44.64%		22.46%		66.48%				54.05%						CSR-Determination Result		7

				Talk Time (Avg)				0:03:28		0:03:47		0:04:00		0:03:45		0:03;48				0:03:45						Enrolled		6

				Call Handle Time (Avg)				0:07:11		0:07:24		0:07:32		0:07:46		0:07:07				0:07:24						CSR-Pending Case		6

				Max Agents				5		5		5		3		4				5				 		Top 5 Total		65

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						19-Aug		20-Aug		21-Aug		22-Aug		23-Aug		24-Aug		25-Aug		Week

				Calls Received				248		221		286		251		230				1236

				Calls Handled				166		140		153		128		141				729

				Calls Abandoned				79		77		130		73		87				446

				Abandon % (>5%)				31.76%		34.90%		45.42%		35.60%		37.91%				37.12%

				Avg Time to Abandon				0:16:42		0:19:38		0:21:47		0:17:50		0:20:32				0:19:17

				Average Wait Time (>2 min)				0:31:43		0:35:00		0:44:45		0:31:16		0:43:47				0:37:18

				Max Wait Time				1:13:24		1:16:43		1:22:01		1:13:41		1:07:58				1:22:01

				Talk Time (Avg)				0:12:22		0:12:34		0:14:22		0:11:48		0:13:52				0:12:59

				Call Handle Time (Avg)				0:18:19		0:19:18		0:20:49		0:18:27		0:19:18				0:19:14





























































































































































































































8.12.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week

				Calls Received				1361		1222		1047		1014		1165				5809

				Calls Handled				1016		957		884		871		925				4652

				Calls Abandoned				324		250		141		131		230				1075

				Abandon % (>5%)(Less Short Aban)				23.51%		20.02%		12.92%		11.84%		19.33%				17.53%

				Avg Time to Abandon				0:13:32		0:14:51		0:14:19		0:14:40		0:07:53				0:13:03

				Average Wait Time (>5 min)				0:11:31		0:10:47		0:07:43		0:07:22		0:07:53				0:09:03

				Max Wait Time				1:04:18		1:01:43		0:55:16		1:01:12		0:59:06				1:04:18

				Service Level (<95% calls under 5 min)				30.00%		20.55%		49.44%		46.61%		19.33%				33.18%

				Talk Time (Avg)				0:07:44		0:07:43		0:08:03		0:08:01		0:07:03				0:07:43

				Call Handle Time (Avg)				0:09:48		0:09:30		0:10:01		0:09:52		0:08:39				0:09:34

				Transfer Out				na		na		na		na		na				0

				First Call Resolution %				82.45%		81.70%		85.18%		85.01%		86.24%				84.12%

				Complaints Received				0		0		0		4		6				10						 

				Complaints Resolved				0		0		0		0		1				1

				Helpline (Transfers from Vendor/other)				284		298		207		202		232				1223

		 		Short Abandon (under 60 seconds)				18		12		20		10		10				70

				% of calls answered in under 10 minutes				40.86%		48.13%		64.34%		65.00%		54.55%				54.58%

				Max Agents				39		39		38		38		37				39



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Operations (Ops Use Only) - *		0.37%				Call Reason		Count of Calls

												Appeals - *		0.44%				MA/MCRE		194

												Prospect/Pending Case - *		0.44%				Password Reset/Account Unlock		78

												Enrollment Escalation - *		0.44%				Verification		65

												Complaint - *		0.52%				How Do I Apply?		43						 

												z-1095-A - *		0.89%				Caller Hung Up without Speaking		27

												Contact Form - *		1.26%				Status		22

												Enrollment - *		2.22%				A Referral		21

								 				SEP - *		4.81%				Loss/Gain of MEC		21

								 				MNsure 101 - *		7.92%				Income Change		17

												Technical - *		9.40%				Loss of ESI		17

												Life Event - *		9.92%				Total		505

												QHP - *		12.14%

												Broker/Navigator - *		13.40%

												Public Programs - *		15.03%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week

				Calls Received				128		126		146		123		111				634

				Calls Handled				125		122		134		121		106				608						Top 5 Call Reasons

				Calls Abandoned				3		4		12		2		3				24

				Abandon % (>5%)(Less Short Aban)				2.34%		3.17%		8.22%		1.63%		2.70%				3.61%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:22		0:02:39		0:02:26		0:04:45		0:01:38				0:02:22

				Average Wait Time (>5 min)				0:01:29		0:01:39		0:03:42		0:01:42		0:01:24				0:01:59						Loss/Gain of MEC		8

				Max Wait Time				0:09:47		0:09:30		0:10:04		0:10:47		0:12:43				0:12:43						Password Reset/Account Unlock		7

				Service Level (<95% calls under 5 min)				89.84%		86.18%		65.75%		85.37%		88.18%				83.06%						Caller Hung Up without Speaking		6

				Talk Time (Avg)				0:08:14		0:07:16		0:07:30		0:06:56		0:06:38				0:07:18						How Do I Apply?		5

				Call Handle Time (Avg)				0:10:51		0:10:12		0:10:30		0:10:06		0:09:35				0:10:14						CSR-Status of Enrollment		5

				Max Agents				9		8		7		6		7				9				 		Top 5 Total		26







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week

				Calls Received				275		240		275		226		173				1189

				Calls Handled				189		183		189		173		162				896						Top 5 Call Reasons

				Calls Abandoned				83		56		86		52						277

				Abandon % (>5%)(Less Short Aban)				30.18%		23.33%		31.27%		23.01%						26.95%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:20		0:06:28		0:05:51		0:03:53						0:05:53

		 		Average Wait Time (>5 min)				0:12:36		0:06:53		0:09:19		0:05:22						0:08:32						CSR-Public Program Status		81

				Max Wait Time				0:27:31		0:29:18		0:22:19		0:13:31		0:12:10				0:29:18						Password Reset/Account Unlock		32

				Service Level (<95% calls under 5 min)				33.94%		48.75%		34.91%		52.21%						42.45%						CSR-Determination Result		9

				Talk Time (Avg)				0:04:33		0:04:00		0:04:09		0:04:01		0:03:49				0:04:06						CSR-Status of Reported Change		8

				Call Handle Time (Avg)				0:07:05		0:07:05		0:07:57		0:07:32		0:07:40				0:07:27						CSR-Newborn Status		7

				Max Agents				4		4		4		4		4				4				 		Top 5 Total		130

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						12-Aug		13-Aug		14-Aug		15-Aug		16-Aug		17-Aug		18-Aug		Week

				Calls Received				284		298		207		202		232				1223

				Calls Handled				187		194		147		119		150				797

				Calls Abandoned				93		100		57		60		81				391

				Abandon % (>5%)				32.91%		33.46%		27.65%		32.90%		35.03%				32.39%

				Avg Time to Abandon				0:16:34		0:17:59		0:16:50		0:19:10		0:15:37				0:17:14

				Average Wait Time (>2 min)				0:30:36		0:29:38		0:27:23		0:30:44		0:25:21				0:28:44

				Max Wait Time				1:04:18		1:01:43		0:55:16		1:01:12		0:59:06				1:04:18

				Talk Time (Avg)				0:11:29		0:11:53		0:11:56		0:11:31		0:11:54				0:11:44

				Call Handle Time (Avg)				0:17:46		0:17:34		0:18:24		0:18:15		0:17:50				0:17:57





























































































































































































































8.5.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week

				Calls Received				1160		1159		982		996		956				5253

				Calls Handled				980		917		872		882		878				4528

				Calls Abandoned				163		241		100		94		65				663

				Abandon % (>5%)(Less Short Aban)				12.46%		20.24%		8.40%		8.45%		6.28%				11.16%

				Avg Time to Abandon				0:15:44		0:13:42		0:15:47		0:14:06		0:04:24				0:12:44

				Average Wait Time (>5 min)				0:12:50		0:09:53		0:05:43		0:05:49		0:04:24				0:07:44

				Max Wait Time				1:15:36		0:52:51		0:54:21		0:49:46		0:50:13				1:15:36

				Service Level (<95% calls under 5 min)				51.07%		30.59%		64.82%		58.92%		6.28%				42.34%

				Talk Time (Avg)				0:07:59		0:07:58		0:08:20		0:07:40		0:08:16				0:08:03

				Call Handle Time (Avg)				0:10:01		0:09:51		0:09:49		0:10:15		0:09:51				0:09:58

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.98%		81.04%		85.26%		85.15%		87.65%				84.42%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		1		1		0				2

				Helpline (Transfers from Vendor/other)				248		263		216		205		151				1083

		 		Short Abandon (under 60 seconds)				15		16		10		13		13				67

				% of calls answered in under 10 minutes				68.01%		48.28%		75.12%		73.00%		79.58%				68.80%

				Max Agents				37		41		38		38		35				41



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.14%				Call Reason		Count of Calls

												Resolution Review Team - *		0.22%				MA/MCRE		172

												z-1095-A - *		0.36%				Password Reset/Account Unlock		150

												Enrollment Escalation - *		0.57%				CSR-Public Program Status		82

												Appeals - *		0.79%				Verification		77						 

												Contact Form - *		0.86%				How Do I Apply?		47

												Enrollment - *		1.51%				Caller Hung Up without Speaking		24

												Prospect/Pending Case - *		1.72%				How Do I Update My Application?		23

								 				SEP - *		3.44%				Loss/Gain of MEC		22

								 				MNsure 101 - *		7.60%				Income Change		22

												Technical - *		11.25%				How To Enroll In a Plan?		20

												Life Event - *		11.76%				Total		639

												Public Programs - *		12.54%

												Broker/Navigator - *		13.19%

												QHP - *		13.26%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week

				Calls Received				126		122		85		96		94				523

				Calls Handled				118		117		76		94		89				494						Top 5 Call Reasons

				Calls Abandoned				8		5		8		2		3				26

				Abandon % (>5%)(Less Short Aban)				6.35%		4.10%		9.41%		2.09%		3.19%				4.97%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:19		0:03:47		0:03:35		0:03:36		0:01:00				0:03:03

				Average Wait Time (>5 min)				0:02:29		0:01:28		0:01:33		0:00:42		0:01:59				0:01:38						CSR-Status of Enrollment		8

				Max Wait Time				0:10:05		0:09:36		0:09:19		0:08:43		0.0083564815				0:12:02						How Do I Update My Application?		7

				Service Level (<95% calls under 5 min)				78.57%		88.52%		82.14%		93.75%		81.52%				84.90%						MA/MCRE		7

				Talk Time (Avg)				0:07:11		0:08:26		0:08:04		0:07:51		0:07:39				0:07:50						Verification		6

				Call Handle Time (Avg)				0:10:12		0:11:12		0:11:37		0:10:47		0:10:47				0:10:55						Loss of ESI		6

				Max Agents				9		10		9		5		6				10				 		Top 5 Total		28







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week

				Calls Received				260		255		225		206		201				1147

				Calls Handled				210		212		196		174		177				969						Top 5 Call Reasons

				Calls Abandoned				48		42		29		31		24				174

				Abandon % (>5%)(Less Short Aban)				8.46%		16.47%		12.89%		15.05%		11.94%				15.17%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:28		0:04:29		0:04:29		0:03:52		0:04:26				0:04:20

				Average Wait Time (>5 min)				0:06:38		0:06:00		0:03:52		0:07:53		0:03:51				0:05:38						CSR-Public Program Status		82

				Max Wait Time				0:23:17		0:25:07		0:13:27		0:22:23		0:23:08				0:25:07						Password Reset/Account Unlock		38

				Service Level (<95% calls under 5 min)				50.38%		52.94%		62.22%		32.04%		66.17%				52.75%						CSR-Status of Reported Change		14

				Talk Time (Avg)				0:03:55		0:04:14		0:03:54		0:04:16		0:04:07				0:04:05						Enrolled		10

				Call Handle Time (Avg)				0:07:10		0:07:39		0:07:22		0:08:01		0:07:14				0:07:29						CSR-Determination Result		9

				Max Agents				4		5		5		4		4				5				 		Top 5 Total		144

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						5-Aug		6-Aug		7-Aug		8-Aug		9-Aug		10-Aug		11-Aug		Week

				Calls Received				248		263		216		205		151				1083

				Calls Handled				155		171		134		106		114				680

				Calls Abandoned				90		92		81		48		37				349

				Abandon % (>5%)				36.35%		34.96%		37.50%		30.05%		24.64%				32.20%

				Avg Time to Abandon				0:18:55		0:17:12		0:15:21		0:14:50		0:11:45				0:15:36

				Average Wait Time (>2 min)				0:35:16		0:32:31		0:31:06		0:26:31		0:20:24				0:29:09

				Max Wait Time				1:15:36		0:52:51		0:54:21		0:49:46		0:50:13				1:15:36

				Talk Time (Avg)				0:12:10		0:12:59		0:12:50		0:12:35		0:12:12				0:12:33

				Call Handle Time (Avg)				0:18:45		0:19:14		0:19:04		0:18:35		0:18:00				0:18:43





























































































































































































































7.29.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week

				Calls Received				1384		1339		1034		1000		1036				5793

				Calls Handled				1052		1102		934		828		920				4836

				Calls Abandoned				309		219		90		152		100				871

				Abandon % (>5%)(Less Short Aban)				22.14%		16.24%		8.65%		14.12%		9.45%				14.12%

				Avg Time to Abandon				0:13:24		0:12:25		0:14:46		0:15:35		0:06:06				0:12:27

				Average Wait Time (>5 min)				0:12:49		0:06:32		0:04:37		0:08:23		0:06:06				0:07:42

				Max Wait Time				1:06:59		2:02:04		0:55:18		1:01:24		0:46:39				2:02:04

				Service Level (<95% calls under 5 min)				20.62%		38.07%		59.02%		40.89%		9.45%				33.61%

				Talk Time (Avg)				0:08:02		0:07:15		0:08:09		0:08:20		0:07:48				0:07:55

				Call Handle Time (Avg)				0:10:06		0:09:11		0:10:11		0:10:06		0:09:38				0:09:51

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				74.02%		72.27%		76.52%		83.16%		85.64%				78.32%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				2		0		0		0		0				2

				Helpline (Transfers from Vendor/other)				326		390		235		226		181				1358

		 		Short Abandon (under 60 seconds)				22		21		9		18		15				85

				% of calls answered in under 10 minutes				30.61%		58.37%		76.80%		61.10%		69.43%				59.26%

				Max Agents				42		47		43		36		34				47



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Escalation - *		0.27%				Call Reason		Count of Calls

												Contact Form - *		0.68%				MA/MCRE		179

												Resolution Review Team - *		0.68%				Password Reset/Account Unlock		91

												Appeals - *		0.81%				How Do I Apply?		49

												Prospect/Pending Case - *		1.02%				Verification		37						 

												z-1095-A - *		1.22%				Income Change		24

												Enrollment - *		1.63%				Dual Coverage		22

												Enrollment Operations (Ops Use Only) - *		1.77%				Status		21

								 				SEP - *		4.41%				How To Enroll In a Plan?		20

								 				MNsure 101 - *		6.92%				Caller Hung Up without Speaking		18

												Technical - *		9.84%				Loss/Gain of MEC		18

												Life Event - *		9.91%				Total		479

												QHP - *		10.39%

												Public Programs - *		12.90%

												Broker/Navigator - *		12.97%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week

				Calls Received				160		201		124		96		102				683

				Calls Handled				156		191		120		96		98				661						Top 5 Call Reasons

				Calls Abandoned				4		10		4		0		4				22

				Abandon % (>5%)(Less Short Aban)				2.50%		4.98%		3.23%		0.00%		3.92%				3.22%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:47		0:02:39		0:01:56		0:00:00		0:02:03				0:02:29

				Average Wait Time (>5 min)				0:01:36		0:01:42		0:00:51		0:00:18		0:01:30				0:01:11						CSR-Determination Result		8

				Max Wait Time				0:11:58		0:09:53		0:09:46		0:05:28		0:09:21				0:11:58						Status of My SEP Request		8

				Service Level (<95% calls under 5 min)				85.62%		84.08%		92.74%		96.88%		89.82%				89.83%						General Certification Questions		7

				Talk Time (Avg)				0:09:22		0:09:44		0:09:48		0:08:25		0:08:27				0:09:09						MCRE		5

				Call Handle Time (Avg)				0:12:34		0:12:45		0:12:51		0:12:24		0:11:09				0:12:20						General Training Questions		5

				Max Agents				11		10		11		10		8				11				 		Top 5 Total		28







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week

				Calls Received				262		237		263		267		195				1224

				Calls Handled				200		181		216		213		170				980						Top 5 Call Reasons

				Calls Abandoned				60		55		43		54		19				231

				Abandon % (>5%)(Less Short Aban)				22.90%		23.21%		16.35%		20.22%		9.74%				18.87%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:35		0:06:32		0:04:22		0:04:48		0:02:44				0:05:00

		"		Average Wait Time (>5 min)				0:11:11		0:09:36		0:08:36		0:10:51		0:02:57				0:08:38						CSR-Public Program Status		73

				Max Wait Time				0:28:08		0:26:12		0:23:21		0:27:51		0:13:08				0:28:08						Password Reset/Account Unlock		45

				Service Level (<95% calls under 5 min)				21.76%		32.91%		38.02%		33.33%		77.84%				40.77%						CSR-Status of Reported Change		9

				Talk Time (Avg)				0:03:57		0:03:59		0:03:29		0:03:31		0:03:10				0:03:37						CSR-Determination Result		7

				Call Handle Time (Avg)				0:07:18		0:07:36		0:06:19		0:06:23		0:05:51				0:06:41						CSR-Pending Case		6

				Max Agents				4		4		3		3		3				4				 		Top 5 Total		134

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week

				Calls Received				326		390		235		226		181				1358

				Calls Handled				227		300		200		102		140				968

				Calls Abandoned				98		96		33		61		41				329

				Abandon % (>5%)				30.11%		23.00%		14.01%		37.08%		22.48%				24.21%

				Avg Time to Abandon				0:18:36		0:16:35		0:11:42		0:20:00		0:17:10				0:16:48

				Average Wait Time (>2 min)				0:31:38		0:13:08		0:11:17		0:35:20		0:27:42				0:23:49

				Max Wait Time				1:06:59		2:02:04		0:55:18		1:01:24		0:46:39				2:02:04

				Talk Time (Avg)				0:12:47		0:12:08		0:11:33		0:12:50		0:13:02				0:12:28

				Call Handle Time (Avg)				0:18:48		0:17:50		0:17:17		0:18:18		0:19:02				0:18:15





























































































































































































































7.22.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week

				Calls Received				1129		1140		1032		994		1033				5328

				Calls Handled				1012		949		895		881		821				4557

				Calls Abandoned				98		177		123		98		187				683

				Abandon % (>5%)(Less Short Aban)				8.46%		14.72%		11.25%		9.13%		17.98%				12.31%

				Avg Time to Abandon				0:16:00		0:14:52		0:11:17		0:15:02		0:06:52				0:12:48

				Average Wait Time (>5 min)				0:05:13		0:11:08		0:06:05		0:05:56		0:06:52				0:07:03

				Max Wait Time				0:33:45		1:06:27		0:47:34		0:41:28		0:48:59				1:06:27

				Service Level (<95% calls under 5 min)				61.31%		38.45%		69.91%		57.03%		17.98%				48.94%

				Talk Time (Avg)				0:07:55		0:09:08		0:07:52		0:08:14		0:06:09				0:07:52

				Call Handle Time (Avg)				0:09:53		0:11:09		0:09:47		0:10:11		0:07:42				0:09:45

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				76.50%		77.05%		73.86%		79.53%		78.36%				77.06%

				Complaints Received				2		0		0		0		0				2						 

				Complaints Resolved				0		0		0		2		0				2

				Helpline (Transfers from Vendor/other)				226		234		262		243		246				1211

		 		Short Abandon (under 60 seconds)				17		14		11		13		24				79

				% of calls answered in under 10 minutes				77.91%		60.48%		72.39%		74.35%		47.48%				66.52%

				Max Agents				39		40		41		38		30				41



												Distribution of Calls						Top 10 Call Reasons

												Enrollment Caps		0.18%				Call Reason		Count of Calls

												Enrollment Escalation - *		0.18%				MA/MCRE		168

												Prospect/Pending Case - *		0.81%				Verification		67

												Appeals - *		0.98%				Password Reset/Account Unlock		62

												z-1095-A - *		1.07%				How Do I Apply?		38

												Enrollment Operations (Ops Use Only) - *		1.25%				Income Change		26

												Contact Form - *		1.88%				General Question		19

												Enrollment - *		2.33%				How To Enroll In a Plan?		18

								 				SEP - *		6.71%				How Do I Update My Application?		17

								 				Technical - *		7.70%				Loss of ESI		17

												MNsure 101 - *		7.97%				Address Change/Correction		16

												Broker/Navigator - *		8.50%				Total		448

												Life Event - *		11.46%

												QHP - *		14.86%

												Public Programs - *		15.58%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week

				Calls Received				116		144		118		142		78				598

				Calls Handled				108		135		115		134		74				566						Top 5 Call Reasons

				Calls Abandoned				7		9		3		8		4				31

				Abandon % (>5%)(Less Short Aban)				6.03%		6.25%		2.54%		5.63%		5.13%				5.18%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:04		0:03:37		0:03:12		0:02:09		0:03:21				0:02:52

				Average Wait Time (>5 min)				0:02:21		0:03:15		0:01:48		0:02:46		0:03:05				0:02:39						Loss of ESI		11

				Max Wait Time				0:09:49		0:11:53		0:12:09		0:12:!6		0:08:26				0:12:09						Questions		7

				Service Level (<95% calls under 5 min)				81.03%		73.61%		86.44%		73.94%		69.23%				76.85%						Status of My SEP Request		6

				Talk Time (Avg)				0:08:30		0:08:13		0:09:24		0:08:09		0:11:34				0:09:10						How Do I Apply?		6

				Call Handle Time (Avg)				0:11:32		0:10:50		0:13:10		0:10:59		0:15:48				0:12:27						Loss of Public-Program		5

				Max Agents				6		7		8		10		7				10				 		Top 5 Total		30







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week

				Calls Received				238		233		260		219		93				1043

				Calls Handled				196		192		215		183		82				868						Top 5 Call Reasons

				Calls Abandoned				36		32		41		32		8				149

				Abandon % (>5%)(Less Short Aban)				15.13%		13.73%		15.77%		14.61%		8.60%				14.29%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:19		0:04:51		0:04:04		0:02:%8		0:01:06				0:03:50

		"		Average Wait Time (>5 min)				0:07:45		0:07:25		0:06:25		0:05:20		0:01:38				0:05:42						CSR-Public Program Status		23

				Max Wait Time				0:24:38		0:19:46		0:25:36		0:!3:!7		0:09:40				0:25:36						CSR-Determination Result		22

				Service Level (<95% calls under 5 min)				43.28%		38.20%		53.85%		54.34%		84.95%				54.92%						Password Reset/Account Unlock		16

				Talk Time (Avg)				0:03:45		0:04:16		0:04:00		0:04:31		0:04:06				0:04:07						CSR-Pending Case		6

				Call Handle Time (Avg)				0:07:22		0:07:50		0:07:22		0:08:11		0:07:53				0:07:43						CSR-Newborn Status		5

				Max Agents				5		5		5		5		3				5				 		Top 5 Total		67

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week

				Calls Received				226		234		262		243		246				1211

				Calls Handled				183		158		187		135		176				840

				Calls Abandoned				40		75		72		50		69				306

				Abandon % (>5%)				17.74%		32.06%		27.31%		26.74%		28.02%				25.24%

				Avg Time to Abandon				0:13:10		0:18:57		0:12:44		0:14:27		0:10:23				0:13:56

				Average Wait Time (>2 min)				0:16:13		0:35:35		0:20:36		0:24:16		0:18:16				0:22:59

				Max Wait Time				0:33:45		1:06:27		0:47:34		0:41:28		0:48:59				1:06:27

				Talk Time (Avg)				0:10:00		0:13:22		0:11:57		0:11:34		0:11:31				0:11:40

				Call Handle Time (Avg)				0:15:54		0:19:34		0:17:50		0:17:28		0:17:01				0:17:33





























































































































































































































7.15.2018  

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week

				Calls Received				1156		1051		936		957		1119				5219

				Calls Handled				1032		963		858		875		956				4684

				Calls Abandoned				114		76		72		80		147				489

				Abandon % (>5%)(Less Short Aban)				7.83%		5.80%		7.19%		7.07%		12.17%				8.02%

				Avg Time to Abandon				0:17:29		0:15:29		0:13:26		0:14:10		0:07:13				0:13:33

				Average Wait Time (>5 min)				0:05:42		0:04:44		0:04:25		0:05:17		0:07:13				0:05:28

				Max Wait Time				1:04:28		1:01:12		0:44:06		0:51:26		0:59:56				1:04:28

				Service Level (<95% calls under 5 min)				68.50%		74.84%		67.72%		71.82%		12.17%				59.01%

				Talk Time (Avg)				0:08:01		0:08:08		0:08:16		0:07:58		0:07:16				0:07:56

				Call Handle Time (Avg)				0:09:48		0:10:05		0:10:20		0:09:48		0:08:27				0:09:41

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				84.65%		85.52%		82.03%		79,21%		81.16%				83.34%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		0		0		1		0				1

				Helpline (Transfers from Vendor/other)				256		252		223		258		225				1214

		 		Short Abandon (under 60 seconds)				7		8		5		0		15				35

				% of calls answered in under 10 minutes				77.42%		81.76%		78.57%		76.05%		67.80%				76.32%

				Max Agents				41		43		42		39		34				43



												Distribution of Calls						Top 10 Call Reasons

												Mixed Household (QHP w/ Public Program) - *		0.13%				Call Reason		Count of Calls

												Enrollment Escalation - *		0.26%				MA/MCRE		142

												Prospect/Pending Case - *		0.32%				Password Reset/Account Unlock		71

												Contact Form - *		0.71%				How Do I Apply?		55

												Enrollment - *		0.97%				Verification		44						 

												Enrollment Operations (Ops Use Only) - *		1.10%				Income Change		27

												z-1095-A - *		1.36%				Caller Hung Up without Speaking		21

												Appeals - *		1.49%				A Referral		21

								 				SEP - *		4.34%				How To Enroll In a Plan?		20

								 				MNsure 101 - *		7.64%				Request to Close Application		20

												Life Event - *		8.55%				Dual Coverage		17

												Technical - *		9.39%				Total		438

												Public Programs - *		9.46%

												Broker/Navigator - *		10.82%

												QHP - *		20.34%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week

				Calls Received				132		161		103		124		87				607

				Calls Handled				129		154		100		119		865				1367						Top 5 Call Reasons

				Calls Abandoned				3		6		3		5		2				19

				Abandon % (>5%)(Less Short Aban)				2.27%		3.73%		2.91%		4,03%		2.30%				3.13%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:20		0:03:11		0:02:06		0:02:57		0:02:15				0:02:57

				Average Wait Time (>5 min)				0:03:11		0:03:00		0:01:57		0:02:43		0:01:19				0:02:26						Password Reset/Account Unlock		13

				Max Wait Time				0:11:33		0:12:22		0:11:46		0:11:57		0:09:04				0:12:22						Status of My SEP Request		7

				Service Level (<95% calls under 5 min)				69.70%		73.29%		83.50%		75.00%		88.51%				78.00%						CSR-Status of Enrollment		7

				Talk Time (Avg)				0:08:11		0:07:55		0:09:02		0:08:22		0:08:23				0:08:22						Loss of ESI		6

				Call Handle Time (Avg)				0:11:11		0:11:00		0:12:24		0:11:39		0:11:49				0:11:36						How Do I Update My Application?		4

				Max Agents				7		8		10		9		9				10				 		Top 5 Total		33







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week

				Calls Received				262		267		238		262		201				1230

				Calls Handled				203		215		194		203		184				999						Top 5 Call Reasons

				Calls Abandoned				54		39		35		49		12				189

				Abandon % (>5%)(Less Short Aban)				20.61%		15.18%		14.71%		18.70%		5.97%				15.37%						Call Reason		Count of Calls

				Avg Time to Abandon				0:07:49		0:04:39		0:04:40		0:04:05		0:02:26				0:04:43

		"		Average Wait Time (>5 min)				0:08:44		0:06:46		0:04:55		0:08:09		0:02:55				0:06:17						Password Reset/Account Unlock		55

				Max Wait Time				0:31:56		0:24:13		0:21:53		0:25:!4		0:13:49				0:31:56						CSR-Determination Result		33

				Service Level (<95% calls under 5 min)				37.40%		48.83%		57.98%		31.68%		76.12%				50.40%						CSR-Public Program Status		31

				Talk Time (Avg)				0:04:36		0:04:03		0:03:42		0:04:14		0:03:46				0:04:04						CSR-Consumer Not Present		11

				Call Handle Time (Avg)				0:07:55		0:07:32		0:07:05		0:07:57		0:06:48				0:07:27						CSR-Newborn Status		11

				Max Agents				5		5		5		6		5				6				 		Top 5 Total		130

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week

				Calls Received				256		252		223		258		225				1214

				Calls Handled				156		172		175		122		142				767

				Calls Abandoned				96		76		48		55		81				356

				Abandon % (>5%)				37.58%		30.13%		21.45%		30.89%		39.94%				29.33%

				Avg Time to Abandon				0:20:08		0:16:12		0:12:30		0:16:17		0:15:43				0:16:10

				Average Wait Time (>2 min)				0:34:58		0:26:54		0:16:57		0:30:19		0:35:20				0:28:53

				Max Wait Time				1:04:28		1:01:12		0:44:06		0:51:26		0:59:56				1:04:28

				Talk Time (Avg)				0:12:38		0:12:54		0:11:48		0:11:42		0:11:42				0:12:08

				Call Handle Time (Avg)				0:18:31		0:19:23		0:18:06		0:17:19		0:16:33				0:17:58





























































































































































































































July 2018 

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg								CCIIO

				Month		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week Jul 1		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week Jul 8		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week Jul 15		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week Jul 22		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29								Week Dec 31

		Calls Received (MNsure)		22723				1216		951				951		959				4077				1307		1052		952		923		1142				5376				1156		1051		936		957		1119				5219				1129		1140		1032		994		1033				5328				1384		1339										2723																5225

		Calls Handled		19794				1074		829.5				849.2393509128		841				3594				1109		1002		841		882		970				4804				1032		963		858		875		956				4684				1012		949		895		881		821				4557				1052		1102										2155

		Calls Abandoned		2637				137		101.5				94.4726166329		100				433				172		41		99		38		153				503				114		76		72		80		147				489				98		177		123		98		187				683				309		219										528

		Abandon % (>5%)(Less Short Aban)		11.62%				10.34%		9.19%				9.44%		10.40%				9.84%				12.50%		3.80%		10.25%		3.78%		13.42%				8.75%				7.83%		5.80%		7.19%		7.07%		12.17%				8.02%				8.46%		14.72%		11.25%		9.13%		17.98%				12.31%				22.14%		16.24%										19.19%

		Avg Time to Abandon		0:12:41				0:17:08		0:16:38				0:12:11		0:05:20				0:12:49				0:15:27		0:09:46		0:11:32		0:13:26		0:06:40				0:11:22				0:17:29		0:15:29		0:13:26		0:14:10		0:07:13				0:13:33				0:16:00		0:14:52		0:11:17		0:15:02		0:06:52				0:12:48				0:13:24		0:12:25										0:12:54

		Average Wait Time (>5 min)		0:06:35				0:07:23		0:04:31				0:05:10		0:05:20				0:05:36				0:08:13		0:02:57		0:05:27		0:02:17		0:06:40				0:05:07				0:05:42		0:04:44		0:04:25		0:05:17		0:07:13				0:05:28				0:05:13		0:11:08		0:06:05		0:05:56		0:06:52				0:07:03				0:12:49		0:06:32										0:09:41																0:04:37

		Max Wait Time		2:02:04				0:44:22		0:48:56				0:38:38		0:33:33				0:48:56				1:01:54		0:27:24		0:34:23		0:29:55		0:27:10				1:01:54				1:04:28		1:01:12		0:44:06		0:51:26		0:59:56				1:04:28				0:33:45		1:06:27		0:47:34		0:41:28		0:48:59				1:06:27				1:06:59		2:02:04										2:02:04

		Service Level (<95% calls under 5 min)		46.95%				61.46%		57.12%				54.78%		10.40%				45.94%				37.29%		73.77%		54.72%		78.45%		13.42%				51.53%				68.50%		74.84%		67.72%		71.82%		12.17%				59.01%				61.31%		38.45%		69.91%		57.03%		17.98%				48.94%				20.62%		38.07%										29.35%

		Talk Time (Avg)		0:07:47				0:07:52		0:07:51				0:07:49		0:06:41				0:07:33				0:07:47		0:08:11		0:07:56		0:08:25		0:07:22				0:07:56				0:08:01		0:08:08		0:08:16		0:07:58		0:07:16				0:07:56				0:07:55		0:09:08		0:07:52		0:08:14		0:06:09				0:07:52				0:08:02		0:07:15										0:07:39

		Call Handle Time (Avg)		0:09:41				0:10:10		0:10:06				0:09:42		0:08:13				0:09:33				0:09:41		0:10:04		0:10:02		0:10:19		0:09:03				0:09:50				0:09:48		0:10:05		0:10:20		0:09:48		0:08:27				0:09:41				0:09:53		0:11:09		0:09:47		0:10:11		0:07:42				0:09:45				0:10:06		0:09:11										0:09:38

		Transfer Out		na				na		na				na		na				0				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na										na

		First Call Resolution %		80.07%				83.71%		81.82%				79.70%		82.37%				81.90%				82.51%		82.06%		86.44%		85.40%		88.19%				84.92%				84.65%		85.52%		82.03%		79,21%		81.16%				83.34%				76.50%		77.05%		73.86%		79.53%		78.36%				77.06%				74.02%		72.27%										73.15%

		Complaints Received		5				0		0				0		0				0				1		1		0		0		0				2				0		0		0		0		0				0				2		0		0		0		0				2				0		1										1

		Complaints Resolved		7				0		0				0		1				1				1		0		0		0		0				1				0		0		0		1		0				1				0		0		0		2		0				2				2		0										2

		Helpline (Transfers from Vendor)		5507				274		279				305		221				1079				356		273		221		212		225				1287				256		252		223		258		225				1214				226		234		262		243		246				1211				326		390										716

		Short Abandon (under 60 seconds)		245				4		3				5		16				28				23		8		10		2		17				60				7		8		5		0		15				35				17		14		11		13		24				79				22		21										43

		% of calls answered in under 10 minutes		65.37%				71.39%		63.71%				66.86%		68.86%				67.70%				63.46%		81.60%		68.49%		86.99%		58.63%				71.84%				77.42%		81.76%		78.57%		76.05%		67.80%				76.32%				77.91%		60.48%		72.39%		74.35%		47.48%				66.52%				30.61%		58.37%										44.49%

		Max Agents		47				40		37				36.4773333333		29				40				45		44		42		42		39				45				41		43		42		39		34				43				39		40		41		38		30				41				42		47										47

		Avg Agents		39.5627936508



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week Jul 1		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week Jul 8		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week Jul 15		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week Jul 22		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29								Week Dec 31

		Calls Received (MNsure)		2523				120		88		0		49		70				327				137		120		128		129		116				630				132		161		103		124		87				607				116		144		118		142		78				598				160		201										361

		Calls Handled		3193				118		87		0		49		68				322				125		118		121		122		105				591				129		154		100		119		865				1367				108		135		115		134		74				566				156		191										347

		Calls Abandoned		108				2		1		0		0		2				5				12		2		7		7		11				39				3		6		3		5		2				19				7		9		3		8		4				31				4		10										14

		Abandon % (>5%)(Less Short Aban)		3.95%				1.67%		1.14%		0.00%		0.00%		2.86%				1.53%				8.76%		1.67%		5.47%		5.43%		9.48%				6.19%				2.27%		3.73%		2.91%		4,03%		2.30%				3.13%				6.03%		6.25%		2.54%		5.63%		5.13%				5.18%				2.50%		4.98%										3.74%

		Avg Time to Abandon		0:02:47				0:00:44		0:01:03		0:00:00		0:00:00		0:01:36				0:00:50				0:03:52		0:03:07		0:02:57		0:01:38		0:03:39				0:03:02				0:04:20		0:03:11		0:02:06		0:02:57		0:02:15				0:02:57				0:02:04		0:03:37		0:03:12		0:02:09		0:03:21				0:02:52				0:05:47		0:02:39										0:04:13

		Average Wait Time (>5 min)		0:01:59				0:00:58		0:00:48		0:00:00		0:00:51		0:00:53				0:00:52				0:02:44		0:01:42		0:02:48		0:02:19		0:02:10				0:02:20				0:03:11		0:03:00		0:01:57		0:02:43		0:01:19				0:02:26				0:02:21		0:03:15		0:01:48		0:02:46		0:03:05				0:02:39				0:01:36		0:01:42										0:01:39

		Max Wait Time		0:14:24				0:10:45		0:11:18		0:00:00		0:09:34		0:09:43				0:11:18				0:11:11		0:10:03		0:14:24		0:10:36		0:12:12				0:14:24				0:11:33		0:12:22		0:11:46		0:11:57		0:09:04				0:12:22				0:09:49		0:11:53		0:12:09		0:12:!6		0:08:26				0:12:09				0:11:58		0:09:53										0:11:58

		Service Level (<95% calls under 5 min)		82.35%				94.17%		93.18%		0.00%		91.84%		91.43%				92.66%				73.72%		87.50%		75.00%		81.40%		79.31%				79.39%				69.70%		73.29%		83.50%		75.00%		88.51%				78.00%				81.03%		73.61%		86.44%		73.94%		69.23%				76.85%				85.62%		84.08%										84.85%

		Talk Time (Avg)		0:08:45				0:08:16		0:08:49		0:00:00		0:08:55		0:09:08				0:08:47				0:07:12		0:08:09		0:08:04		0:08:42		0:07:36				0:07:56				0:08:11		0:07:55		0:09:02		0:08:22		0:08:23				0:08:22				0:08:30		0:08:13		0:09:24		0:08:09		0:11:34				0:09:10				0:09:22		0:09:44										0:09:33

		Call Handle Time (Avg)		0:12:01				0:11:46		0:12:38		0:00:00		0:12:37		0:12:02				0:12:15				0:10:15		0:11:06		0:11:06		0:12:08		0:10:58				0:11:06				0:11:11		0:11:00		0:12:24		0:11:39		0:11:49				0:11:36				0:11:32		0:10:50		0:13:10		0:10:59		0:15:48				0:12:27				0:12:34		0:12:45										0:12:39

		Max Agents		11				9		11		0		6		5				11				8		7		7		7		5				8				7		8		10		9		9				10				6		7		8		10		7				10				11		10										11





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week Jul 1		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week Jul 8		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week Jul 15		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week Jul 22		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29

		Calls Received (MNsure)		4854				222		218		0		212		197				849				282		266		255		262		168				1233				262		267		238		262		201				1230				238		233		260		219		93				1043				262		237										499

		Calls Handled		4019				189		199		0		190		171				749				239		220		205		213		145				1022				203		215		194		203		184				999				196		192		215		183		82				868				200		181										381

		Calls Abandoned		744				32		19		0		21		26				98				38		44		45		44		22				193				54		39		35		49		12				189				36		32		41		32		8				149				60		55										115

		Abandon % (>5%)(Less Short Aban)		15.98%				14.41%		8.72%		0.00%		9.91%		13.20%				11.54%				13.48%		16.54%		17.65%		16.79%		13.10%				15.65%				20.61%		15.18%		14.71%		18.70%		5.97%				15.37%				15.13%		13.73%		15.77%		14.61%		8.60%				14.29%				22.90%		23.21%										23.06%

		Avg Time to Abandon		0:04:54				0:06:25		0:03:08		0:00:00		0:02:48		0:04:13				0:04:08				0:04:31		0:05:44		0:08:17		0:03:42		0:04:18				0:05:18				0:07:49		0:04:39		0:04:40		0:04:05		0:02:26				0:04:43				0:05:19		0:04:51		0:04:04		0:02:%8		0:01:06				0:03:50				0:06:35		0:06:32										0:06:33

		Average Wait Time (>5 min)		0:06:53				0:05:37		0:04:06		0:00:00		0:05:23		0:05:37				0:05:10				0:05:33		0:06:55		0:10:31		0:07:34		0:03:54				0:06:53				0:08:44		0:06:46		0:04:55		0:08:09		0:02:55				0:06:17				0:07:45		0:07:25		0:06:25		0:05:20		0:01:38				0:05:42				0:11:11		0:09:36										0:10:23

		Max Wait Time		0:31:56				0:19:33		0:16:03		0:00:00		0:18:24		0:25:41				0:25:41				0:15:36		0:24:39		0:31:47		0:21:05		0:14:19				0:31:47				0:31:56		0:24:13		0:21:53		0:25:!4		0:13:49				0:31:56				0:24:38		0:19:46		0:25:36		0:!3:!7		0:09:40				0:25:36				0:28:08		0:26:12										0:28:08

		Service Level (<95% calls under 5 min)		47.23%				51.80%		63.30%		0.00%		53.30%		53.30%				55.43%				54.61%		48.30%		36.86%		38.17%		62.50%				48.09%				37.40%		48.83%		57.98%		31.68%		76.12%				50.40%				43.28%		38.20%		53.85%		54.34%		84.95%				54.92%				21.76%		32.91%										27.34%

		Talk Time (Avg)		0:03:58				0:04:09		0:03:56		0:00:00		0:03:40		0:04:00				0:03:56				0:03:37		0:03:47		0:03:50		0:03:41		0:03:51				0:03:45				0:04:36		0:04:03		0:03:42		0:04:14		0:03:46				0:04:04				0:03:45		0:04:16		0:04:00		0:04:31		0:04:06				0:04:07				0:03:57		0:03:59										0:03:58

		Call Handle Time (Avg)		0:07:23				0:07:35		0:07:08		0:00:00		0:06:27		0:07:00				0:07:02				0:07:02		0:07:12		0:07:!7		0:07:39		0:07:05				0:07:14				0:07:55		0:07:32		0:07:05		0:07:57		0:06:48				0:07:27				0:07:22		0:07:50		0:07:22		0:08:11		0:07:53				0:07:43				0:07:18		0:07:36										0:07:27

		Max Agents		6				5		5		0		3		3				5				5		4		4		5		4				5				5		5		5		6		5				6				5		5		5		5		3				5				4		4										4





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week Jul 1		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week Jul 8		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		21-Jul		Week Jul 15		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		28-Jul		Week Jul 22		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		4-Aug		Week Jul 29

		Calls Received		5507				274		279		0		305		221				1079				356		273		221		212		225				1287				256		252		223		258		225				1214				226		234		262		243		246				1211				326		390										716

		Calls Handled		3856				207		194.5		0		142.2393509128		183				726				245		241		182		137		191				997				156		172		175		122		142				767				183.4057649667		158.4840764331		187.1428571429		134.8139534884		175.7142857143				840				226.759410802		299.6713615023										526

		Calls Abandoned		1311				66		79.5		0		43.4726166329		36				225				107		30		37		26		31				230				96		76		48		55		81				356				40.088691796		75.0191082803		71.5546218487		50.011627907		68.9340659341				306				98.1734860884		95.8215962441										194

		Abandon %		23.97%				24.18%		28.49%		0.00%		23.12%		16.22%				20.86%				29.95%		10.92%		16.87%		15.69%		13.65%				17.88%				37.58%		30.13%		21.45%		30.89%		39.94%				29.33%				17.74%		32.06%		27.31%		26.74%		28.02%				25.24%				30.11%		23.00%										26.56%

		Avg Time to Abandon		0:14:30				0:12:38		0:17:47		0:00:00		0:11:20		0:11:29				0:13:18				0:18:37		0:09:41		0:11:18		0:10:09		0:07:58				0:11:32				0:20:08		0:16:12		0:12:30		0:16:17		0:15:43				0:16:10				0:13:10		0:18:57		0:12:44		0:14:27		0:10:23				0:13:56				0:18:36		0:16:35										0:17:35

		Average Wait Time (>5 min)		0:21:12				0:21:12		0:12:36		0:00:00		0:19:32		0:14:39				0:16:59				0:27:25		0:10:54		0:12:10		0:10:20		0:13:11				0:14:48				0:34:58		0:26:54		0:16:57		0:30:19		0:35:20				0:28:53				0:16:13		0:35:35		0:20:36		0:24:16		0:18:16				0:22:59				0:31:38		0:13:08										0:22:23

		Max Wait Time		2:02:04				0:44:22		0:48:56		0:00:00		0:38:38		0:33:33				0:48:56				1:01:54		0:27:24		0:34:23		0:29:55		0:27:10				1:01:54				1:04:28		1:01:12		0:44:06		0:51:26		0:59:56				1:04:28				0:33:45		1:06:27		0:47:34		0:41:28		0:48:59				1:06:27				1:06:59		2:02:04										2:02:04

		Talk Time (Avg)		0:12:03				0:10:59		0:11:46		0:00:00		0:12:56		0:12:19				0:12:00				0:12:11		0:11:42		0:11:58		0:12:33		0:11:40				0:12:00				0:12:38		0:12:54		0:11:48		0:11:42		0:11:42				0:12:08				0:10:00		0:13:22		0:11:57		0:11:34		0:11:31				0:11:40				0:12:47		0:12:08										0:12:27

		Call Handle Time (Avg)		0:17:53				0:16:47		0:17:57		0:00:00		0:18:40		0:17:22				0:17:41				0:18:38		0:17:34		0:17:47		0:18:14		0:17:27				0:17:56				0:18:31		0:19:23		0:18:06		0:17:19		0:16:33				0:17:58				0:15:54		0:19:34		0:17:50		0:17:28		0:17:01				0:17:33				0:18:48		0:17:50										0:18:19









































June 2018

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg								CCIIO

				Month		27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week May 27		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week Jun 3		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week Jun 10		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week Jun 17		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week Jun 24								Week Dec 31

		Calls Received (MNsure)		21291												1061				1061				1244		1104		960		866		968				5142				1186		1062		903		807		844				4803				1255		1086		919		969		920				5149				1127		984		987		941		1097				5136																5084.1093555475

		Calls Handled		18160												845				845				988		937		830		740		736				4231				957		880		776		710		795				4118				990		965		835		843		834				4466				945		902		926		875		852				4500

		Calls Abandoned		2812												202				202				203		147		120		116		208				794				208		168		117		88		49				630				246		109		78		120		70				622				170		72		46		46		229				564

		Abandon % (>5%)(Less Short Aban)		13.36%												19.03%				19.03%				14.61%		13.29%		11.33%		13.11%		21.51%				14.77%				16.58%		15.79%		12.36%		10.71%		4.67%				12.02%				18.62%		9.41%		7.79%		11.59%		7.36%				10.95%				13.74%		6.98%		4.21%		4.41%		20.81%				10.03%

		Avg Time to Abandon		0:10:43												0:08:47				0:08:47				0:14:38		0:12:22		0:16:55		0:11:39		0:10:42				0:13:15				0:13:40		0:10:43		0:12:05		0:10:27		0:04:34				0:10:18				0:15:57		0:12:18		0:02:19		0:13:34		0:05:01				0:09:50				0:13:32		0:09:46		0:11:50		0:10:00		0:11:55				0:11:24

		Average Wait Time (>5 min)		0:07:23												0:08:47				0:08:47				0:11:38		0:05:49		0:04:57		0:07:02		0:10:42				0:08:01				0:09:15		0:08:05		0:05:51		0:05:41		0:04:34				0:06:41				0:11:56		0:06:36		0:04:07		0:06:04		0:05:01				0:06:45				0:09:17		0:04:28		0:04:07		0:03:35		0:11:55				0:06:40																0:07:33

		Max Wait Time		1:03:07												0:46:53				0:46:53				0:29:27		0:39:02		0:35:33		0:34:43		0:49:48				0:49:48				1:01:19		0:37:21		0:40:11		0:34:11		0:34:59				1:01:19				1:03:07		0:44:51		0:41:33		0:52:57		0:39:50				1:03:07				0:53:40		0:43:47		0:41:53		0:36:33		0:55:26				0:55:26

		Service Level (<95% calls under 5 min)		44.10%												19.03%				19.03%				62.54%		52.96%		63.66%		51.91%		21.51%				50.52%				41.54%		40.79%		59.03%		67.27%		4.67%				42.66%				41.51%		64.74%		69.81%		62.96%		7.36%				49.28%				55.43%		65.46%		75.54%		77.77%		20.81%				59.00%

		Talk Time (Avg)		0:07:53												0:06:45				0:06:45				0:07:24		0:08:08		0:08:13		0:08:41		0:07:24				0:07:58				0:08:28		0:07:56		0:07:56		0:08:40		0:07:51				0:08:10				0:07:54		0:09:00		0:09:40		0:08:04		0:07:12				0:08:22				0:08:28		0:08:10		0:08:23		0:08:18		0:07:22				0:08:08

		Call Handle Time (Avg)		0:10:04												0:08:39				0:08:39				0:09:48		0:10:38		0:10:35		0:10:52		0:09:15				0:10:13				0:10:48		0:10:23		0:10:09		0:11:15		0:09:39				0:10:27				0:10:18		0:11:42		0:11:20		0:10:20		0:09:02				0:10:32				0:10:58		0:10:34		0:10:47		0:10:51		0:09:16				0:10:29

		Transfer Out		na												na				na				na		na		na		na		na				na				na		na		na		na		na				0				na		na		na		na		na				0				na		na		na		na		na				0

		First Call Resolution %		81.37%												81.13%				81.13%				79.02%		82.00%		81.79%		80.78%		81.94%				81.11%				80.31%		82.12%		81.38%		80.74%		84.55%				81.82%				81.97%		82.28%		82.66%		82.84%		82.62%				82.47%				79.40%		81.25%		81.10%		78.72%		81.15%				80.32%

		Complaints Received		5												0				0				1		0		0		0		1				2				0		1		0		0		0				1				1		0		0		1		0				2				0		0		0		0		0				0

		Complaints Resolved		5												0				0				0		1		0		0		0				1				0		0		0		0		2				2				0		0		1		0		0				1				0		1		0		0		0				1

		Helpline (Transfers from Vendor)		5116												272				272				334		251		219		204		204				1212				329		266		207		167		162				1131				323		241		214		236		207				1221				306		252		255		251		216				1280

		Short Abandon (under 60 seconds)		250												14				14				0		20		10		10		24				64				21		14		10		9		0				54				20		10		5		4		15				54				9		10		14		17		14				64

		% of calls answered in under 10 minutes		64.84%												46.62%				46.62%				69.96%		72.41%		70.37%		64.95%		41.76%				63.89%				76.99%		62.01%		82.41%		71.31%		81.94%				74.93%				51.69%		74.18%		75.40%		70.85%		75.38%				69.50%				62.79%		77.47%		81.00%		83.70%		41.26%				69.25%

		Max Agents		43												33				33				39		41		37		32		26				41				39		36		31		31		31				39				39		42		39		37		31				42				39		41		43		42		32				43

		Avg Agents		36.289015873



		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week May 27		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week Jun 3		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week Jun 10		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week Jun 17		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week Jun 24								Week Dec 31

		Calls Received (MNsure)		2577												109				109				107		119		107		125		89				547				111		125		116		115		99				566				111		110		134		111		96				562				126		157		184		161		165				793

		Calls Handled		2432												102				102				103		112		103		114		85				517				101		121		107		111		92				532				108		109		127		105		89				538				117		150		165		158		153				743

		Calls Abandoned		137												7				7				3		7		4		10		4				28				10		4		9		4		6				33				3		1		6		6		7				23				8		7		17		3		11				46

		Abandon % (>5%)(Less Short Aban)		5.45%												6.42%				6.42%				2.80%		5.88%		3.74%		8.00%		4.49%				5.12%				9.01%		3.20%		7.76%		3.48%		6.06%				5.83%				2.70%		0.91%		4.48%		5.41%		7.29%				4.09%				6.35%		4.46%		9.24%		1.86%		6,67%				5.80%

		Avg Time to Abandon		0:03:17												0:03:46				0:03:46				0:05:58		0:02:38		0:04:29		0:02:04		0:04:11				0:03:52				0:01:33		0:03:48		0:03:58		0:01:37		0;01:15				0:02:44				0:02:33		0:00:50		0:02:23		0:05:15		0:02:42				0:02:44				0:04:12		0:02:42		0:03:17		0:04:32		0:02:08				0:03:22

		Average Wait Time (>5 min)		0:02:57												0:03:49				0:03:49				0:03:50		0:02:31		0:04:20		0:03:48		0:02:08				0:03:19				0:03:28		0:02:04		0:01:51		0:01:27		0:01:43				0:02:06				0:00:00		0:02:58		0:03:49		0:03:12		0:03:07				0:02:37				0:03:02		0:03:17		0:04:24		0:01:04		0:02:45				0:02:54

		Max Wait Time		0:19:22												0:11:47				0:11:47				0:13:25		0:14:43		0:12:04		0:15:44		0:10:19				0:15:44				0:11:43		0:10:08		0:12:37		0:08:48		0:14:34				0:14:34				0:01:51		0:16:59		0:14:50		0:11:14		0:11:14				0:16:59				0:11:40		0:13:35		0:18:29		0:09:06		0:19:22				0:19:22

		Service Level (<95% calls under 5 min)		72.19%												64.22%				64.22%				60.75%		78.15%		55.14%		64.52%		83.15%				68.34%				71.17%		78.40%		81.03%		84.35%		88.78%				80.75%				83.78%		71.82%		65.41%		72.07%		73.96%				73.41%				66.40%		70.70%		63.04%		91.93%		79.08%				74.23%

		Talk Time (Avg)		0:09:18												0:10:15				0:10:15				0:09:52		0:10:57		0:09:57		0:09:33		0:10:19				0:10:07				0:09:49		0:08:37		0:09:29		0:08:34		0:08:26				0:08:59				0:08:04		0:08:22		0:09:10		0:09:09		0:08:39				0:08:40				0:09:01		0:08:16		0:08:04		0:08:09		0:09:03				0:08:30

		Call Handle Time (Avg)		0:13:14												0:14:31				0:14:31				0:15:09		0:15:30		0:13:24		0:13:15		0:14:22				0:14:20				0:13:43		0:12:55		0:13:24		0:12:29		0:12:19				0:12:58				0:10:51		0:12:32		0:13:05		0:12:50		0:12:30				0:12:21				0:12:12		0:11:53		0:11:46		0:11:40		0:12:36				0:12:01

		Max Agents		11												6				6				7		7		8		9		9				9				8		10		10		10		9								9		10		10		9		8				10				8		11		10		9		9				11





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week May 27		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week Jun 3		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week Jun 10		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week Jun 17		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week Jun 24

		Calls Received (MNsure)		4490												164				164				262		232		208		231		192				1125				256		208		248		186		139				1037				235		255		258		198		167				1113				209		222		201		227		192				1051

		Calls Handled		3870												152				152				222		205		193		186		165				971				208		194		207		169		132				910				191		207		210		179		144				931				183		188		183		196		156				906

		Calls Abandoned		598												12				12				37		24		15		45		27				148				47		13		41		16		7				124				44		46		48		15		20				173				26		33		18		28		36				141

		Abandon % (>5%)(Less Short Aban)		12.28%												7.32%				7.32%				14.12%		10.34%		7.21%		19.48%		14.06%				13.16%				18.36%		6.25%		16.53%		8.60%		5.04%				11.96%				18.72%		18.04%		18.60%		7.58%		11.98%				15.54%				12.44%		14.86%		8.96%		12.33%		18.23%				13.42%

		Avg Time to Abandon		0:03:45												0:03:34				0:03:34				0:03:44		0:04:25		0:03:01		0:04:29		0:05:59				0:04:19				0:05:47		0:02:35		0:03:35		0:02:24		0:01:25				0:03:09				0:06:51		0:05:01		0:04:30		0:03:11		0:02:41				0:04:26				0:03:17		0:04:17		0:02:21		0:02:37		0:04:02				0:03:18

		Average Wait Time (>5 min)		0:05:10												0:03:40				0:03:40				0:06:00		0:03:45		0:03:!5		0:08:34		0:04:50				0:05:47				0:07:32		0:01:53		0:06:21		0:04:21		0:02:10				0:04:27				0:08:55		0:10:19		0:07:27		0:03:11		0:04:45				0:06:55				0:04:20		0:05:06		0:03:53		0:05:48		0:05:57				0:05:00

		Max Wait Time		0:34:48												0:18:41				0:18:41				0:15:59		0:18:06		0:12:53		0:18:56		0:34:48				0:34:48				0:22:04		0:10:51		0:18:25		0:12:59		0:16:30				0:22:04				0:26:39		0:26:20		0:26:00		0:13:49		0:17:40				0:26:39				0:14:05		0:18:35		0:15:01		0:15:24		0:22:19				0:22:19

		Service Level (<95% calls under 5 min)		58.97%												68.29%				68.29%				48.09%		67.67%		72.60%		29.00%		66.15%				56.70%				42.19%		85.58%		46.77%		57.53%		83.45%				63.10%				37.45%		29.41%		43.02%		71.72%		61.08%				48.54%				59.81%		57.66%		66.17%		48.02%		59.38%				58.21%

		Talk Time (Avg)		0:03:59												0:04:09				0:04:09				0:04:17		0:04:09		0:03:41		0:04:14		0:03:41				0:04:00				0:04:04		0:03:52		0:03:46		0:03:42		0:04:02				0:03:53				0:04:05		0:03:55		0:03:27		0:03:50		0:03:51				0:03:49				0:04:10		0:04:12		0:04:03		0:03:45		0:04:26				0:04:07

		Call Handle Time (Avg)		0:07:30												0:07:35				0:07:35				0:07:38		0:07:29		0:07:06		0:08:13		0:06:39				0:07:25				0:07:52		0:07:01		0:07:45		0:07:31		0:07:18				0:07:29				0:07:16		0:07:23		0:07:13		0:07:33		0:06:59				0:07:16				0:07:08		0:07:54		0:07:51		0:07:37		0:08:19				0:07:45

		Max Agents		5												4				4				5		5		5		4		4				5				5		4		5		5		4				5				4		4		4		5		5				5				4		5		5		5		4				5





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg		Total / Avg

				Month		27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week May 27		3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week Jun 3		10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week Jun 10		17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week Jun 17		24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week Jun 24

		Calls Received		5116												272				272				334		251		219		204		204				1212				329		266		207		167		162				1131				323		241		214		236		207				1221				306		252		255		251		216				1280

		Calls Handled		4116												225				225				215		213		156		207		152				943				225		214		156		221		120				937				215.1884253028		190.3042071197		171.4431818182		231		168.9248704663				977				211.2329956585		210.4666666667		214.4213381555		239.3766233766		158.625				1034

		Calls Abandoned		1236												46				46				117		36		61		57		49				321				102		52		50		44		41				288				104.333781965		49.1359223301		41.3409090909		74.7352941176		37.0025906736				307				92.5528219971		41.0666666667		39.6564195298		46.4860853432		55.9285714286				276

		Abandon %		23.08%												16.84%				16.84%				35.14%		14.48%		27.78%		21.49%		23.95%				26.45%				30.96%		19.47%		24.13%		16.44%		25.07%				25.44%				32.30%		20.39%		19.32%		24.26%		17.92%				25.11%				30.25%		16.30%		15.55%		16.14%		25,89%				21.54%

		Avg Time to Abandon		0:11:43												0:10:07				0:10:07				0:15:38		0:09:49		0:18:29		0:11:20		0:13:58				0:13:50				0:13:51		0:09:17		0:11:57		0:09:54		0:13:06				0:11:37				0:17:40		0:11:51		0:00:00		0:14:35		0:09:58				0:10:48				0:13:18		0:09:20		0:11:50		0:10:00		0:16:35				0:12:12

		Average Wait Time (>5 min)		0:16:40												0:12:42				0:12:42				0:29:33		0:08:55		0:14:05		0:16:03		0:19:05				0:17:32				0:23:23		0:14:05		0:13:59		0:13:25		0:19:06				0:16:47				0:28:44		0:17:12		0:11:09		0:17:33		0:15:04				0:17:56				0:25:44		0:12:33		0:13:27		0:11:57		0:28:16				0:18:23

		Max Wait Time		1:03:07												0:46:53				0:46:53				1:01:08		0:39:02		0:35:33		0:34:43		0:49:48				1:01:08				1:01:19		0:37:21		0:40:11		0:34:11		0:34:59				1:01:19				1:03:07		0:44:51		0:41:33		0:52:57		0:39:50				1:03:07				0:53:40		0:43:47		0:41:53		0:36:33		0:55:26				0:55:26

		Talk Time (Avg)		0:11:58												0:11:27				0:11:27				0:11:07		0:11:45		0:12:01		0:12:39		0:12:00				0:11:54				0:12:28		0:11:27		0:11:14		0:11:50		0:12:28				0:11:53				0:11:42		0:12:01		0:15:00		0:11:47		0:11:28				0:12:23				0:11:53		0:11:28		0:11:58		0:11:19		0:14:20				0:12:11

		Call Handle Time (Avg)		0:17:45												0:17:20				0:17:20				0:17:41		0:17:51		0:18:08		0:18:07		0:17:49				0:17:55				0:18:23		0:17:17		0:16:44		0:17:51		0:18:14				0:17:41				0:17:39		0:18:15		0:17:59		0:17:27		0:17:12				0:17:42				0:18:16		0:17:16		0:17:48		0:17:26		0:20:04				0:18:10

		Avg Agents		0.0123936287







































7.8.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week

				Calls Received				1307		1052		952		923		1142				5376

				Calls Handled				1109		1002		841		882		970				4804

				Calls Abandoned				172		41		99		38		153				503

				Abandon % (>5%)(Less Short Aban)				12.50%		3.80%		10.25%		3.78%		13.42%				8.75%

				Avg Time to Abandon				0:15:27		0:09:46		0:11:32		0:13:26		0:06:40				0:11:22

				Average Wait Time (>5 min)				0:08:13		0:02:57		0:05:27		0:02:17		0:06:40				0:05:07

				Max Wait Time				1:01:54		0:27:24		0:34:23		0:29:55		0:27:10				1:01:54

				Service Level (<95% calls under 5 min)				37.29%		73.77%		54.72%		78.45%		13.42%				51.53%

				Talk Time (Avg)				0:07:47		0:08:11		0:07:56		0:08:25		0:07:22				0:07:56

				Call Handle Time (Avg)				0:09:41		0:10:04		0:10:02		0:10:19		0:09:03				0:09:50

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				82.51%		82.06%		86.44%		85.40%		88.19%				84.92%

				Complaints Received				1		1		0		0		0				2						 

				Complaints Resolved				1		0		0		0		0				1

				Helpline (Transfers from Vendor/other)				356		273		221		212		225				1287

		 		Short Abandon (under 60 seconds)				23		8		10		2		17				60

				% of calls answered in under 10 minutes				63.46%		81.60%		68.49%		86.99%		58.63%				71.84%

				Max Agents				45		44		42		42		39				45



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.08%				Call Reason		Count of Calls

												Enrollment Escalation - *		0.08%				MA/MCRE		174

												Prospect/Pending Case - *		0.51%				Verification		112

												Appeals - *		0.55%				Password Reset/Account Unlock		77

												Contact Form - *		0.81%				How Do I Apply?		51						 

												Enrollment - *		0.89%				How To Enroll In a Plan?		30

												z-1095-A - *		1.27%				Income Change		28

												SEP - *		3.60%				General Questions		23

								 				MNsure 101 - *		4.15%				CSR-Public Program Status		20

								 				Life Event - *		5.21%				Loss of ESI		19

												Technical - *		5.34%				Caller Hung Up without Speaking		17

												Broker/Navigator - *		7.25%				Total		551

												Public Programs - *		7.59%

												Transfer to St. Paul		12.76%

												QHP - *		49.77%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week

				Calls Received				137		120		128		129		116				630

				Calls Handled				125		118		121		122		105				591						Top 5 Call Reasons

				Calls Abandoned				12		2		7		7		11				39

				Abandon % (>5%)(Less Short Aban)				8.76%		1.67%		5.47%		5.43%		9.48%				6.19%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:52		0:03:07		0:02:57		0:01:38		0:03:39				0:03:02

				Average Wait Time (>5 min)				0:02:44		0:01:42		0:02:48		0:02:19		0:02:10				0:02:20						CSR-Status of Enrollment		12

				Max Wait Time				0:11:11		0:10:03		0:14:24		0:10:36		0:12:12				0:14:24						Loss of Public-Program		11

				Service Level (<95% calls under 5 min)				73.72%		87.50%		75.00%		81.40%		79.31%				79.39%						Loss of ESI		10

				Talk Time (Avg)				0:07:12		0:08:09		0:08:04		0:08:42		0:07:36				0:07:56						Password Reset/Account Unlock		8

				Call Handle Time (Avg)				0:10:15		0:11:06		0:11:06		0:12:08		0:10:58				0:11:06						How To Enroll In a Plan?		5

				Max Agents				8		7		7		7		5				8				 		Top 5 Total		41







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week

				Calls Received				282		266		255		262		168				1233

				Calls Handled				239		220		205		213		145				1022						Top 5 Call Reasons

				Calls Abandoned				38		44		45		44		22				193

				Abandon % (>5%)(Less Short Aban)				13.48%		16.54%		17.65%		16.79%		13.10%				15.65%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:31		0:05:44		0:08:17		0:03:42		0:04:18				0:05:18

		"		Average Wait Time (>5 min)				0:05:33		0:06:55		0:10:31		0:07:34		0:03:54				0:06:53						CSR-Public Program Status		41

				Max Wait Time				0:15:36		0:24:39		0:31:47		0:21:05		0:14:19				0:31:47						Password Reset/Account Unlock		33

				Service Level (<95% calls under 5 min)				54.61%		48.30%		36.86%		38.17%		62.50%				48.09%						CSR-Consumer Not Present		15

				Talk Time (Avg)				0:03:37		0:03:47		0:03:50		0:03:41		0:03:51				0:03:45						CSR-Determination Result		14

				Call Handle Time (Avg)				0:07:02		0:07:12		0:07:!7		0:07:39		0:07:05				0:07:14						CSR-Pending Case		12

				Max Agents				5		4		4		5		4				5				 		Top 5 Total		103

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		14-Jul		Week

				Calls Received				356		273		221		212		225				1287

				Calls Handled				245		241		182		137		191				997

				Calls Abandoned				107		30		37		26		31				230

				Abandon % (>5%)				29.95%		10.92%		16.87%		15.69%		13.65%				17.88%

				Avg Time to Abandon				0:18:37		0:09:41		0:11:18		0:10:09		0:07:58				0:11:32

				Average Wait Time (>2 min)				0:27:25		0:10:54		0:12:10		0:10:20		0:13:11				0:14:48

				Max Wait Time				1:01:54		0:27:24		0:34:23		0:29:55		0:27:10				1:01:54

				Talk Time (Avg)				0:12:11		0:11:42		0:11:58		0:12:33		0:11:40				0:12:00

				Call Handle Time (Avg)				0:18:38		0:17:34		0:17:47		0:18:14		0:17:27				0:17:56





























































































































































































































7.1.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week

				Calls Received				1216		951				951		959				4077

				Calls Handled				1074		829.5				849		841				3594

				Calls Abandoned				137		101.5				94		100				433

				Abandon % (>5%)(Less Short Aban)				10.34%		9.19%				9.44%		10.40%				9.84%

				Avg Time to Abandon				0:17:08		0:16:38				0:12:11		0:05:20				0:12:49

				Average Wait Time (>5 min)				0:07:23		0:04:31				0:05:10		0:05:20				0:05:36

				Max Wait Time				0:44:22		0:48:56				0:38:38		0:33:33				0:48:56

				Service Level (<95% calls under 5 min)				61.46%		57.12%				54.78%		10.40%				45.94%

				Talk Time (Avg)				0:07:52		0:07:51				0:07:49		0:06:41				0:07:33

				Call Handle Time (Avg)				0:10:10		0:10:06				0:09:42		0:08:13				0:09:33

				Transfer Out				na		na				na		na				0

				First Call Resolution %				83.71%		81.82%				79.70%		82.37%				81.90%

				Complaints Received				0		0				0		0				0						 

				Complaints Resolved				0		0				0		1				1

				Helpline (Transfers from Vendor/other)				274		279				305		221				1079

		 		Short Abandon (under 60 seconds)				4		3				5		16				28

				% of calls answered in under 10 minutes				71.39%		63.71%				66.86%		68.86%				67.70%

				Max Agents				40		37				36		29				40



												Distribution of Calls						Top 10 Call Reasons

												Assister Portal - *		0.23%				Call Reason		Count of Calls

												Mixed Household (QHP w/ Public Program) - *		0.31%				MA		155

												Enrollment Operations (Ops Use Only) - *		0.55%				Verification		85

												z-1095-A - *		0.86%				Password Reset/Account Unlock		78

												Prospect/Pending Case - *		1.02%				How Do I Apply?		41						 

												Appeals - *		1.09%				Income Change		28

												Contact Form - *		1.17%				How To Enroll In a Plan?		23

												Enrollment - *		1.95%				Loss of ESI		14

								 				SEP - *		4.69%				Request to Close Application		13

								 				MNsure 101 - *		6.49%				Full Term		13

												Life Event - *		9.77%				A Referral		12

												Technical - *		10.56%				Total		462

												Broker/Navigator - *		11.42%

												Public Programs - *		12.51%

												QHP - *		16.89%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week

				Calls Received				120		88				49		70				327

				Calls Handled				118		87				49		68				322						Top 5 Call Reasons

				Calls Abandoned				2		1				0		2				5

				Abandon % (>5%)(Less Short Aban)				1.67%		1.14%				0.00%		2.86%				1.53%						Call Reason		Count of Calls

				Avg Time to Abandon				0:00:44		0:01:03				0:00:00		0:01:36				0:00:50

				Average Wait Time (>5 min)				0:00:58		0:00:48				0:00:51		0:00:53				0:00:52						Loss/Gain of MEC		10

				Max Wait Time				0:10:45		0:11:18				0:09:34		0:09:43				0:11:18						Loss of ESI		6

				Service Level (<95% calls under 5 min)				94.17%		93.18%				91.84%		91.43%				92.66%						Verification		6

				Talk Time (Avg)				0:08:16		0:08:49				0:08:55		0:09:08				0:08:47						Loss of COBRA		6

				Call Handle Time (Avg)				0:11:46		0:12:38				0:12:37		0:12:02				0:12:15						Password Reset/Account Unlock		5

				Max Agents				9		11				6		5				11				 		Top 5 Total		28







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week

				Calls Received				222		218				212		197				849

				Calls Handled				189		199				190		171				749						Top 5 Call Reasons

				Calls Abandoned				32		19				21		26				98

				Abandon % (>5%)(Less Short Aban)				14.41%		8.72%				9.91%		13.20%				11.54%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:25		0:03:08				0:02:48		0:04:13				0:04:08

		"		Average Wait Time (>5 min)				0:05:37		0:04:06				0:05:23		0:05:37				0:05:10						Password Reset/Account Unlock		46

				Max Wait Time				0:19:33		0:16:03				0:18:24		0:25:41				0:25:41						CSR-Public Program Status		44

				Service Level (<95% calls under 5 min)				51.80%		63.30%				53.30%		53.30%				55.43%						CSR-Determination Result		38

				Talk Time (Avg)				0:04:09		0:03:56				0:03:40		0:04:00				0:03:56						Enrolled		8

				Call Handle Time (Avg)				0:07:35		0:07:08				0:06:27		0:07:00				0:07:02						CSR-Pending Case		7

				Max Agents				5		5				3		3				5				 		Top 5 Total		136

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		7-Jul		Week

				Calls Received				274		279				305		221				1079

				Calls Handled				207		195				142		183				726

				Calls Abandoned				66		80				43		36				225

				Abandon % (>5%)				24.18%		28.49%				23.12%		16.22%				20.86%

				Avg Time to Abandon				0:12:38		0:17:47				0:11:20		0:11:29				0:13:18

				Average Wait Time (>2 min)				0:21:12		0:12:36				0:19:32		0:14:39				0:16:59

				Max Wait Time				0:44:22		0:48:56				0:38:38		0:33:33				0:48:56

				Talk Time (Avg)				0:10:59		0:11:46				0:12:56		0:12:19				0:12:00

				Call Handle Time (Avg)				0:16:47		0:17:57				0:18:40		0:17:22				0:17:41





























































































































































































































6.24.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week

				Calls Received				1127		984		987		941		1097				5136

				Calls Handled				945		902		926		875		852				4500

				Calls Abandoned				170		72		46		46		229				564

				Abandon % (>5%)(Less Short Aban)				13.74%		6.98%		4.21%		4.41%		20.81%				10.03%

				Avg Time to Abandon				0:13:32		0:09:46		0:11:50		0:10:00		0:11:55				0:11:24

				Average Wait Time (>5 min)				0:09:17		0:04:28		0:04:07		0:03:35		0:11:55				0:06:40

				Max Wait Time				0:53:40		0:43:47		0:41:53		0:36:33		0:55:26				0:55:26

				Service Level (<95% calls under 5 min)				55.43%		65.46%		75.54%		77.77%		20.81%				59.00%

				Talk Time (Avg)				0:08:28		0:08:10		0:08:23		0:08:18		0:07:22				0:08:08

				Call Handle Time (Avg)				0:10:58		0:10:34		0:10:47		0:10:51		0:09:16				0:10:29

				Transfer Out				na		na		na		na		na				0

				First Call Resolution %				79.40%		81.25%		81.10%		78.72%		81.15%				80.32%

				Complaints Received				0		0		0		0		0				0						 

				Complaints Resolved				0		1		0		0		0				1

				Helpline (Transfers from Vendor/other)				306		252		255		251		216				1280

		 		Short Abandon (under 60 seconds)				9		10		14		17		14				64

				% of calls answered in under 10 minutes				62.79%		77.47%		81.00%		83.70%		41.26%				69.25%

				Max Agents				39		41		43		42		32				43



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.19%				Call Reason		Count of Calls

												Mixed Household (QHP w/ Public Program) - *		0.26%				MA/MCRE		172

												Enrollment Escalation - *		0.32%				Password Reset/Account Unlock		73

												Appeals - *		0.51%				Verification		63

												Prospect/Pending Case - *		0.83%				How Do I Apply?		52						 

												Contact Form - *		1.15%				Loss of ESI		44

												z-1095-A - *		1.80%				Income Change		25

												Enrollment - *		2.12%				A Referral		23

								 				Technical - *		7.63%				How To Enroll In a Plan?		20

								 				MNsure 101 - *		7.76%				Loss/Gain of MEC		19

												Life Event - *		10.52%				Loss/Gain of ESI		17

												SEP - *		10.58%				Total		508

												Broker/Navigator - *		10.65%

												Public Programs - *		11.67%

												QHP - *		12.19%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week

				Calls Received				126		157		184		161		165				793

				Calls Handled				117		150		165		158		153				743						Top 5 Call Reasons

				Calls Abandoned				8		7		17		3		11				46

				Abandon % (>5%)(Less Short Aban)				6.35%		4.46%		9.24%		1.86%		6,67%				5.80%						Call Reason		Count of Calls

				Avg Time to Abandon				0:04:12		0:02:42		0:03:17		0:04:32		0:02:08				0:03:22

				Average Wait Time (>5 min)				0:03:02		0:03:17		0:04:24		0:01:04		0:02:45				0:02:54						Loss of ESI		18

				Max Wait Time				0:11:40		0:13:35		0:18:29		0:09:06		0:19:22				0:19:22						Password Reset/Account Unlock		14

				Service Level (<95% calls under 5 min)				66.40%		70.70%		63.04%		91.93%		79.08%				74.23%						Verification		13

				Talk Time (Avg)				0:09:01		0:08:16		0:08:04		0:08:09		0:09:03				0:08:30						Status		12

				Call Handle Time (Avg)				0:12:12		0:11:53		0:11:46		0:11:40		0:12:36				0:12:01						Loss/Gain of MEC		11

				Max Agents				8		11		10		9		9				11				 		Top 5 Total		57







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week

				Calls Received				209		222		201		227		192				1051

				Calls Handled				183		188		183		196		156				906						Top 5 Call Reasons

				Calls Abandoned				26		33		18		28		36				141

				Abandon % (>5%)(Less Short Aban)				12.44%		14.86%		8.96%		12.33%		18.23%				13.42%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:17		0:04:17		0:02:21		0:02:37		0:04:02				0:03:18

		"		Average Wait Time (>5 min)				0:04:20		0:05:06		0:03:53		0:05:48		0:05:57				0:05:00						CSR-Determination Result		39

				Max Wait Time				0:14:05		0:18:35		0:15:01		0:15:24		0:22:19				0:22:19						CSR-Public Program Status		28

				Service Level (<95% calls under 5 min)				59.81%		57.66%		66.17%		48.02%		59.38%				58.21%						Password Reset/Account Unlock		21

				Talk Time (Avg)				0:04:10		0:04:12		0:04:03		0:03:45		0:04:26				0:04:07						CSR-Newborn Status		14

				Call Handle Time (Avg)				0:07:08		0:07:54		0:07:51		0:07:37		0:08:19				0:07:45						Directed to Complete Caspio Form (Assisters Only)		7

				Max Agents				4		5		5		5		4				5				 		Top 5 Total		102

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						24-Jun		25-Jun		26-Jun		27-Jun		28-Jun		29-Jun		30-Jun		Week

				Calls Received				306		252		255		251		216				1280

				Calls Handled				211		210		214		239		159				1034

				Calls Abandoned				93		41		40		46		56				276

				Abandon % (>5%)				30.25%		16.30%		15.55%		16.14%		25,89%				21.54%

				Avg Time to Abandon				0:13:18		0:09:20		0:11:50		0:10:00		0:16:35				0:12:12

				Average Wait Time (>2 min)				0:25:44		0:12:33		0:13:27		0:11:57		0:28:16				0:18:23

				Max Wait Time				0:53:40		0:43:47		0:41:53		0:36:33		0:55:26				0:55:26

				Talk Time (Avg)				0:11:53		0:11:28		0:11:58		0:11:19		0:14:20				0:12:11

				Call Handle Time (Avg)				0:18:16		0:17:16		0:17:48		0:17:26		0:20:04				0:18:10





























































































































































































































6.17.2018 

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week

				Calls Received				1255		1086		919		969		920				5149

				Calls Handled				990		965		835		843		834				4466

				Calls Abandoned				246		109		78		120		70				622

				Abandon % (>5%)(Less Short Aban)				18.62%		9.41%		7.79%		11.59%		7.36%				10.95%

				Avg Time to Abandon				0:15:57		0:12:18		0:02:19		0:13:34		0:05:01				0:09:50

				Average Wait Time (>5 min)				0:11:56		0:06:36		0:04:07		0:06:04		0:05:01				0:06:45

				Max Wait Time				1:03:07		0:44:51		0:41:33		0:52:57		0:39:50				1:03:07

				Service Level (<95% calls under 5 min)				41.51%		64.74%		69.81%		62.96%		7.36%				49.28%

				Talk Time (Avg)				0:07:54		0:09:00		0:09:40		0:08:04		0:07:12				0:08:22

				Call Handle Time (Avg)				0:10:18		0:11:42		0:11:20		0:10:20		0:09:02				0:10:32

				Transfer Out				na		na		na		na		na				0

				First Call Resolution %				81.97%		82.28%		82.66%		82.84%		82.62%				82.47%

				Complaints Received				1		0		0		1		0				2						 

				Complaints Resolved				0		0		1		0		0				1

				Helpline (Transfers from Vendor/other)				323		241		214		236		207				1221

		 		Short Abandon (under 60 seconds)				20		10		5		4		15				54

				% of calls answered in under 10 minutes				51.69%		74.18%		75.40%		70.85%		75.38%				69.50%

				Max Agents				39		42		39		37		31				42



												Distribution of Calls						Top 10 Call Reasons

												Mixed Household (QHP w/ Public Program) - *		0.08%				Call Reason		Count of Calls

												Safe At Home - *		0.16%				MA/MCRE		172

												zzzInactiveSubjects - *		0.16%				Password Reset/Account Unlock		71

												z-1095-A - *		0.64%				Verification		43

												Appeals - *		1.12%				How Do I Apply?		39						 

												Prospect/Pending Case - *		1.36%				Income Change		27

												Contact Form - *		1.44%				Status		24

												SEP - *		6.87%				How To Enroll In a Plan?		20

								 				MNsure 101 - *		7.51%				Caller Hung Up without Speaking		19

								 				Technical - *		8.71%				A Referral		18

												Life Event - *		9.75%				Entire HH^		17

												Broker/Navigator - *		11.43%				Total		450

												Public Programs - *		14.55%

												QHP - *		14.95%

												Transfer to St. Paul		21.10%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week

				Calls Received				111		110		134		111		96				562

				Calls Handled				108		109		127		105		89				538						Top 5 Call Reasons

				Calls Abandoned				3		1		6		6		7				23

				Abandon % (>5%)(Less Short Aban)				2.70%		0.91%		4.48%		5.41%		7.29%				4.09%						Call Reason		Count of Calls

				Avg Time to Abandon				0:02:33		0:00:50		0:02:23		0:05:15		0:02:42				0:02:44

				Average Wait Time (>5 min)				0:00:00		0:02:58		0:03:49		0:03:12		0:03:07				0:02:37						Loss of ESI		8

				Max Wait Time				0:01:51		0:16:59		0:14:50		0:11:14		0:11:14				0:16:59						Status		7

				Service Level (<95% calls under 5 min)				83.78%		71.82%		65.41%		72.07%		73.96%				73.41%						Questions		7

				Talk Time (Avg)				0:08:04		0:08:22		0:09:10		0:09:09		0:08:39				0:08:40						Loss of Public-Program		7

				Call Handle Time (Avg)				0:10:51		0:12:32		0:13:05		0:12:50		0:12:30				0:12:21						Password Reset/Account Unlock		5

				Max Agents				9		10		10		9		8				10				 		Top 5 Total		29







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week

				Calls Received				235		255		258		198		167				1113

				Calls Handled				191		207		210		179		144				931						Top 5 Call Reasons

				Calls Abandoned				44		46		48		15		20				173

				Abandon % (>5%)(Less Short Aban)				18.72%		18.04%		18.60%		7.58%		11.98%				15.54%						Call Reason		Count of Calls

				Avg Time to Abandon				0:06:51		0:05:01		0:04:30		0:03:11		0:02:41				0:04:26

		"		Average Wait Time (>5 min)				0:08:55		0:10:19		0:07:27		0:03:11		0:04:45				0:06:55						CSR-Determination Result		34

				Max Wait Time				0:26:39		0:26:20		0:26:00		0:13:49		0:17:40				0:26:39						CSR-Public Program Status		30

				Service Level (<95% calls under 5 min)				37.45%		29.41%		43.02%		71.72%		61.08%				48.54%						Password Reset/Account Unlock		29

				Talk Time (Avg)				0:04:05		0:03:55		0:03:27		0:03:50		0:03:51				0:03:49						CSR-Consumer Not Present		20

				Call Handle Time (Avg)				0:07:16		0:07:23		0:07:13		0:07:33		0:06:59				0:07:16						Enrolled		8

				Max Agents				4		4		4		5		5				5				 		Top 5 Total		113

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						17-Jun		18-Jun		19-Jun		20-Jun		21-Jun		22-Jun		23-Jun		Week

				Calls Received				323		241		214		236		207				1221

				Calls Handled				215		190		171		231		169				977

				Calls Abandoned				104		49		41		75		37				307

				Abandon % (>5%)				32.30%		20.39%		19.32%		24.26%		17.92%				25.11%

				Avg Time to Abandon				0:17:40		0:11:51		0:00:00		0:14:35		0:09:58				0:10:48

				Average Wait Time (>2 min)				0:28:44		0:17:12		0:11:09		0:17:33		0:15:04				0:17:56

				Max Wait Time				1:03:07		0:44:51		0:41:33		0:52:57		0:39:50				1:03:07

				Talk Time (Avg)				0:11:42		0:12:01		0:15:00		0:11:47		0:11:28				0:12:23

				Call Handle Time (Avg)				0:17:39		0:18:15		0:17:59		0:17:27		0:17:12				0:17:42





























































































































































































































6.10.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week

				Calls Received				1186		1062		903		807		844				4803

				Calls Handled				957		880		776		710		795				4118

				Calls Abandoned				208		168		117		88		49				630

				Abandon % (>5%)(Less Short Aban)				16.58%		15.79%		12.36%		10.71%		4.67%				12.02%

				Avg Time to Abandon				0:13:40		0:10:43		0:12:05		0:10:27		0:04:34				0:10:18

				Average Wait Time (>5 min)				0:09:15		0:08:05		0:05:51		0:05:41		0:04:34				0:06:41

				Max Wait Time				1:01:19		0:37:21		0:40:11		0:34:11		0:34:59				1:01:19

				Service Level (<95% calls under 5 min)				41.54%		40.79%		59.03%		67.27%		4.67%				42.66%

				Talk Time (Avg)				0:08:28		0:07:56		0:07:56		0:08:40		0:07:51				0:08:10

				Call Handle Time (Avg)				0:10:48		0:10:23		0:10:09		0:11:15		0:09:39				0:10:27

				Transfer Out				na		na		na		na		na				0

				First Call Resolution %				80.31%		82.12%		81.38%		80.74%		84.55%				81.82%

				Complaints Received				0		1		0		0		0				1						 

				Complaints Resolved				0		0		0		0		2				2

				Helpline (Transfers from Vendor/other)				329		266		207		167		162				1131

		 		Short Abandon (under 60 seconds)				21		14		10		9		0				54

				% of calls answered in under 10 minutes				76.99%		62.01%		82.41%		71.31%		81.94%				74.93%

				Max Agents				39		36		31		31		31				39



												Distribution of Calls						Top 10 Call Reasons

												Complaint - *		0.16%				Call Reason		Count of Calls

												SHOP - *		0.24%				MA/MCRE		153

												zzzInactiveSubjects - *		0.24%				Password Reset/Account Unlock		76

												Mixed Household (QHP w/ Public Program) - *		0.32%				Verification		60

												z-1095-A - *		1.11%				How Do I Apply?		43						 

												Contact Form - *		1.19%				How Do I Update My Application?		31

												Appeals - *		1.27%				Income Change		30

												Prospect/Pending Case - *		1.51%				Status		28

								 				SEP - *		5.57%				Loss/Gain of MEC		24

								 				MNsure 101 - *		7.48%				A Referral		24

												Technical - *		8.19%				Transferred to Inbox		21

												Broker/Navigator - *		11.14%				Total		490

												Life Event - *		12.49%

												Public Programs - *		12.73%

												QHP - *		15.19%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week

				Calls Received				111		125		116		115		99				566

				Calls Handled				101		121		107		111		92				532						Top 5 Call Reasons

				Calls Abandoned				10		4		9		4		6				33

				Abandon % (>5%)(Less Short Aban)				9.01%		3.20%		7.76%		3.48%		6.06%				5.83%						Call Reason		Count of Calls

				Avg Time to Abandon				0:01:33		0:03:48		0:03:58		0:01:37		0;01:15				0:02:44

				Average Wait Time (>5 min)				0:03:28		0:02:04		0:01:51		0:01:27		0:01:43				0:02:06						Status		8

				Max Wait Time				0:11:43		0:10:08		0:12:37		0:08:48		0:14:34				0:14:34						Directed to Complete Caspio Form (Assisters Only)		7

				Service Level (<95% calls under 5 min)				71.17%		78.40%		81.03%		84.35%		88.78%				80.75%						How Do I Update My Application?		7

				Talk Time (Avg)				0:09:49		0:08:37		0:09:29		0:08:34		0:08:26				0:08:59						CSR-Status of Enrollment		7

				Call Handle Time (Avg)				0:13:43		0:12:55		0:13:24		0:12:29		0:12:19				0:12:58						Loss of ESI		7

				Max Agents				8		10		0:00:00		10		9				10				 		Top 5 Total		29







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week

				Calls Received				256		208		248		186		139				1037

				Calls Handled				208		194		207		169		132				910						Top 5 Call Reasons

				Calls Abandoned				47		13		41		16		7				124

				Abandon % (>5%)(Less Short Aban)				18.36%		6.25%		16.53%		8.60%		5.04%				11.96%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:47		0:02:35		0:03:35		0:02:24		0:01:25				0:03:09

		"		Average Wait Time (>5 min)				0:07:32		0:01:53		0:06:21		0:04:21		0:02:10				0:04:27						CSR-Determination Result		32

				Max Wait Time				0:22:04		0:10:51		0:18:25		0:12:59		0:16:30				0:22:04						CSR-Public Program Status		32

				Service Level (<95% calls under 5 min)				42.19%		85.58%		46.77%		57.53%		83.45%				63.10%						Password Reset/Account Unlock		23

				Talk Time (Avg)				0:04:04		0:03:52		0:03:46		0:03:42		0:04:02				0:03:53						Not Enrolled		8

				Call Handle Time (Avg)				0:07:52		0:07:01		0:07:45		0:07:31		0:07:18				0:07:29						CSR-Consumer Not Present		6

				Max Agents				5		4		5		5		4				5				 		Top 5 Total		95

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						10-Jun		11-Jun		12-Jun		13-Jun		14-Jun		15-Jun		16-Jun		Week

				Calls Received				329		266		207		167		162				1131

				Calls Handled				225		214		156		221		120				937

				Calls Abandoned				102		52		50		44		41				288

				Abandon % (>5%)				30.96%		19.47%		24.13%		16.44%		25.07%				25.44%

				Avg Time to Abandon				0:13:51		0:09:17		0:11:57		0:09:54		0:13:06				0:11:37

				Average Wait Time (>2 min)				0:23:23		0:14:05		0:13:59		0:13:25		0:19:06				0:16:47

				Max Wait Time				1:01:19		0:37:21		0:40:11		0:34:11		0:34:59				1:01:19

				Talk Time (Avg)				0:12:28		0:11:27		0:11:14		0:11:50		0:12:28				0:11:53

				Call Handle Time (Avg)				0:18:23		0:17:17		0:16:44		0:17:51		0:18:14				0:17:41





























































































































































































































6.3.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week

				Calls Received				1244		1104		960		866		968				5142

				Calls Handled				988		937		830		740		736				4231

				Calls Abandoned				203		147		120		116		208				794

				Abandon % (>5%)(Less Short Aban)				14.61%		13.29%		11.33%		13.11%		21.51%				14.77%

				Avg Time to Abandon				0:14:38		0:12:22		0:16:55		0:11:39		0:10:42				0:13:15

				Average Wait Time (>5 min)				0:11:38		0:05:49		0:04:57		0:07:02		0:10:42				0:08:01

				Max Wait Time				0:29:27		0:39:02		0:35:33		0:34:43		0:49:48				0:49:48

				Service Level (<95% calls under 5 min)				62.54%		52.96%		63.66%		51.91%		21.51%				50.52%

				Talk Time (Avg)				0:07:24		0:08:08		0:08:13		0:08:41		0:07:24				0:07:58

				Call Handle Time (Avg)				0:09:48		0:10:38		0:10:35		0:10:52		0:09:15				0:10:13

				Transfer Out				na		na		na		na		na				na

				First Call Resolution %				79.02%		82.00%		81.79%		80.78%		81.94%				81.11%

				Complaints Received				1		0		0		0		1				2						 

				Complaints Resolved				0		1		0		0		0				1

				Helpline (Transfers from Vendor/other)				334		251		219		204		204				1212

		 		Short Abandon (under 60 seconds)				0		20		10		10		24				64

				% of calls answered in under 10 minutes				69.96%		72.41%		70.37%		64.95%		41.76%				63.89%

				Max Agents				39		41		37		32		26				41



												Distribution of Calls						Top 10 Call Reasons

												SHOP - *		0.17%				Call Reason		Count of Calls

												zzzInactiveSubjects - *		0.17%				MA/MCRE		147

												Mixed Household (QHP w/ Public Program) - *		0.44%				Verification		44

												Prospect/Pending Case - *		0.70%				Password Reset/Account Unlock		42

												Contact Form - *		1.05%				How Do I Apply?		41						 

												Appeals - *		1.40%				Income Change		25

												z-1095-A - *		1.75%				Status		20

												SEP - *		4.98%				Caller Hung Up without Speaking		18

								 				Technical - *		7.25%				How To Enroll In a Plan?		17

								 				MNsure 101 - *		8.21%				How Do I Update My Application?		15

												Life Event - *		10.92%				Request to Close Application		13

												Public Programs - *		13.28%				Total		382

												Broker/Navigator - *		13.62%

												QHP - *		14.85%

												Transfer to St. Paul		20.96%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week

				Calls Received				107		119		107		125		89				547

				Calls Handled				103		112		103		114		85				517						Top 5 Call Reasons

				Calls Abandoned				3		7		4		10		4				28

				Abandon % (>5%)(Less Short Aban)				2.80%		5.88%		3.74%		8.00%		4.49%				5.12%						Call Reason		Count of Calls

				Avg Time to Abandon				0:05:58		0:02:38		0:04:29		0:02:04		0:04:11				0:03:52

				Average Wait Time (>5 min)				0:03:50		0:02:31		0:04:20		0:03:48		0:02:08				0:03:19						Loss/Gain of MEC		10

				Max Wait Time				0:13:25		0:14:43		0:12:04		0:15:44		0:10:19				0:15:44						Loss of ESI		8

				Service Level (<95% calls under 5 min)				60.75%		78.15%		55.14%		64.52%		83.15%				68.34%						Questions		7

				Talk Time (Avg)				0:09:52		0:10:57		0:09:57		0:09:33		0:10:19				0:10:07						Password Reset/Account Unlock		6

				Call Handle Time (Avg)				0:15:09		0:15:30		0:13:24		0:13:15		0:14:22				0:14:20						CSR-Status of Enrollment		6

				Max Agents				7		7		8		9		9				9				 		Top 5 Total		31







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week

				Calls Received				262		232		208		231		192				1125

				Calls Handled				222		205		193		186		165				971						Top 5 Call Reasons

				Calls Abandoned				37		24		15		45		27				148

				Abandon % (>5%)(Less Short Aban)				14.12%		10.34%		7.21%		19.48%		14.06%				13.16%						Call Reason		Count of Calls

				Avg Time to Abandon				0:03:44		0:04:25		0:03:01		0:04:29		0:05:59				0:04:19

		"		Average Wait Time (>5 min)				0:06:00		0:03:45		0:03:!5		0:08:34		0:04:50				0:05:47						CSR-Determination Result		46

				Max Wait Time				0:15:59		0:18:06		0:12:53		0:18:56		0:34:48				0:34:48						Password Reset/Account Unlock		32

				Service Level (<95% calls under 5 min)				48.09%		67.67%		72.60%		29.00%		66.15%				56.70%						CSR-Consumer Not Present		28

				Talk Time (Avg)				0:04:17		0:04:09		0:03:41		0:04:14		0:03:41				0:04:00						CSR-Public Program Status		14

				Call Handle Time (Avg)				0:07:38		0:07:29		0:07:06		0:08:13		0:06:39				0:07:25						CSR-Pending Case		11

				Max Agents				5		5		5		4		4				5				 		Top 5 Total		120

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						3-Jun		4-Jun		5-Jun		6-Jun		7-Jun		8-Jun		9-Jun		Week

				Calls Received				334		251		219		204		204				1212

				Calls Handled				215		213		156		207		152				943

				Calls Abandoned				117		36		61		57		49				321

				Abandon % (>5%)				35.14%		14.48%		27.78%		21.49%		23.95%				26.45%

				Avg Time to Abandon				0:15:38		0:09:49		0:18:29		0:11:20		0:13:58				0:13:50

				Average Wait Time (>2 min)				0:29:33		0:08:55		0:14:05		0:16:03		0:19:05				0:17:32

				Max Wait Time				1:01:08		0:39:02		0:35:33		0:34:43		0:49:48				1:01:08

				Talk Time (Avg)				0:11:07		0:11:45		0:12:01		0:12:39		0:12:00				0:11:54

				Call Handle Time (Avg)				0:17:41		0:17:51		0:18:08		0:18:07		0:17:49				0:17:55





























































































































































































































5.27.2018

								 				 		 		 

				Main Contact Center		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week

				Calls Received						1296		1125		1220		1061				4702

				Calls Handled						1104		1013		1014		845				3976

				Calls Abandoned						175		96		149		202				622

				Abandon % (>5%)(Less Short Aban)						13.48%		8.40%		11.42%		19.03%				13.08%

				Avg Time to Abandon						0:11:47		0:13:27		0:13:30		0:08:47				0:11:53

				Average Wait Time (>5 min)						0:06:35		0:03:43		0:08:14		0:08:47				0:06:50

				Max Wait Time						0:43:04		0:55:58		0:55:55		0:46:53				0:55:58

				Service Level (<95% calls under 5 min)						46.01%		62.29%		47.34%		19.03%				43.67%

				Talk Time (Avg)						0:08:09		0:07:46		0:07:41		0:06:45				0:07:35

				Call Handle Time (Avg)						0:10:43		0:10:09		0:09:57		0:08:39				0:09:52

				Transfer Out						na		na		na		na				0

				First Call Resolution %						82.65%		81.94%		78.25%		81.13%				80.99%

				Complaints Received						0		0		0		0				0						 

				Complaints Resolved						0		0		0		0				0

				Helpline (Transfers from Vendor/other)						314		342		357		272				1285

		 		Short Abandon (under 60 seconds)						17		8		13		14				52

				% of calls answered in under 10 minutes						64.99%		82.44%		54.54%		46.62%				62.15%

				Max Agents						59		46		42		33				59



												Distribution of Calls						Top 10 Call Reasons

												Exemption-*		0.08%				Call Reason		Count of Calls

												Mixed Household (QHP w/ Public Program) - *		0.08%				MA/MCRE		147

												zzzInactiveSubjects - *		0.15%				Password Reset/Account Unlock		63

												SHOP - *		0.38%				Verification		56

												Appeals - *		1.22%				How Do I Apply?		47						 

												z-1095-A - *		1.37%				Entire HH^		30

												Prospect/Pending Case - *		1.83%				Income Change		30

												Contact Form - *		1.98%				Status		24

								 				SEP - *		6.62%				Caller Hung Up without Speaking		19

								 				MNsure 101 - *		7.91%				How To Enroll In a Plan?		19

												Technical - *		8.06%				Request to Close Application		18

												Broker/Navigator - *		11.18%				Total		453

												Life Event - *		11.48%

												Public Programs - *		11.48%

												QHP - *		18.02%







						 		 				 		 

				Broker Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week

				Calls Received						154		142		201		109				606

				Calls Handled						145		135		186		102				568						Top 5 Call Reasons

				Calls Abandoned						8		7		15		7				37

				Abandon % (>5%)(Less Short Aban)						5.19%		4.93%		7.46%		6.42%				6.11%						Call Reason		Count of Calls

				Avg Time to Abandon						0:03:50		0:03:26		0:03:59		0:03:46				0:03:45

				Average Wait Time (>5 min)						0:03:04		0:03:14		0:03:43		0:03:49				0:03:27						Loss/Gain of MEC		13

				Max Wait Time						0:13:00		0:13:13		0:21:45		0:11:47				0:21:45						CSR-Status of Enrollment		12

				Service Level (<95% calls under 5 min)						70.13%		72.54%		66.67%		64.22%				68.39%						Loss of ESI		10

				Talk Time (Avg)						0:08:22		0:10:06		0:09:40		0:10:15				0:09:35						Status		8

				Call Handle Time (Avg)						0:11:26		0:14:29		0:14:05		0:14:31				0:13:37						Password Reset/Account Unlock		6

				Max Agents						6		6		8		6				8				 		Top 5 Total		43







						 		 				 		 

				ARC Line		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week

				Calls Received						266		232		214		164				876

				Calls Handled						221		202		186		152				761						Top 5 Call Reasons

				Calls Abandoned						44		29		28		12				113

				Abandon % (>5%)(Less Short Aban)						16.54%		12.50%		13.08%		7.32%				12.90%						Call Reason		Count of Calls

				Avg Time to Abandon						0:04:06		0:04:38		0:03:39		0:03:34				0:03:59

		"		Average Wait Time (>5 min)						0:07:48		0:05:45		0:04:50		0:03:40				0:05:30						CSR-Determination Result		41

				Max Wait Time						0:20:18		0:21:50		0:14:51		0:18:41				0:21:50						Password Reset/Account Unlock		34

				Service Level (<95% calls under 5 min)						39.47%		52.59%		55.14%		68.29%				53.87%						CSR-Public Program Status		31

				Talk Time (Avg)						0:04:02		0:04:02		0:04:29		0:04:09				0:04:10						CSR-Pending Case		12

				Call Handle Time (Avg)						0:07:32		0:07:32		0:08:09		0:07:35				0:07:42						Not Enrolled		7

				Max Agents						5		4		5		4				5				 		Top 5 Total		118

																						 







				Helpline (NIC in Call Center data)		Sun		Mon 		Tue		Wed		Thu		Fri		Sat		Total / Avg

						27-May		28-May		29-May		30-May		31-May		1-Jun		2-Jun		Week

				Calls Received						314		342		357		272				1285

				Calls Handled						275		290		284		225				1074

				Calls Abandoned						37		51		104		46				239

				Abandon % (>5%)						11.92%		14.87%		26.50%		16.84%				18.56%

				Avg Time to Abandon						0:10:29		0:13:08		0:13:59		0:10:07				0:11:55

				Average Wait Time (>2 min)						0:09:49		0:07:06		0:20:25		0:12:42				0:12:30

				Max Wait Time						0:43:04		0:55:58		0:55:55		0:46:53				0:55:58

				Talk Time (Avg)						0:11:33		0:11:36		0:12:19		0:11:27				0:11:43

				Call Handle Time (Avg)						0:17:53		0:17:35		0:17:56		0:17:20				0:17:41





























































































































































































































COVID 19 

		Date/Metric		3/23/20		3/24/20		3/25/20		3/26/20		3/27/20		3/28/20		3/29/20		3/30/20		3/31/20		4/1/20		4/2/20		4/3/20		4/4/20		4/5/20		4/6/20		4/7/20		4/8/20		4/9/20		4/10/20		4/11/20		4/12/20		4/13/20		4/14/20

		Calls		1194		1578		1362		1228		1315		na		na		1447		1393		1237		1214		1243		na		na		1297		1139		1139		1078		1152		na		na		1497		1418.3959044369

		Enrollments		513		408		273		309		254		72		93		289		330		301		229		221		45		43		200		191		187		182		142		30		32		181		198		108

		Call Center COVID-19		Total		Total / Avg		Total / Avg		Total / Avg		Total / Avg		Total / Avg

						Week Mar 22		Week Mar 29		Week Apr 5		Week Apr 12		Week Apr 19

		Calls Received (MNsure)		39909		9447		8435		6700		8549		6778

		Calls Handled		30684		6677		6534		5805		7134		4534

		Calls Abandoned		5986		1644		1279		533		811		1719

		Abandon % (<5%)		14.49%		16.09%		13.84%		7.83%		9.39%		25.27%

		Avg Time to Abandon		0:15:19		0:15:17		0:13:44		0:11:53		0:12:40		0:23:02

		Average Wait Time (< 5 minutes)		0:19:28		0:19:45		0:17:23		0:09:44		0:11:29		0:38:59

		Max Wait Time		2:05:07		1:36:16		1:21:12		1:00:18		1:02:39		2:05:07

		Service Level (<95%)		2445.09%		12100.00%		32.95%		38.57%		29.68%		24.25%

		Talk Time (Avg)		507:19:10		15:58:05		0:09:55		0:09:39		0:08:14		0:09:57

		Call Handle Time (Avg)		58:25:57		3:15:35		0:14:29		0:13:51		0:11:44		0:14:08

		Transfer Out				0		na		na		na

		First Call Resolution %		65.58%		0.63%		81.18%		81.08%		82.48%		82.52%

		Complaints Received				0		3		1		6

		Complaints Resolved				0		5		1		5

		Helpline (Transfers from Vendor/PP)		4879		1		1288		1257		1502		831

		Short Abandon (under 60 seconds)		462		0		97		77		147		141

		% of calls answered in under 10 minutes		35.08%		1.35%		45.06%		56.83%		45.56%		26.58%

		Occupancy		74.04%		11.90%		87.88%		86.85%		91.52%		92.07%

		Max Agents		40.85		27.31		35.92		34.70		37.14		40.85

		Calls to FC		Total		Week Mar 22		Week Mar 29		Week Apr 5		Week Apr 12		Week Apr 19

		Calls Rec'd		39909		9447		8435		6700		8549		6778

		Call Forecasted (Orig)		29503		5888		5893		5842		6182		5698

		Call Forecast (3/20 & 3/26)		36226		7045		10029		6173		6707		6272

		2019		32020		6371		6355		6242		6312		6740

				7889		3076		2080		458		2237		38





		Over previous year

		March		12%

		April		18%

		Feb 16 -May 15

		2020		1663		1418		1236		1166		1467		1268		1219		1215		1271		1509		1226		1116		1011		1052		1192		1114		1096		1061.15		1180		1234		1051		963		987		1207		2076		2367		1786		1638		1546		2016		2072		1640		1469		1317		1551		1275		1403		1250		1219		1608		1406		1430		1580		1551		2623		3735		1082		985		943		1216		994		1096		1049		886		1105		1081		874		819		837		1079		967		853		861		833		1116		1071		845		654		609		645		na		654		742		617		588

		2021		16-Feb		17-Feb		18-Feb		19-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		3-May		4-May		5-May		6-May		7-May		10-May		11-May		12-May		13-May		14-May		17-May		18-May		19-May		20-May		21-May		24-May		25-May		26-May		27-May		28-May

		Calls Received		1400		1017		809		808		963		702		810		858		847		1074		806		738		655		639		802		659		640		670		701		840		726		644		593		604		869		650		665		650		598		679		629		629		598		495		554		594		592		527		509		635		506		485		498		478		571		517		446		452		441		575		510		524		476		538		781		802		797		939		869		973		757		690		532		553		765		667		625		625		505		639		619

		COVID CRM tickets		59		46		38		32		43		57		50		39		52		33		38		48		36		24		16		27		34		16		27		36		46		34		24		20		22		30		26		23		22		28		33		28		18		18		17		17		21		31		16		28		25		21		16		23		31		22		18		24		19		36		28		40		30		36		12		23		22		11		18		24		18		22		24		29		23		16		24		15		7		36		24		30		0		0

				4.21%		4.52%		4.70%		3.96%		4.47%		8.12%		6.17%		4.55%		6.14%		3.07%		4.71%		6.50%		5.50%		3.76%		2.00%		4.10%		5.31%		2.39%		3.85%		4.29%		6.34%		5.28%		4.05%		3.31%		2.53%		4.62%		3.91%		3.54%		3.68%		4.12%		5.25%		4.45%		3.01%		3.64%		3.07%		2.86%		3.55%		5.88%		3.14%		4.41%		4.94%		4.33%		3.21%		4.81%		5.43%		4.26%		4.04%		5.31%		4.31%		6.26%		5.49%		7.63%		6.30%		6.69%		1.54%		2.87%		2.76%		1.17%		2.07%		2.47%		2.38%		3.19%		4.51%		5.24%		3.01%		2.40%		3.84%		2.40%		1.39%		5.63%		3.88%

		Totals		Total		Feb		Mar		Apr		May

		Calls Received		44353		8214		16160		11521		8458

		COVID/ARP CRM tickets		1848		416		671		535		226

		%		4.17%		5.06%		4.15%		4.64%		2.67%



		CRM general (Questions regarding Covid-19)		14		3		6		0		3		6		3		5		5		1		1		4		5		1		2		1		1		1		0		3		4		4		2		0		4		3		2		1		3		2		0		6		1		3		1		3		2		0		4		1		2		1		2		1		0		1		0		0		1		1		0		0		0		0		1		1		1		1		1		2		0		0		0		0		1		0		0		1		0		0		3

		#1 Enrollment> Acting on behalf of the consumer> SEP> Plan shopping opened> Limited Time SEP> COVID- 19 SEP		32		30		15		23		23		36		38		25		34		26		28		34		23		16		10		23		17		10		17		22		35		25		19		13		11		20		15		19		13		17		21		13		14		7		11		11		15		21		10		21		17		13		6		11		21		6		8		21		12		22		21		31		20		20		8		13		13		5		10		17		16		16		18		23		17		9		15		12		3		18		16		21

		#2 MNSURE 101> Directed to GI> Directed to GI- COVID-19 SEP		11		11		12		5		16		13		8		8		10		5		8		10		8		7		4		3		6		2		6		10		5		4		3		6		7		7		9		3		6		8		12		9		3		7		5		3		4		10		2		6		6		5		8		10		9		14		10		3		6		13		7		9		10		16		2		9		8		5		6		5		2		6		6		6		4		4		9		2		4		18		5		9

		#3 Enrollment>Enrollment Escalation> COVID-19		2		2		5		4		1		2		1		1		3		1		1		0		0		0		0		0		10		3		4		1		2		1		0		1		0		0		0		0				1		0		0		0		1		0		0		0		0		0		0		0		2		0		1		1		1		0		0		0		0		0		0		0		0		1		0		0		0		1		0		0		0		0		0		1		3		0		0		0		0		0		0

		ARP

		Total		59		46		38		32		43		57		50		39		52		33		38		48		36		24		16		27		34		16		27		36		46		34		24		20		22		30		26		23		22		28		33		28		18		18		17		17		21		31		16		28		25		21		16		23		31		22		18		24		19		36		28		40		30		36		12		23		22		11		18		24		18		22		24		29		23		16		24		15		7		36		24		30

				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24

				16-Feb		17-Feb		18-Feb		19-Feb		22-Feb		23-Feb		24-Feb		25-Feb		26-Feb		1-Mar		2-Mar		3-Mar		4-Mar		5-Mar		8-Mar		9-Mar		10-Mar		11-Mar		12-Mar		15-Mar		16-Mar		17-Mar		18-Mar		19-Mar		22-Mar		23-Mar		24-Mar		25-Mar		26-Mar		29-Mar		30-Mar		31-Mar		1-Apr		2-Apr		5-Apr		6-Apr		7-Apr		8-Apr		9-Apr		12-Apr		13-Apr		14-Apr		15-Apr		16-Apr		19-Apr		20-Apr		21-Apr		22-Apr		23-Apr		26-Apr		27-Apr		28-Apr		29-Apr		30-Apr		3-May		4-May		5-May		6-May		7-May		10-May		11-May		12-May		13-May		14-May		17-May		18-May		19-May		20-May		21-May		24-May		25-May		26-May		27-May		28-May

		CV19 calls		59		46		38		32		43		57		50		39		52		33		38		48		36		24		16		27		34		16		27		36		46		34		24		20		22		30		26		23		22		28		33		28		18		18		17		17		21		31		16		28		25		21		16		23		31		22		18		24		19		36		28		40		30		36		12		23		22		11		18		24		18		22		24		29		23		16		24		15		7		36		24		30		0		0

		% of Total Calls		4.21%		4.52%		4.70%		3.96%		4.47%		8.12%		6.17%		4.55%		6.14%		3.07%		4.71%		6.50%		5.50%		3.76%		2.00%		4.10%		5.31%		2.39%		3.85%		4.29%		6.34%		5.28%		4.05%		3.31%		2.53%		4.62%		3.91%		3.54%		3.68%		4.12%		5.25%		4.45%		3.01%		3.64%		3.07%		2.86%		3.55%		5.88%		3.14%		4.41%		4.94%		4.33%		3.21%		4.81%		5.43%		4.26%		4.04%		5.31%		4.31%		6.26%		5.49%		7.63%		6.30%		6.69%		1.54%		2.87%		2.76%		1.17%		2.07%		2.47%		2.38%		3.19%		4.51%		5.24%		3.01%		2.40%		3.84%		2.40%		1.39%		5.63%		3.88%		0.00%		0.00%		0.00%

		Total Calls 2020 (2/16/ 2020 - 5/17/2020)		1663		1418		1236		1166		1467		1268		1219		1215		1271		1509		1226		1116		1011		1052		1192		1114		1096		1061		1180		1234		1051		963		987		1207		2076		2367		1786		1638		1546		2016		2072		1640		1469		1317		1551		1275		1403		1250		1219		1608		1406		1430		1580		1551		2623		3735		1082		985		943		1216		994		1096		1049		886		1105		1081		874		819		837		1079		967		853		861		833		1116		1071		845		654		609		645		na		654		742		617

		Total Calls 2021 (2/16/2021 - 5/17/2021)		1400		1017		809		808		963		702		810		858		847		1074		806		738		655		639		802		659		640		670		701		840		726		644		593		604		869		650		665		650		598		679		629		629		598		495		554		594		592		527		509		635		506		485		498		478		571		517		446		452		441		575		510		524		476		538		781		802		797		939		869		973		757		690		532		553		765		667		625		625		505		639		619		0		0		0

		2020 SEP (3/23/2020-4/14/2020)		1194		1578		1362		1228		1315		1447		1393		1237		1214		1243		1297		1139		1139		1078		1152		1497		1418

		CV19 calls		1123

		% of Total Calls		3.98%



		Total Calls 2020		53547

		Total Calls 2021		28243

		Difference		-47%

		SEP 2020*		21932

		2021 - 1st 23 days		14227

		Difference (SEP 20/SEP 21)		144%

		* 2020 3/23/2020 - 4/14/2020 (23 days)

		* 2021 2/16/2021 - 7/16/2021 (152 days)

				2/16 to 7/16						Total call volume

										Feb		Mar		Apr		May		Jun		Jul

		CV19 total		2660				Act		8214		16377		13374		18679		14274		9101

		#1 Enrollment> Acting on behalf of the consumer> SEP> Plan shopping opened> Limited Time SEP> COVID- 19 SEP		1863				FC w/o CV/ARP		7275		16069		17138		14811		12766		6790

		#2 MNSURE 101> Directed to GI> Directed to GI- COVID-19 SEP		735

		#3 Enrollment>Enrollment Escalation> COVID-19		62



		ARP Total		983

		ARP FAQ Clarification		626

		ARP Plan Change Inquiry		73

		ARP Redetermination Request		75

		ARP Unemployment Insurance Inquiry		209		237





		Expected Call Volume wo CV19/ARP		74850

		Actual Call Volume		80019

		Difference		107%







Calls vs Enrollments



Calls	43913	43914	43915	43916	43917	43918	43919	43920	43921	43922	43923	43924	43925	43926	43927	43928	43929	43930	43931	43932	43933	43934	43935	1194.25	1577.7428803905614	1362.4637146371465	1228.4000000000001	1314.6229712858926	0	0	1447.1894639556376	1392.9688715953307	1237.2388419782872	1214.4017341040462	1242.5255354200988	0	0	1297.3723684210527	1139.1968750000001	1139.0277296360487	1078.049751243781	1151.5	0	0	1497.0331325301204	1418.3959044368601	Enrollments	43913	43914	43915	43916	43917	43918	43919	43920	43921	43922	43923	43924	43925	43926	43927	43928	43929	43930	43931	43932	43933	43934	43935	513	408	273	309	254	72	93	289	330	301	229	221	45	43	200	191	187	182	142	30	32	181	198	











OE6 Comparison

		Contact Center		OE5				OE6

				Thru 12/15		Thru 12/20		Thru 12/15

		Calls Received (MNsure)		87,117		105,633		79,317

		Average Wait Time (>5 min)		0:00:02		0:00:03		0:01:39

		Service Level (<95% calls under 5 min)		99.94%		99.47%		87.05%

		Talk Time (Avg)		0:06:47		0:06:48		0:07:38

		Max Agents		273		273		115



		Broker 		OE5				OE6

				Thru 12/15		Thru 12/20		Thru 12/15

		Calls Received (MNsure)		12,992		15,130		10,841

		Average Wait Time (>5 min)		0:13:22		0:14:03		0:04:44

		Service Level (<95% calls under 5 min)		35.60%		36.33%		73.74%

		Talk Time (Avg)		0:10:37		0:10:59		0:09:18

		Max Agents		11		11		15



		ARC		OE5				OE6

				Thru 12/15		Thru 12/20		Thru 12/15

		Calls Received (MNsure)		9,708		10,866		9,995

		Average Wait Time (>5 min)		0:12:52		0:13:11		0:07:30

		Service Level (<95% calls under 5 min)		39.36%		40.78%		49.68%

		Talk Time (Avg)		0:04:53		0:04:59		0:05:08

		Max Agents		9		9		6





Jul 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Calls Received (MNsure)		16292				931		745		634				502				2812				826		760		741				854				3181				932		805		754		656		499				3646				844		929		754		732		609				3868				948		918		919								2785

		Calls Handled		15502				903		726		615				491				2735				780		739		731				738				2989				840		772		742		645		465				3464				777		789		737		719		597				3619				927		893		874								2695

		Calls Abandoned		628				25		18		13				8				64				na		14		6				112				132				69		23		14		10		33				150				67		94		13		6		11				191				18		27		46								91

		Abandon % (>5%)(Less Short Aban)		3.83%				2.73%		2.36%		2.04%				1.69%				2.21%				4.71%		1.80%		0.82%				13.09%				5.11%				7.44%		2.89%		1.87%		1.57%		6.55%				4.06%				7.96%		10.08%		1.69%		0.81%		1.86%				4.48%				1.85%		2.98%		5.05%								3.29%

		Avg Time to Abandon		0:08:48				0:08:28		0:06:20		0:06:45				0:05:32				0:06:46				0:07:11		0:06:45		0:10:08				0:12:27				0:09:07				0:10:00		0:06:24		0:08:04		0:07:37		0:19:04				0:10:13				0:13:56		0:04:11		0:06:29		0:07:02		0:07:56				0:07:54				0:09:23		0:08:33		0:11:57								0:09:57

		Average Wait Time (>5 min)		0:03:19				0:02:59		0:01:42		0:01:43				0:02:20				0:02:11				0:04:06		0:01:13		0:00:43				0:10:11				0:04:03				0:08:58		0:02:22		0:01:34		0:01:22		0:03:55				0:03:38				0:06:54		0:00:24		0:01:09		0:01:10		0:01:24				0:02:12				0:03:14		0:03:39		0:06:41								0:04:31

		Max Wait Time		0:56:10				0:18:23		0:13:34		0:13:32				0:25:15				0:25:15				0:26:50		0:18:15		0:17:22				0:29:59				0:29:59				0:34:24		0:21:40		0:22:42		0:17:16		0:56:10				0:56:10				0:39:55		0:06:34		0:13:39		0:12:44		0:22:20				0:39:55				0:31:01		0:30:50		0:54:39								0:54:39

		Service Level (<80% calls under 5 min)		78.20%				75.28%		86.87%		84.59%				83.13%				82.47%				66.81%		90.51%		97.14%				33.48%				71.98%				34.58%		83.07%		90.68%		90.15%		81.63%				76.02%				63.29%		98.92%		91.93%		95.28%		91.29%				88.14%				78.90%		72.55%		65.64%								72.36%

		Talk Time (Avg)		0:08:39				0:08:00		0:08:20		0:08:22				0:08:46				0:08:22				0:08:34		0:09:00		0:08:52				0:09:27				0:08:58				0:08:40		0:09:05		0:08:56		0:09:05		0:08:29				0:08:51				0:08:27		0:08:25		0:08:47		0:08:47		0:08:25				0:08:34				0:08:15		0:08:21		0:09:07								0:08:34

		Call Handle Time (Avg)		0:16:25				0:15:48		0:16:16		0:16:22				0:16:09				0:16:08				0:16:13		0:16:28		0:16:54				0:17:48				0:16:50				0:16:51		0:17:35		0:16:22		0:17:24		0:15:24				0:16:43				0:16:03		0:15:49		0:16:41		0:16:43		0:16:24				0:16:20				0:15:23		0:15:58		0:16:51								0:16:04

		Transfer Out		na				na		na		na				na				na				na		na		na				na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								na

		First Call Resolution %		85.10%				82.91%		83.12%		85.26%				85.17%				84.12%				84.40%		84.53%		84.92%				83.69%				84.39%				85.13%		86.22%		83.57%		86.38%		77.72%				83.81%				86.56%		86.62%		86.98%		85.38%		85.14%				86.14%				86.74%		85.84%		88.56%								87.05%

		Complaints Received		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Complaints Resolved		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Helpline (Transfers from Vendor)		2923				166		146		101				89				502				1		130		109				162				402				130		165		155		107		66				623				174		172		132		131		145				754				189		224		229								642

		Short Abandon (under 60 seconds)		38				0		4		2				0				6				3		3		0				2				8				5		3		1		0		0				9				2		8		0		1		0				11				1		2		1								4

		% of calls answered in under 10 minutes		88.22%				92.39%		98.73%		98.32%				88.87%				94.58%				83.41%		97.22%		99.28%				55.05%				83.74%				57.84%		95.18%		95.17%		99.07%		88.07%				87.07%				74.29%		100.00%		97.92%		99.65%		96.73%				93.72%				87.83%		82.73%		75.42%								81.99%

		Occupany		na				na		na		na				na				na				na		na		na				na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na								ERROR:#DIV/0!

		Max Agents		53.94				48.11		40.22		33.41				26.55				48.11				43.00		40.72		39.86				50.18				50.18				49.54		47.33		41.37		36.83		24.12				49.54				45.62		48.52		41.01		40.06		34.39				48.52				48.62		50.86		53.94								53.94





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Calls Received (MNsure)		3078				164		148		105				26				443				146		142		116				155				559				135		164		132		130		89				650				152		137		154		160		153				756				221		228		221								670

		Calls Handled		2865				150		146		101				25				422				128		136		108				135				507				132		148		122		127		77				606				137		129		147		146		142				701				203		215		211								629

		Calls Abandoned		189				14		2		3				1				20				0		5		8				20				33				3		15		9		3		11				41				14		8		7		14		11				54				18		13		10								41

		Abandon % (>5%)(Less Short Aban)		6.57%				8.54%		1.35%		2.86%				3.85%				4.15%				12.33%		3.52%		6.90%				12.90%				8.91%				2.22%		9.15%		6.82%		2.31%		12.36%				6.57%				9.21%		5.84%		4.55%		8.75%		7.19%				7.11%				8.14%		5.70%		4.52%								6.12%

		Avg Time to Abandon		0:05:30				0:03:34		0:05:24		0:12:39				0:06:48				0:07:06				0:00:00		0:01:17		0:05:54				0:06:52				0:04:41				0:04:31		0:06:03		0:04:45		0:05:50		0:08:57				0:06:01				0:02:49		0:04:16		0:03:48		0:09:40		0:05:19				0:05:10				0:04:19		0:06:54		0:02:35								0:04:36

		Average Wait Time (>5 min)		0:03:47				0:03:58		0:01:58		0:03:16				0:00:12				0:02:21				0:05:32		0:00:58		0:03:06				0:05:11				0:03:41				0:02:38		0:03:55		0:02:43		0:02:03		0:04:49				0:03:13				0:03:21		0:05:11		0:03:00		0:06:43		0:04:57				0:04:38				0:05:44		0:05:36		0:03:41								0:05:00

		Max Wait Time		0:53:17				0:18:14		0:15:26		0:26:24				0:06:13				0:26:24				0:25:00		0:10:05		0:26:59				0:22:33				0:26:59				0:17:44		0:19:39		0:22:41		0:19:50		0:53:17				0:53:17				0:17:58		0:26:58		0:17:11		0:36:24		0:20:17				0:36:24				0:24:29		0:28:19		0:29:29								0:29:29

		Service Level (<80% calls under 5 min)		71.49%				66.67%		81.51%		76.24%				100.00%				81.10%				55.47%		94.85%		78.70%				57.78%				71.70%				84.09%		62.16%		80.33%		86.61%		81.82%				79.00%				70.07%		64.34%		75.51%		52.74%		56.34%				63.80%				47.78%		62.79%		74.88%								61.82%

		Talk Time (Avg)		0:07:19				0:07:20		0:07:31		0:07:10				0:07:17				0:07:19				0:07:53		0:06:32		0:08:17				0:08:35				0:07:49				0:07:12		0:07:43		0:07:24		0:07:34		0:05:56				0:07:09				0:07:11		0:07:04		0:07:18		0:08:09		0:07:33				0:07:27				0:06:57		0:06:58		0:06:38								0:06:51

		Call Handle Time (Avg)		0:12:49				0:12:29		0:13:06		0:12:33				0:13:04				0:12:48				0:13:02		0:11:21		0:13:28				0:14:19				0:13:02				0:12:23		0:13:57		0:13:31		0:13:26		0:09:10				0:12:29				0:13:11		0:12:28		0:12:32		0:14:11		0:14:10				0:13:18				0:13:00		0:12:41		0:11:45								0:12:28

		Max Agents		7.57				5.20		5.31		3.52				0.91				5.31				5.00		4.29		4.04				5.37				5.37				4.54		5.73		4.58		4.74		2.01				5.73				5.05		4.47		5.12		5.75		5.59				5.75				7.33		8		6.88								7.57





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Calls Received (MNsure)		5481				266		277		287				196				1026				266		307		278				261				1112				300		243		252		269		168				1232				278		267		281		275		198				1299				267		264		281								812

		Calls Handled		4740				215		260		256				173				904				211		238		248				204				901				257		225		217		238		154				1091				240		219		260		257		194				1170				221		222		231								674

		Calls Abandoned		673				51		17		29				22				119				0		65		29				57				151				43		18		35		31		14				141				37		48		19		17		4				125				46		42		49								137

		Abandon % (>5%)(Less Short Aban)		13.48%				19.17%		6.14%		10.10%				11.22%				11.66%				20.68%		21.17%		10.43%				21.84%				18.53%				14.33%		7.41%		13.89%		11.52%		8.33%				11.10%				13.31%		17.98%		6.76%		6.18%		2.02%				9.25%				17.23%		15.91%		17.44%								16.86%

		Avg Time to Abandon		0:08:00				0:12:12		0:03:27		0:05:20				0:07:52				0:07:12				0:00:00		0:07:14		0:05:30				0:11:23				0:08:02				0:08:53		0:05:55		0:07:57		0:07:07		0:03:05				0:06:35				0:09:42		0:07:32		0:03:50		0:06:42		0:06:47				0:06:54				0:10:33		0:10:17		0:13:01								0:11:17

		Average Wait Time (>5 min)		0:10:57				0:15:46		0:03:32		0:06:28				0:07:42				0:08:22				0:17:30		0:10:36		0:07:24				0:16:05				0:12:53				0:13:08		0:05:00		0:13:49		0:12:18		0:03:24				0:09:31				0:11:32		0:13:11		0:03:04		0:05:36		0:03:04				0:07:17				0:18:17		0:15:10		0:16:35								0:16:40

		Max Wait Time		0:48:19				0:42:49		0:16:38		0:20:40				0:27:36				0:42:49				0:37:08		0:24:36		0:21:35				0:37:20				0:37:20				0:35:16		0:18:45		0:32:50		0:33:44		0:12:45				0:35:16				0:33:40		0:27:50		0:12:42		0:25:28		0:21:55				0:33:40				0:48:19		0:34:16		0:42:10								0:48:19

		Service Level (<80% calls under 5 min)		34.21%				29.77%		69.23%		44.92%				46.82%				47.69%				19.43%		20.59%		38.31%				10.29%				22.15%				20.62%		58.22%		17.51%		14.71%		68.18%				35.85%				40.83%		9.13%		76.54%		59.53%		76.29%				52.47%				9.95%		13.51%		15.15%								12.87%

		Talk Time (Avg)		0:07:08				0:07:08		0:06:00		0:06:33				0:07:28				0:06:47				0:07:52		0:06:52		0:06:52				0:07:32				0:07:17				0:07:00		0:07:03		0:07:06		0:07:10		0:06:46				0:07:01				0:07:56		0:07:21		0:06:42		0:06:39		0:06:50				0:07:05				0:07:20		0:07:17		0:07:53								0:07:30

		Call Handle Time (Avg)		0:09:42				0:09:40		0:08:25		0:08:50				0:09:55				0:09:12				0:10:14		0:09:47		0:09:24				0:10:47				0:10:03				0:09:44		0:09:48		0:09:37		0:09:36		0:09:13				0:09:35				0:10:39		0:09:37		0:09:17		0:09:16		0:09:13				0:09:36				0:09:59		0:09:55		0:10:16								0:10:03

		Max Agents		7.09				5.77		6.08		6.31				4.79				6.31				6.00		6.47		6.50				6.11				6.50				6.94		6.13		5.80		6.34		3.95				6.94				7.09		5.85		6.73		6.64		4.97				7.09				6.13		6		6.62								6.62





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Calls Received		3051				166		146		101				89				502				129		130		109				162				530				130		165		155		107		66				623				174		172		132		131		145				754				189		224		229								642

		Calls Handled		2846				161		142		99				84				486				124		125		107				143				498				123		161		149		106		63				602				141		134		130		129		138				672				182		207		200								587.9932068479

		Calls Abandoned		136				4		4		1				3				12				0		3		1				17				20				5		3		5		1		3				17				23		18		2		0		5				47				6		14		20								38.8188927976

		Abandon %		4.71%				2.63%		2.56%		1.40%				3.60%				2.55%				3.64%		2.21%		0.89%				11.71%				4.61%				4.31%		2.07%		3.39%		1.00%		4.29%				3.01%				16.02%		13.38%		1.19%		0.31%		3.46%				6.87%				3.08%		6.54%		9.86%								6.49%

		Avg Time to Abandon		0:08:57				0:10:09		0:05:19		0:03:48				0:05:37				0:06:13				0:07:09		0:06:08		0:14:36				0:12:12				0:10:01				0:09:15		0:06:22		0:08:02		0:06:57		0:23:43				0:10:51				0:15:17		0:03:30		0:02:05		0:03:25		0:08:36				0:06:34				0:11:24		0:08:51		0:13:05								0:11:06

		Average Wait Time (>5 min)		0:05:03				0:04:05		0:01:24		0:01:14				0:05:03				0:02:56				0:03:14		0:02:11		0:00:48				0:11:01				0:04:18				0:08:01		0:02:45		0:02:49		0:01:24		0:04:18				0:03:51				0:14:39		0:00:20		0:00:20		0:00:52		0:03:02				0:03:50				0:07:16		0:08:41		0:14:57								0:10:18

		Max Wait Time		0:56:10				0:18:23		0:13:34		0:10:14				0:25:15				0:25:15				0:20:18		0:18:15		0:17:22				0:29:59				0:29:59				0:24:06		0:21:40		0:22:42		0:17:16		0:56:10				0:56:10				0:39:55		0:06:34		0:04:45		0:12:44		0:22:20				0:39:55				0:31:01		0:30:50		0:54:39								0:54:39

		Service Level (<80% calls under 5 min)		48.04%				43.17%		66.57%		67.72%				48.57%				56.51%				0.00%		63.94%		80.84%				14.32%				53.03%				16.11%		60.36%		54.71%		67.56%		63.33%				52.41%				12.38%		73.97%		83.09%		75.86%		48.24%				58.71%				19.78%		20.73%		18.07%								19.53%

		Talk Time (Avg)		0:09:29				0:08:51		0:08:50		0:08:58				0:09:54				0:09:08				0:09:25		0:10:03		0:08:54				0:10:30				0:09:43				0:09:31		0:10:02		0:09:46		0:10:05		0:09:17				0:09:44				0:09:24		0:09:20		0:09:11		0:09:03		0:09:15				0:09:14				0:09:09		0:09:37		0:10:12								0:09:39

		Call Handle Time (Avg)		0:17:52				0:17:32		0:17:11		0:16:28				0:17:54				0:17:16				0:18:20		0:17:58		0:16:53				0:18:59				0:18:02				0:18:34		0:19:20		0:18:12		0:18:57		0:16:27				0:18:18				0:17:41		0:17:07		0:17:32		0:17:25		0:18:24				0:17:37				0:17:30		0:18:33		0:18:27								0:18:10

		Percent. calls transferred by front line/General Queue		18.87%				4:16:45		4:42:12		3:49:24				4:15:17				17.77%				na		4:06:18		3:31:49				4:33:09				4:03:45				3:20:51		4:55:09		4:56:01		3:54:52		3:10:27				4:03:28				4:56:52		4:26:36		4:12:05		4:17:42		5:42:51				4:43:13				4:47:05		5:51:22		5:58:49								23.09%

		Max Agents		25.45				22.19		16.74		13.07				12.42				22.19				25.00		18.05		15.75				22.50				25.00				20.30		20.77		19.35		15.73		9.59				20.77				20.22		20.95		16.40		15.52		16.24				20.95				22.05		9:42:41		25.45								25.45





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Busy		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		2				1		0		0				0				1				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0								1

		Connected		771				62		12		13				34				121				51		14		0				0				65				127		40		23		8		0				198				13		0		4		11		9				37				106		94		150								350

		Error		1				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		1		0								1

		Invalid Number		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		25				1		0		0				1				2				2		0		0				0				2				4		0		0		0		0				4				0		0		0		0		0				0				5		2		10								17

		No Response		65				8		0		0				6				14				3		1		0				0				4				9		3		1		1		0				14				0		0		0		1		3				4				8		7		14								29

		Total Requests		864				72		12		13				41				138				56		15		0				0				71				140		43		24		9		0				216				13		0		4		12		12				41				119		105		174								398

		% Connected 		91.31%				86%		100%		100%				83%				92.26%				91%		93%		na				na				92%				91%		93%		96%		89%		na				92%				100%		na		100%		92%		75%				92%				89%		90%		86%								88.27%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		Busy		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Caller canceled		2				0		0		0				0				0				1		0		0				0				1				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0								0

		Connected		401				19		11		32				2				64				96		5		0				0				101				159		30		1		1		0				191				0		0		37		6		0				43				1		0		1								2

		Error		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		Invalid Number		0				0		0		0				0				0				0		0		0				0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0								0

		No Answer		7				1		0		0				0				1				3		0		0				0				3				3		0		0		0		0				3				0		0		0		0		0				0				0		0		0								0

		No Response		36				1		0		0				0				1				9		0		0				0				9				21		4		0		0		0				25				1		0		0		0		0				1				0		0		0								0

		Total Requests		446				21		11		32				2				66				109		5		0				0				114				184		34		1		1		0				220				1		0		37		6		0				44				1		0		1								2

		% Connected 		97.07%				90%		100%		100%				100%				97.62%				88%		100%		na				na				94%				86%		88%		100%		100%		na				94%				na		na		100%		100%		na				100%				100%		na		100%								100.00%





		Top Call Drivers		Jul		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul		5-Jul		6-Jul		Week Jun 30		7-Jul		8-Jul		9-Jul		10-Jul		11-Jul		12-Jul		13-Jul		Week Jul 7		14-Jul		15-Jul		16-Jul		17-Jul		18-Jul		19-Jul		20-Jul		Week Jul 14		21-Jul		22-Jul		23-Jul		24-Jul		25-Jul		26-Jul		27-Jul		Week Jul 21		28-Jul		29-Jul		30-Jul		31-Jul		1-Aug		2-Aug		3-Aug		Week Jul 28

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		532						23		20				14				57				26				38				33				97				30		38		24		26						118				28		28		22		25		24				127				26		24										50

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		28																0																0																0						28										28																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		750				34		33						19				86				34		34		27				40				135				25		35		25		22		17				124				40		35		29		35		25				164				29		49		43								121

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		59						23										23																0																0												13				13																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		898				43		31		19				18				111				31		33		22				30				116				49		45		35		42		33				204				36		29		26		36		39				166				54		60		45								159

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1675				65		58		48				35				206				61		75		44				61				241				68		59		78		70		48				323				90		76		70		76		84				396				97		76		69								242

		How Do I Create an Account?		97																0																0										21						21						25										25				26				25								51

		How Do I Update My Application?		1092				40		40		32				28				140				57		34		33				46				170				50		58		53		41		16				218				34		44		53		41		22				194				61		56		56								173

		How To Enroll In a Plan?		2095				95		98		69				69				331				87		83		93				80				343				99		79		69		63		43				353				81		83		79		82		53				378				92		83		97								272

		Income Change		0																0																0																0																0																0

		Income Decrease		386				30								11				41				34		24		26								84						24										24				26		25		26								77				34		24		27								85

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		0																0																0																0																0																0

		MCRE/Counties		3348				178		101		106				99				484				148		147		129				124				548				162		123		120		117		75				597				133		128		125		123		103				612				178		154		143								475

		MNTR		0																0																0																0																0																0

		Multiple changes		224				29				29								58						22						29				51								28								28																0						29										29

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V24		100				7		4		7				5				23				1		1		3				6				11				1		5		7		1		1				15				5		2		3		2		1				2				2		2		10								14

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		48																0				24												24																0																0																0

		Password Reset/Account Unlock		430						24		20				18				62						23		32				23				78				29		26		25		20		16				116				20				28		24		14				86								26								26

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		0																0																0																0																0																0

		Request to Close Application^		598				38				18								56				24		24		28				32				108				36		31		32		26		28				153				30				34		28		21				113				32		29		27								88

		Residential Address Change/Correction		29																0																0												10				10										19						19																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		244				38		33		21				12				104																0				21								15				36																0																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		9																0																0																0																0						9										9

		COVID-19 SEP		0																0																0																0																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		219				13		11										24				10		9		10				13				42				13		6				8						27				9		9		8		8		9				43				21		14		14								49

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		963				40		43		29				7				119				44		46		30				52				172				37		45		36		39		29				186				40		31		34		40		30				175				57		46		45								148

		CSR-Status of SEP		238						11		6								17				8				13				7				28						13		10				4				27				15		14		26		8		16				79				15		15		32								62

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		6												3				3																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		127				8		12		8				6				34				6								6				12				8		11						6				25				9						7						16																0

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		56				7		8										15								11								11								7								7						8										8																0

		How Do I Create an Account?		0																0																0																0																0																0

		How Do I Update My Application?		22												2				2						7										7								7				4				11																0																0

		How To Enroll In a Plan?		39																0				7												7										7		7				14																0				11												11

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		298				10												10						8		11				16				35				17		18		10		11						56				15		14		17		23		27				96				32		27		32								91

		Lost or will lose other health care coverage		6																0																0																0																0								6								6

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		37								6								6																0				8												8								10				7				17																0

		Residential Address Change/Correction		15																0						8										8										7						7																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		14								7								7																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0

				0																																0																0

		ARC																																																																																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		10																0																0																0																0				10												10

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		489				21		23		21								65				23		27		22				13				85				24				21		20		9				74				25				24		30		14				93				25		26		33								84

		CSR-Determination Result		1592				62		62		72				52				248				76		76		72				42				266				58		62		83		64		26				293				68		50		63		63		43				287				49		66		59								174

		CSR-Newborn Status		138												15				15								15				19				34								12		18						30						19		25								44																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		211				16								22				38				17		19										36						20						10				30												14				14						16		22								38

		CSR-Public Program Status		1919				82		78		100				52				312				69		71		83				52				275				93		72		82		70		35				352				90		52		99		63		66				370				78		61		90								229

		CSR-Public Program Renewal		638				17		28		40				29				114				27		32		25				28				112				27		29				17		22				95				31		26		31		33		21				142				18		16										34

		CSR-Status Before Appointment		0																0																0																0																0																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		206						20		20								40																0				17		23		16								56				17		15				19						51								19								19

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0



		PP																																																																																		0

		MCRE		647		 		35		17		24				20				96		 		27		25		28				16				96		 		28		25		26		20		11				110		 		30		24		22		32		23				131		 		33		27		31								91

		Counties		2701		 		143		84		82				79				388		 		121		122		101				108				452		 		134		98		94		97		64				487		 		103		104		103		91		80				481		 		145		127		112







		Top Call Drivers		Jul

		CC				15502.2129573455

		MCRE/Counties		3348		21.60%

		How To Enroll In a Plan?		2095		13.51%

		How Do I Apply?		1675		10.80%

		How Do I Update My Application?		1092		7.04%

		Gain of ESI/MEC		898		5.79%

		Directed to Submit Verifications		750		4.84%

		Request to Close Application^		598		3.86%

		A Referral		532		3.43%

		Password Reset/Account Unlock		430		2.77%

		Income Decrease		386		2.49%

		Same Day Term		244		1.57%

		Multiple changes		224		1.44%

		Notice V24		100		0.65%

		How Do I Create an Account?		97		0.63%

		Enrollment Status Check		59		0.38%

		Passive Enrollment Question		48		0.31%

		Residential Address Change/Correction		29		0.19%

		Caller Hung Up without Speaking		28		0.18%



		Broker		 		2865

		CSR-Status Before Appt		963		33.61%

		Lost or will lose employer health care coverage		298		10.40%

		CSR-Status of SEP		238		8.31%

		CSR-Status of Enrollment		219		7.64%

		Gain of ESI/MEC		127		4.43%

		How Do I Apply?		56		1.95%

		How To Enroll In a Plan?		39		1.36%

		Request to Close Application^		37		1.29%

		How Do I Update My Application?		22		0.77%

		Residential Address Change/Correction		15		0.52%

		Status of Submitted AOR Form		14		0.49%

		Caller Hung up without speaking		9		0.31%

		Directed to GI Enroll		6		0.21%

		Lost or will lose other health care coverage		6		0.21%



		ARC				4740

		CSR-Public Program Status		1919		40.49%

		CSR-Determination Result		1592		33.59%

		CSR-Public Program Renewal		638		13.46%

		CSR- QHP Status		489		10.32%

		CSR-Pending Case		211		4.45%

		Password Reset/Account Unlock		206		4.35%

		CSR-Newborn Status		138		2.91%

		Caller Hung up Without Speaking		10		0.21%





Sep 2024

		Call Center (initial dial attempts)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received (MNsure)		15651						922		833		787		672				3214				846		845		684		614		691				3680				869		825		682		666		686				3728				886		823		745		724		788				3966				1063												1063

		Calls Handled		15160						870		795		758		660				3083				796		805		673		612		684				3571				850		817		678		662		682				3688				858		807		729		706		748				3847				971												971

		Calls Abandoned		409						42		41		29		0				112				39		40		10		1		5				95				15		8		3		3		2				31				21		9		12		15		31				89				82												82

		Abandon % (>5%)(Less Short Aban)		3.28%						4.56%		4.98%		3.67%		0.00%				3.30%				4.62%		4.69%		1.52%		0.14%		0.75%				2.34%				1.75%		0.96%		0.39%		0.52%		0.25%				0.77%				2.32%		1.15%		1.64%		2.14%		3.91%				2.23%				7.73%												7.73%

		Avg Time to Abandon		0:08:53						0:08:45		0:15:13		0:08:41		0:17:18				0:12:29				0:08:05		0:06:39		0:05:27		0:05:41		0:07:49				0:06:44				0:07:05		0:06:46		0:07:08		0:05:26		0:06:16				0:06:32				0:07:56		0:07:34		0:06:39		0:08:53		0:09:07				0:08:01				0:10:38												0:10:38

		Average Wait Time (>5 min)		0:03:58						0:05:48		0:06:12		0:03:55		0:01:19				0:04:18				0:03:48		0:02:58		0:01:32		0:00:08		0:00:53				0:01:51				0:01:39		0:01:06		0:00:28		0:00:29		0:00:29				0:00:50				0:02:35		0:01:27		0:01:01		0:01:50		0:03:28				0:02:04				0:10:46												0:10:46

		Max Wait Time		0:50:16						0:29:11		0:50:16		0:42:32		0:18:41				0:50:16				0:31:49		0:23:50		0:26:50		0:04:39		0:13:53				0:31:49				0:20:08		0:17:01		0:06:51		0:12:36		0:07:31				0:20:08				0:21:48		0:18:33		0:14:40		0:16:37		0:34:17				0:34:17				0:38:10												0:38:10

		Service Level (<80% calls under 5 min)		82.66%						56.21%		73.08%		81.04%		92.05%				75.60%				70.63%		76.39%		89.52%		100.00%		92.68%				85.84%				86.91%		91.12%		98.05%		97.89%		98.74%				94.54%				79.82%		87.55%		93.63%		84.15%		74.30%				83.89%				29.43%												na

		Talk Time (Avg)		0:09:08						0:08:50		0:08:34		0:08:31		0:08:47				0:08:40				0:09:04		0:08:49		0:09:00		0:09:48		0:08:54				0:09:07				0:09:42		0:09:16		0:09:18		0:09:01		0:09:15				0:09:18				0:09:32		0:09:05		0:09:19		0:09:14		0:09:10				0:09:16				0:09:23												0:09:23

		Call Handle Time (Avg)		0:17:08						0:17:13		0:16:15		0:16:54		0:16:27				0:16:42				0:17:28		0:17:50		0:17:39		0:18:45		0:16:38				0:17:40				0:17:42		0:17:05		0:17:10		0:17:18		0:16:53				0:17:13				0:17:37		0:16:41		0:17:03		0:17:15		0:16:50				0:17:05				0:17:01												0:17:01

		Transfer Out		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												na

		First Call Resolution %		83.83%						81.50%		83.33%		83.81%		82.70%				82.83%				84.41%		84.65%		84.48%		85.28%		87.90%				85.34%				88.11%		80.86%		82.57%		84.41%		82.76%				83.74%				81.97%		82.66%		84.47%		84.14%		82.95%				83.24%				83.98%												83.98%

		Complaints Received		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Complaints Resolved		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Helpline (Transfers from Vendor)		2543						153		151		139		98				541				150		136		103		97		111				597				101		109		93		98		109				510				149		135		107		116		158				665				230												230

		Short Abandon (under 60 seconds)		2						0		0		0		0				0				0		0		0		1		0				1				0		0		0		0		0				0				0		0		0		0		1				1				0												0

		% of calls answered in under 10 minutes		83.39%						74.85%		74.49%		86.79%		96.82%				83.24%				85.15%		91.20%		95.21%		100.00%		98.99%				94.11%				96.52%		97.83%		100.00%		99.87%		100.00%				98.84%				90.95%		95.53%		99.76%		95.73%		87.76%				93.95%				46.82%												46.82%

		Occupany		na						na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na		na		na		na		na				na				na												na

		Max Agents		61.09						51.36		44.58		43.51		35.16				51.36				48.27		48.54		38.59		37.00		37.06				48.54				47.67		44.28		36.91		36.69		37.23				47.67				50.57		44.33		40.32		40.18		44.16				50.57				61.09												61.09





		Broker Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received (MNsure)		2841						116		133		106		122				477				123		129		117		119		141				629				115		150		131		144		140				680				146		179		144		154		160				783				272												272

		Calls Handled		2688						107		123		101		107				438				112		128		114		106		135				595				109		147		127		138		125				646				137		173		137		145		158				750				259												259

		Calls Abandoned		138						8		10		5		13				36				10		1		2		13		3				29				6		3		3		5		14				31				9		6		6		7		2				30				12												12

		Abandon % (>5%)(Less Short Aban)		5.02%						6.90%		7.52%		4.72%		10.66%				7.45%				8.13%		0.78%		1.71%		10.92%		2.13%				4.73%				5.22%		2.00%		2.29%		3.47%		10.00%				4.60%				6.16%		3.35%		4.17%		4.55%		1.25%				3.90%				4.41%												4.41%

		Avg Time to Abandon		0:04:10						0:06:17		0:04:16		0:04:08		0:04:02				0:04:40				0:02:48		0:03:10		0:00:51		0:05:36		0:05:00				0:03:29				0:05:29		0:02:39		0:05:38		0:03:46		0:05:00				0:04:30				0:04:55		0:07:15		0:07:11		0:05:17		0:02:49				0:05:29				0:02:45												0:02:45

		Average Wait Time (>5 min)		0:02:43						0:02:56		0:04:29		0:03:45		0:06:45				0:04:28				0:02:13		0:01:08		0:01:29		0:03:36		0:02:17				0:02:08				0:02:14		0:01:26		0:01:15		0:02:10		0:04:06				0:02:14				0:03:23		0:01:36		0:02:17		0:03:10		0:00:48				0:02:14				0:02:30												0:02:30

		Max Wait Time		0:28:30						0:26:39		0:20:05		0:20:22		0:25:59				0:26:39				0:21:30		0:23:19		0:15:37		0:28:30		0:18:07				0:28:30				0:19:55		0:20:57		0:20:26		0:15:00		0:23:11				0:23:11				0:22:32		0:19:41		0:20:31		0:20:17		0:11:43				0:22:32				0:20:04												0:20:04

		Service Level (<80% calls under 5 min)		79.55%						81.31%		61.79%		74.26%		55.14%				68.12%				85.71%		92.19%		88.60%		75.47%		82.22%				84.84%				83.49%		89.80%		91.34%		81.88%		67.20%				82.74%				69.34%		87.86%		81.75%		77.24%		94.30%				82.10%				79.92%												79.92%

		Talk Time (Avg)		0:06:43						0:07:20		0:06:15		0:07:13		0:07:12				0:07:00				0:06:59		0:06:17		0:07:00		0:07:05		0:05:49				0:06:38				0:06:46		0:06:47		0:07:02		0:06:41		0:06:55				0:06:50				0:05:50		0:07:01		0:07:13		0:07:03		0:06:14				0:06:40				0:06:27												0:06:27

		Call Handle Time (Avg)		0:11:54						0:13:24		0:11:25		0:12:11		0:12:37				0:12:24				0:11:49		0:11:24		0:11:59		0:11:43		0:10:24				0:11:27				0:11:16		0:11:52		0:11:29		0:11:54		0:12:28				0:11:47				0:11:10		0:11:56		0:12:11		0:12:48		0:11:17				0:11:52				0:12:01												0:12:01

		Max Agents		5.73						3.98		3.90		3.42		3.75				3.98				3.68		4.05		3.79		3.45		3.90				4.05				3.41		4.85		4.05		4.56		4.33				4.85				4.25		5.73		4.64		4.49		3.12				5.73				na												na





		ARC Line		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received (MNsure)		4874						221		270		237		224				952				286		235		290		231		251				1293				264		242		241		246		223				1216				233		212		251		274		208				1178				235												235

		Calls Handled		4158						193		220		211		190				814				241		205		265		211		222				1144				240		186		228		216		181				1051				207		178		202		213		171				971				178												178

		Calls Abandoned		714						28		50		26		34				138				45		30		25		20		29				149				24		56		13		30		40				163				26		34		49		61		37				207				57												57

		Abandon % (>5%)(Less Short Aban)		16.19%						12.67%		18.52%		10.97%		15.18%				14.34%				15.73%		12.77%		8.62%		8.66%		11.55%				11.47%				9.09%		23.14%		5.39%		12.20%		17.94%				13.55%				11.16%		16.04%		19.52%		22.26%		17.79%				17.35%				24.26%												24.26%

		Avg Time to Abandon		0:08:30						0:06:28		0:10:42		0:09:33		0:11:49				0:09:38				0:07:54		0:07:17		0:02:47		0:05:17		0:04:52				0:05:37				0:06:13		0:10:39		0:04:04		0:05:59		0:13:54				0:08:09				0:06:28		0:08:29		0:11:36		0:13:16		0:10:28				0:10:03				0:09:02												0:09:02

		Average Wait Time (>5 min)		0:13:01						0:07:51		0:17:39		0:12:03		0:14:37				0:13:02				0:13:32		0:07:37		0:03:19		0:04:22		0:11:48				0:08:07				0:08:06		0:18:34		0:02:43		0:09:22		0:14:56				0:10:44				0:09:14		0:12:18		0:19:43		0:23:44		0:14:34				0:15:54				0:17:21												0:17:21

		Max Wait Time		1:00:10						0:24:41		0:47:12		0:31:55		0:36:19				0:47:12				0:36:26		0:28:24		0:13:20		0:30:19		0:27:14				0:36:26				0:24:14		0:53:25		0:15:38		0:21:54		0:50:31				0:53:25				0:29:02		0:34:09		0:58:26		1:00:10		0:32:41				1:00:10				0:46:05												0:46:05

		Service Level (<80% calls under 5 min)		28.36%						45.60%		13.64%		19.91%		21.58%				25.18%				16.60%		47.80%		71.32%		74.88%		18.02%				45.72%				38.33%		12.37%		76.75%		29.17%		40.88%				39.50%				39.13%		30.90%		17.33%		22.07%		22.22%				26.33%				5.06%												5.06%

		Talk Time (Avg)		0:06:47						0:05:30		0:08:04		0:06:56		0:07:06				0:06:54				0:06:18		0:06:21		0:06:03		0:04:59		0:06:29				0:06:02				0:06:52		0:06:06		0:06:12		0:07:20		0:06:53				0:06:40				0:07:22		0:06:38		0:07:23		0:07:05		0:07:23				0:07:10				0:07:11												0:07:11

		Call Handle Time (Avg)		0:09:09						0:07:33		0:10:05		0:09:23		0:09:15				0:09:04				0:08:42		0:08:33		0:08:26		0:06:57		0:08:49				0:08:17				0:09:07		0:08:42		0:08:26		0:09:44		0:09:42				0:09:08				0:09:31		0:09:20		0:09:45		0:09:25		0:09:11				0:09:26				0:09:50												0:09:50

		Max Agents		6.21						4.05		6.16		5.50		4.88				6.16				5.82		4.87		6.21		4.07		5.44				6.21				6.08		4.50		5.34		5.71		4.77				6.08				5.47		4.61		5.47		5.57		4.36				5.57				4.86												4.86





		Helpline (NIC in Call Center data)		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Calls Received		2543						153		151		139		98				541				150		136		103		97		111				597				101		109		93		98		109				510				149		135		107		116		158				665				230												230

		Calls Handled		2433						144		130		127		95				496				147		127		100		96		108				577				97		106		92		97		109				502				148		133		103		114		151				650				208												208

		Calls Abandoned		84						7		16		10		3				35				3		8		3		0		2				15				2		2		0		1		0				6				1		1		2		1		6				11				18												18

		Abandon %		4.13%						4.60%		12.16%		7.79%		2.71%				6.82%				1.75%		5.93%		3.02%		0.36%		1.62%				2.54%				2.08%		2.12%		0.34%		0.68%		0.31%				1.11%				0.71%		0.57%		1.87%		0.87%		3.82%				1.57%				8.64%												8.64%

		Avg Time to Abandon		0:08:47						0:10:36		0:15:13		0:08:52		0:08:24				0:10:46				0:05:27		0:07:01		0:05:15		0:05:41		0:08:35				0:06:23				0:07:57		0:06:45		0:09:07		0:06:33		0:04:41				0:07:00				0:05:47		0:09:03		0:05:49		0:05:59		0:12:06				0:07:44				0:12:01												0:12:01

		Average Wait Time (>5 min)		0:05:26						0:08:51		0:16:19		0:08:42		0:02:05				0:08:59				0:02:13		0:04:50		0:03:11		0:00:17		0:01:53				0:02:28				0:02:44		0:02:27		0:00:15		0:00:57		0:00:23				0:01:21				0:01:08		0:00:17		0:01:24		0:01:18		0:04:37				0:01:44				0:12:37												0:12:37

		Max Wait Time		0:50:16						0:29:11		0:50:16		0:42:32		0:18:41				0:50:16				0:22:13		0:23:50		0:26:50		0:04:39		0:13:53				0:26:50				0:20:08		0:17:01		0:05:13		0:12:36		0:07:31				0:20:08				0:11:01		0:04:54		0:14:40		0:16:23		0:34:17				0:34:17				0:38:10												0:38:10

		Service Level (<80% calls under 5 min)		50.58%						20.00%		22.98%		39.24%		66.27%				37.12%				63.73%		27.79%		60.30%		87.36%		64.14%				60.66%				50.40%		55.97%		89.76%		70.65%		87.27%				70.81%				70.24%		86.46%		65.51%		73.02%		51.41%				69.33%				15.00%												15.00%

		Talk Time (Avg)		0:10:19						0:09:27		0:09:51		0:09:51		0:10:02				0:09:47				0:10:14		0:09:56		0:09:52		0:10:35		0:09:50				0:10:05				0:11:19		0:09:53		0:09:37		0:10:02		0:10:18				0:10:13				0:10:30		0:10:36		0:10:50		0:09:36		0:09:51				0:10:16				0:11:14												0:11:14

		Call Handle Time (Avg)		0:18:29						0:18:13		0:17:26		0:17:42		0:17:40				0:17:45				0:17:51		0:18:02		0:18:39		0:19:38		0:17:35				0:18:21				0:19:20		0:18:14		0:18:08		0:18:19		0:17:25				0:18:17				0:19:13		0:18:17		0:18:24		0:18:35		0:18:22				0:18:34				0:19:29												0:19:29

		Percent. calls transferred by front line/General Queue		17.01%						3:58:57		4:21:01		4:14:19		3:30:00				16.74%				4:15:19		3:51:45		3:36:50		3:47:29		3:51:19				3:52:32				2:47:21		3:10:15		3:16:21		3:31:53		3:48:48				3:18:56				4:02:10		3:56:12		3:26:49		3:50:43		4:48:43				4:00:55				5:11:34												21.64%

		Max Agents		29.42						21.99		19.50		19.55		16.28				21.99				19.77		20.27		17.13		15.15		15.03				20.27				20.66		19.08		14.80		14.95		15.57				20.66				22.40		17.66		16.39		17.69		20.03				22.40				29.42												29.42





		CCB Helpline		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Caller canceled		2						1		0		0		0				1				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				1												1

		Connected		897						128		142		83		19				372				37		65		35		1		23				161				22		29		1		7		2				61				14		0		9		23		52				98				205												205

		Error		2						2		0		0		0				2				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		No Answer		20						3		2		4		0				9				1		0		0		0		0				1				0		0		0		0		0				0				0		0		0		0		2				2				8												8

		No Response		61						9		13		6		1				29				4		5		2		0		0				11				3		1		0		1		0				5				0		0		1		1		3				5				11												11

		Total Requests		982						143		157		93		20				413				42		70		37		1		23				173				25		30		1		8		2				66				14		0		10		24		57				105				225												225

		% Connected 		93.19%						90%		90%		89%		95%				91.05%				88%		93%		95%		100%		100%				95%				88%		97%		100%		88%		100%				94%				100%		na		90%		96%		91%				94%				91%												91.11%





		CCB General Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Busy		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		na		0		0		0				0				0												0

		Caller canceled		4						0		0		0		0				0				0		0		0		0		0				0				0		0		1		0		0				1				0		na		0		0		1				1				2												2

		Connected		487						1		0		1		7				9				85		32		4		0		2				123				10		1		5		0		11				27				79		na		10		27		40				156				172												172

		Error		1						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		na		0		0		0				0				1												1

		Invalid Number		0						0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0		na		0		0		0				0				0												0

		No Answer		19						0		0		0		1				1				2		2		0		0		0				4				0		0		1		0		0				1				1		na		0		1		4				6				7												7

		No Response		26						0		0		0		0				0				7		2		0		0		0				9				1		0		0		0		0				1				7		na		0		0		0				7				9												9

		Total Requests		537						1		0		1		8				10				94		36		4		0		2				136				11		1		7		0		11				30				87		na		10		28		45				170				191												191

		% Connected 		93.07%						100%		na		100%		88%				95.83%				90%		89%		100%		na		100%				95%				91%		100%		71%		na		100%				91%				91%		0%		100%		96%		89%				94%				90%												90.05%





		CCB Broker Queue		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Tue		Wed		Thu		Fri		Sat		Total / Avg		Sun		Mon		Total / Avg

				Month		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		Busy		0						0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		Caller canceled		4						0		0		0		0		0		0				0		0		0		0		1				1				1		0		1		1		0				3				0		0		0		0		0				0				0												0

		Connected		131						6		15		8		7		0		36				6		1		0		8		6				21				3		13		5		2		9				32				8		7		5		8		1				29				13												13

		Error		1						0		0		0		0		0		0				0		0		0		0		0				0				0		1		0		0		0				1				0		0		0		0		0				0				0												0

		Invalid Number		0						0		0		0		0		0		0				0		0		0		0		0				0				0		0		0		0		0				0				0		0		0		0		0				0				0												0

		No Answer		7						0		1		0		0		0		1				0		0		0		0		0				0				2		0		1		0		1				4				0		0		0		0		0				0				2												2

		No Response		17						2		3		0		0		0		5				1		0		0		1		2				4				0		4		0		1		0				5				0		2		0		0		0				2				1												1

		Total Requests		160						8		19		8		7		0		42				7		1		0		9		9				26				6		18		7		4		10				45				8		9		5		8		1				31				16												16

		% Connected 		83.47%						75%		79%		100%		100%		0%		88.49%				86%		100%		na		89%		67%				85%				50%		72%		71%		50%		90%				67%				100%		78%		100%		100%		100%				96%				81%												81.25%



		Top Call Drivers		Sep		1-Sep		2-Sep		3-Sep		4-Sep		5-Sep		6-Sep		7-Sep		Week Sep 1		8-Sep		9-Sep		10-Sep		11-Sep		12-Sep		13-Sep		14-Sep		Week Sep 8		15-Sep		16-Sep		17-Sep		18-Sep		19-Sep		20-Sep		21-Sep		Week Sep 15		22-Sep		23-Sep		24-Sep		25-Sep		26-Sep		27-Sep		28-Sep		Week Sep 22		29-Sep		30-Sep		1-Oct		2-Oct		3-Oct		4-Oct		5-Oct		Week Sep 29

		CC

		1095A Questions		0																0																0																0																0																0

		14 Day		0																0																0																0																0																0

		A Referral		440								27		28						55				30						17		18				65				31		38		28		32						129						24		23		25						72				34												34

		A Referral-Consumer to Contact Assister^		0																0																0																0																0																0

		Address Change/Correction		0																0																0																0																0																0

		APTC		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung Up without Speaking		40										20						20																0																0																0																0

		Carrier Error Report		0																0																0																0																0																0

		Checking on Status of Reported Change		0																0																0																0																0																0

		Close in lieu of Processing Change		52								26								26																0																0																0																0

		COVID-19 SEP		0																0																0																0																0																0

		Determination Result		0																0																0																0																0																0

		Directed to GI-Term		0																0																0																0																0																0

		Directed to Submit Verifications		765						41		43		32		29				145				37		35		23		28		31				154				29						29						58				38		42		24		32		48				184				42												42

		Disable Account Request		0																0																0																0																0																0

		Duplicate 1095-A Request^		0																0																0																0																0																0

		Enrollment Notice		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		333						26				27		25				78						26						19				45				24		25		25								74										21						21				37												37

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		1107						46		34		37		24				141				34		30		36		32		36				168				48		64		47		49						208				70		76		59		49		74				328				87												87

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		1698						83		66		62		53				264				74		68		63		66		77				348				95		75		62		73						305				74		93		73		57		60				357				86												86

		How Do I Create an Account?		72																0																0								23								23								24		25						49																0

		How Do I Update My Application?		1152						54		63		45		39				201				53		56		47		33		44				233				54		57		32		37						180				57		43		37		48		48				233				51												51

		How To Enroll In a Plan?		1512						58		60		59		50				227				59		74		61		65		47				306				62		65		54		55						236				87		71		67		59		79				363				94												94

		Income Change		0																0																0																0																0																0

		Income Decrease		260												22				22				40		23		23		16						102						26				23						49						25										25																0

		Income Increase		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of ESI/MEC		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Lost or will lose employer health care coverage		54																0																0																0												24				24				30												30

		Lost or will lose other health care coverage		29																0																0																0												29				29																0

		MCRE/Counties		3047						168		125		130		117				540				114		132		114		102		124				586				166		120		133		102						521				143		128		117		105		106				599				147												147

		MNTR		0																0																0																0																0																0

		Multiple changes		170												22				22																0				27						25						52				25						27		22				74																0

		Multiple Household IDs		0																0																0																0																0																0

		No IC		0																0																0																0																0																0

		No Questionnaire		0																0																0																0																0																0

		Notice V19		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		PARN Notice		0																0																0																0																0																0

		Passive Enrollment Question		25																0						25										25																0																0																0

		Password Reset/Account Unlock		481						31		24								55				26				29		19		21				95				26		34		19		30						109				27		51		34								112				29												29

		Payment/Billing Questions		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		PO box initiave Ph 2		0																0																0																0																0																0

		Prospect/Pending Case		0																0																0																0																0																0

		Public Program Status		0																0																0																0																0																0

		Recon		23																0												23				23																0																0																0

		Request to Close Application^		599						40		33		44		34				151				35		34		26		22						117						28		22								50				40		28						27				95																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		Same Day Term		136						46										46								20								20																0				24												24																0

		Status of My SEP Request		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		0																0																0																0																0																0

		Transfer to Specialist		0																0																0																0																0																0



		Broker		 

		APTC/CSR Questions		0																0																0																0																0																0

		ARP Unemployment Insurance Inquiry		0																0																0																0																0																0

		Caller Hung up without speaking		7																0																0				7												7																0																0

		Close in Lieu of Processing Changes		5																0																0				5												5																0																0

		CSR Consumer not present		0																0																0																0																0																0

		CSR Public Program renewal		0																0																0																0																0																0

		CSR Public Program Status		0																0																0																0																0																0

		CSR QHP  Status		0																0																0																0																0																0

		CSR-Determination Result		0																0																0																0																0																0

		CSR-Status of Enrollment		68						7		9								16				6		7				6						19						11										11																0																0

		CSR-Status of Reported Change		0																0																0																0																0																0

		CSR-Status Before Appt		721						14		22		23		25				84				31		32		24		23		37				147				24		46		37		35						142				44		43		47		33		18				185				48												48

		CSR-Status of SEP		243						7		12		7		8				34				9				10		14		10				43				7		9		15		11						42				11		14		7		8		11				51				30												30

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Enroll		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		Eligibility Verification Notice		0																0																0																0																0																0

		Enrollment Status Check		0																0																0																0																0																0

		Error by MNsure		0																0																0																0																0																0

		Full Term		0																0																0																0																0																0

		Gain of ESI/MEC		129						11		9		9		6				35												10				10																0				8		13				10						31				18												18

		General Certification Questions		0																0																0																0																0																0

		General Training Questions		0																0																0																0																0																0

		Good Faith		0																0																0																0																0																0

		How Do I Apply?		62																0				10		10		11								31						7		7		7						21																0																0

		How Do I Create an Account?		4																0																0																0												4				4																0

		How Do I Update My Application?		34																0				6		8										14																0						8		6								14																0

		How To Enroll In a Plan?		37										8		8				16										5						5																0																0																0

		Loss of COBRA		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Loss of Public Program		0																0																0																0																0																0

		Loss/Gain of MEC^		0																0																0																0																0																0

		Lost or will lose employer health care coverage		251						7		9		7		10				33						11		9				10				30				12		17		10		12						51				8		25		19		14		11				77				27												27

		Lost or will lose other health care coverage		76																0								7				9				16								7		8						15								7		12		14				33				12												12

		No Changes		0																0																0																0																0																0

		No Questionnaire^		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Over 30 days		0																0																0																0																0																0

		Paper Application		0																0																0																0																0																0

		Paper form via FileNet		0																0																0																0																0																0

		Password Reset/Account Unlock		0																0																0																0																0																0

		PO box initiave Ph 1		0																0																0																0																0																0

		Questions about COVID-19		0																0																0																0																0																0

		Renewal/Unwind Related Loss of PP^		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		Residential Address Change/Correction		0																0																0																0																0																0

		Returned Mail-Mailing Address Update		0																0																0																0																0																0

		SEP Plan Selection		0																0																0																0																0																0

		Status of Submitted AOR Form		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		8																0										8						8																0																0

				0																																0																0

		ARC																																																																																		0

		Assister Manual Account Request		0																0																0																0																0																0

		Assister Policy Question		0																0																0																0																0																0

		Caller Hung up Without Speaking		14																0																0																0										14						14																0

		Close in lieu of Processing Change		0																0																0																0																0																0

		CSR- QHP Status		558						18		29		21		36				104				29				34		18		26				107				27		15		20		20						82				27		18		25		18		18				106				26												26

		CSR-Determination Result		1494						61				72		66				199				84		83		78		50		76				371				72		61		55		63						251				77		56		59		79		45				316				74												74

		CSR-Newborn Status		198								21		23		25				69						25										25																0				22								13				35																0

		CSR-Paper Application		0																0																0																0																0																0

		CSR-Pending Case		111																0												19				19								23		16						39				15		12		16								43				10												10

		CSR-Public Program Status		1874						50		121		85		75				331				102		81				47		69				299				99		77		86		71						333				93		61		82		91		75				402				76												76

		CSR-Public Program Renewal		194																0				23		17		23				18				81				22		15		28								65												13				13				12												12

		CSR-Status Before Appointment		12																0																0																0						12										12																0

		CSR-Status of Enrollment		0																0																0																0																0																0

		CSR-Status of reported Change		0																0																0																0																0																0

		CSR-Status of Verifications		0																0																0																0																0																0

		Directed to Complete Caspio Form		0																0																0																0																0																0

		Directed to GI Status		0																0																0																0																0																0

		General Questions		0																0																0																0																0																0

		How Do I Apply?		0																0																0																0																0																0

		How to Enroll in a Plan		0																0																0																0																0																0

		Loss of ESI		0																0																0																0																0																0

		Online Application Issues		0																0																0																0																0																0

		Password Reset/Account Unlock		346						10		21		17		15				63				21		28		28		20						97				24		19				17						60								16		26						42																0

		Potential New Issue		0																0																0																0																0																0

		Prospect/Pending case		0																0																0																0																0																0

		Request to Close Application^		0																0																0																0																0																0

		System Issues-Advised Consumer to Call Back Later		176						56										56										64						64																0																0																0

		Transfer Caller to MNsure CC		0																0																0																0																0																0

		Unable to Verify Consumer PII		0																0																0																0																0



		PP																																																																																		0

		MCRE		547		 				26		16		33		19				94		 		17		20		18		19		14				88		 		37		24		25		22						108		 		25		22		21		18		25				111		 		35												35

		Counties		2500		 				142		109		97		98				446		 		97		112		96		83		110				498		 		129		96		108		80						413		 		118		106		96		87		81				488		 		112







		Top Call Drivers		Sep

		CC				15160

		MCRE/Counties		3047		20.10%

		How Do I Apply?		1698		11.20%

		How To Enroll In a Plan?		1512		9.97%

		How Do I Update My Application?		1152		7.60%

		Gain of ESI/MEC		1107		7.30%

		Directed to Submit Verifications		765		5.05%

		Request to Close Application^		599		3.95%

		Password Reset/Account Unlock		481		3.17%

		A Referral		440		2.90%

		Enrollment Status Check		333		2.20%

		Income Decrease		260		1.72%

		Multiple changes		170		1.12%

		Same Day Term		136		0.90%

		How Do I Create an Account?		72		0.47%

		Lost or will lose employer health care coverage		54		0.36%

		Close in lieu of Processing Change		52		0.34%

		Caller Hung Up without Speaking		40		0.26%

		Lost or will lose other health care coverage		29		0.19%

		Passive Enrollment Question		25		0.16%

		Recon		23		0.15%



		Broker		 		2688

		CSR-Status Before Appt		721		26.82%

		Lost or will lose employer health care coverage		251		9.34%

		CSR-Status of SEP		243		9.04%

		Gain of ESI/MEC		129		4.80%

		Lost or will lose other health care coverage		76		2.83%

		CSR-Status of Enrollment		68		2.53%

		How Do I Apply?		62		2.31%

		How To Enroll In a Plan?		37		1.38%

		How Do I Update My Application?		34		1.26%

		System Issues-Advised Consumer to Call Back Later		8		0.30%

		Caller Hung up without speaking		7		0.26%

		Close in Lieu of Processing Changes		5		0.19%

		How Do I Create an Account?		4		0.15%



		ARC				4158

		CSR-Public Program Status		1874		45.07%

		CSR-Determination Result		1494		35.93%

		CSR- QHP Status		558		13.42%

		Password Reset/Account Unlock		346		8.32%

		CSR-Newborn Status		198		4.76%

		CSR-Public Program Renewal		194		4.67%

		System Issues-Advised Consumer to Call Back Later		176		4.23%

		CSR-Pending Case		111		2.67%

		Caller Hung up Without Speaking		14		0.34%

		CSR-Status Before Appointment		12		0.29%





OE Rollup

				2019-2020		2020-2021		2021-2022		2022-2023		2023-2024		2024-2025

		Main CC		OE7		OE8		OE9		OE10		OE11		OE12



		Calls Received (MNsure)		80745		64763		62108		54013		77946		94424		121.14%

		Calls Handled		73259		63062		57835		52841		67116		72244

		Calls Abandoned		3373		397		3745		810		9222		19386						77946

		Abandon % (<5%)		3.00%		0.35%		4.1%		1.1%		9.5%		16.0%						121.1%

		Avg Time to Abandon		0:09:54		0:05:02		0:08:51		0:05:46		0:11:48		0:17:27

		Average Wait Time (< 5 minutes)		0:03:38		0:00:53		0:04:52		0:00:58		0:13:48		0:26:32

		Max Wait Time		1:31:37		0:45:43		1:32:57		0:52:04		1:27:13		2:42:35

		Service Level (<80% calls under 5 min)		78.97%		90.11%		60.18%		91.12%		39.30%		26.29%

		Talk Time (Avg)		0:08:12		0:08:40		0:09:31		0:09:09		0:09:07		0:09:28

		Call Handle Time (Avg)		0:10:24		0:10:50		0:17:18		0:15:28		0:16:26		0:16:38

		Transfer Out		na		na		na		na		na		na

		First Call Resolution %		85.02%		82.67%		82.23%		83.41%		83.26%		84.47%

		Complaints Received				21		0		0		0		0

		Complaints Resolved				28		0		0		0		0

		Helpline (Transfers from Vendor/PP)		23418		17232		7059		5326		10742		10862

		Short Abandon (under 60 seconds)		757		445		216		71		444		6

		% of calls answered in under 10 minutes		87.33%		95.93%		83.39%		97.21%		54.10%		35.83%

		Occupancy		na		na		na		na		na		na

		Max Agents		138.43		168.25		145.92		115.50		131.09		209.82



		Broker Line		OE7		OE8		OE9		OE10		OE11		OE12

		Calls Received		13440		11182		12624		11754		16508		17264

		Calls Handled		12001		10303		11448		10888		13718		14281

		Calls Abandoned		1384		849		1151		747		2615		2745

		Abandon % (<5%)		8.20%		6.53%		7.50%		5.01%		13.30%		12.34%

		Avg Time to Abandon		0:05:07		0:03:23		0:04:48		0:03:28		0:09:27		0:07:18

		Average Wait Time (< 5 minutes)		0:05:50		0:02:29		0:03:56		0:02:27		0:11:25		0:10:48

		Max Wait Time		1:06:27		0:42:22		1:22:06		0:43:44		2:30:25		2:00:28

		Service Level (<80%)		46.39%		62.99%		46.77%		75.28%		53.41%		54.05%

		Talk Time (Avg)		0:09:44		0:08:20		0:07:49		0:07:13		0:08:44		0:08:00

		Call Handle Time (Avg)		0:13:19		0:11:39		0:12:00		0:11:59		0:13:57		0:13:19

		Max Agents		14.23		14.93		15.21		14.00		19.80		11.96





		ARC LINE		OE7		OE8		OE9		OE10		OE11		OE12

		Calls Received		12589		9457		10366		9375		11726		16000

		Calls Handled		11201		8627		10068		9035		9713		14144

		Calls Abandoned		1379		821		282		309		1992		1821

		Abandon % (<5%)		8.29%		8.16%		2.73%		3.08%		16.52%		9.85%

		Avg Time to Abandon		0:03:02		0:04:02		0:02:46		0:02:26		0:08:01		0:05:49

		Average Wait Time (< 5 minutes)		0:03:34		0:03:30		0:01:02		0:01:04		0:11:24		0:07:47

		Max Wait Time		0:33:40		0:39:49		0:19:24		0:20:32		0:57:43		1:01:21

		Service Level (<80%)		47.95%		44.00%		71.06%		87.16%		35.16%		52.87%

		Talk Time (Avg)		0:05:13		0:05:07		0:05:29		0:05:36		0:07:26		0:08:00

		Call Handle Time (Avg)		0:07:43		0:07:40		0:08:05		0:07:43		0:10:10		0:11:21

		Max Agents		7.31		5.99		6.33		4.55		6.51		9.59





		Helpline (NIC in Call Center data)		OE7		OE8		OE9		OE10		OE11		OE12

		Calls Received		23418		17247		6800		4748		11715		9942

		Calls Handled		21202		15405		6077		4633		9969		7752

		Calls Abandoned		1823		1004		509		74		1367		1439

		Abandon %		6%		4%		7%		1%		11%		15%

		Avg Time to Abandon		0:06:41		0:04:47		0:09:01		0:04:17		0:12:42		0:15:47

		Average Wait Time (>5 min)		0:10:05		0:05:47		0:08:41		0:01:17		0:17:23		0:27:17

		Max Wait Time		1:31:37		1:02:42		1:32:57		0:52:04		1:24:18		2:42:35

		Service Level (<80%)		43%		49%		81%		82%		20%		13%

		Talk Time (Avg)		0:16:23		0:14:06		0:11:28		0:11:00		0:11:08		0:10:09

		Call Handle Time (Avg)		0:27:05		0:22:52		0:19:36		0:17:38		0:18:42		0:17:13

		Percent. calls transferred by vendor		31%		27%		12%		10%		15%		12%

		Max Agents		88.29		46.15		59.57		44.46		52.10		59.74





		CCB Helpline		OE7		OE8		OE9		OE10		OE11		OE12

		Busy				22		8		8		4		6

		Caller canceled				20		57		6		84		224

		Connected				1,792		5,136		1,106		11,225		18,375

		Error				211		87		2		20		68

		Invalid Number				3		1		1		1		1

		No Answer				100		536		68		583		612

		No Response				111		837		176		995		1,967

		Total Requests				2,259		6,662		1,367		12,912		21,232

		% Connected 				83%		80%		79%		87%		88%





		CCB General		OE7		OE8		OE9		OE10		OE11		OE12

		Busy						2		2		8		1

		Caller canceled						68		6		147		322

		Connected						4,117		999		10,291		17,430

		Error						21		3		34		53

		Invalid Number						3		0		2		1

		No Answer						468		66		643		649

		No Response						721		175		1,102		2,005

		Total Requests						5,400		1,251		12,226		20,440

		% Connected 						77%		86%		86%		87%





		CCB Broker		OE7		OE8		OE9		OE10		OE11		OE12

		Busy												3

		Caller canceled												35

		Connected												2,389

		Error												12

		Invalid Number												0

		No Answer												110

		No Response												375

		Total Requests												2,922

		% Connected 												86%
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		Calls Received (MNsure)		4043		9928		7242		6898		4423		7718		7750		9501		6262		12893		12809		17516		17673		16994		15713		12343		8295		9333		8514		10190		7578		10235		13027		20776		19067		43201		39271		10454		12830		35588		10569		8072		8722		7490		6823		6646		5481		4963		5642		4542		5532		6114		5851		3322		5832		6889		7725		7771		4711		5186		5449		5065		5121		4600		4304		5089		3804		6305		8149		24189		10874		23406		11665		35598		8217		23150		13685		14251		10246		14350		16836		31746		22570		12433		10256		8915		9794		10648		9350		8223		9081		11345		11536		7101		7072		7176		7096		6890		6838		5898		6234		5986		6407		6262		7189		8682		7189		7250		6746		6705		5342		6160		6815		6389		7581		6533		6722		6530		8217		14972		11571		12721		9111		21804		26041		26061		15040		47829		22854		21543		14305		24967		17095		10345		10154		13690		16094		11539		11380		10491		10915		9552		9690		8612		8311		6723		6953		6067		6712		5791		5618		6632		6509		6675		3265		4070		3844		3898		3607		3666		3775		4486		5551		4489		5112		4744		6439		6108		7893		7337		8942		22143		13337		14686		7801		16288		18182		27234		27234		13185		13084		17536		14005		20676		22689		17972		8176		6600		7725		6257		6418		6211		6577		5941		5439		5155		5303		5149		5558		5606		5592		4791		4895		4827		5106		6142		4716		6373		6371		6450		6627		5815		6000		5320		5947		4477		5705		5757		5865		5452		6927		7777		7271		11233		11177		11007		6373		14008		15434		21683		21368		9000		11216		16309		11488		10110		11305		9825		9825		8332		9763		8771		8633		8051		7384		6922		7153		6887		6165		5786		4999		5210		5159		4702		5142		4803		5149		5136		4077		5376		5219		5328		5793		5253		5809		5847		6694		5321		6443		6015		5637		5975		6539		9301		7587		4208		8860		8348		5137		12734		13398		26632		9625		8042		2350		16107		10399		6904		7344		6683		6546		6303		7480		6506		6220		6371		6355		6242		6312		6740		6201		6499		5453		5364		5406		4949		5170		4989		5348		5770		4101		5089		4771		4907		5538		5037		5509		5371		6081		4834		5241		4870		4866		5364		5460		6958		6808		8265		9368		8057		8326		4673		12518		12147		15182		7803		7801		8390		7189		6802		7592		6335		6182		5393		6341		5800		5414		5353		9447		8435		6700		8549		9838		5222		3964		4364		3824		2601		2823		3250		3201		3474		3073		3327		3575		3971		4080		3629		3539		3581		3961		3906		2884		3224		3311		4115		4164		5673		4722		5241		7127		7054		6982		4358		9287		8851		11751		10457		5081		5521		4706		4528		4836		4051		3609		4034		4180		3912		3472		3407		3432		3312		2979		2905		2931		3401		6131		4579		4220		3749		2637		2734		3145		3240		3721		3111		4787		3132		3602		3247		3026		3109		3202		3452		2540		2969		2802		3109		2756		3212		4433		4084		6013		4969		5097		2855		6880		6309		9913		2767		4149		5795		7361		2816		3736		3801		2939		3054		2935		3329		3037		2729		2856		3189		2770		2842		2889		2459		2227		1924		2050		2347		1860		2059		1922		2092		2493		1690		2084		2190		2500		2165		2070		2459		2663		2962		2110		2435		2383		2757		2574		3876		3491		3210		4902		4265		4662		2722		5551		5560		8645		3435		3723		4183		6419		3557		3193		3568		2822		2770		2512		2994		2429		2450		2527		2914		2517		2405		2657		2602		2281		1951		2379		2748		2439		2394		2466		2372		3507		2079		2813		2932		3182		3422		2950		3375		3588		4141		2780		2836		3813		4182		3634		4748		5125		4828		6392		5535		7063		4142		8845		8900		13894		5347		5347		6215		8597		4942		5342		6705		5007		4628		4371		5987		5034		4474		4785		5384		4870		4420		4469		4348		5185		3823		3668		3990		3961		3980		3486		3425		4188		2812		3181		3646		3868		4253		3730		3791		3687		4039		3214		3680		3728		3966		4026		3279		3744		5464		6417		7894		7124		7754		4260		10044		10806		12898		3616		7891		9781		12379		4292		5745		4959		4590		4516		5905		1212

		Calls Handled								4254		2930		4783		3210		3680		2783		3902		4062		3502		5533		4669		3274		3449		3719		3806		4126		5380		6259		8903		11901		16808		16594		19358		13067		9305		9430		8497		7848		7089		7237		6494		6079		5317		4097		2538		2714		2348		3126		2922		2848		546		2347		2487		2592		4284		3092		3904		3671		4017		4194		4058		3668		3976		2998		5888		7171		19746		9521		19088		7887		21698		6388		18758		13032		13649		10019		13913		16186		28629		19312		11971		9834		8574		9387		10151		8969		7819		8469		10294		10418		6405		6253		6029		5805		5889		5210		5147		5381		5433		5938		5895		6367		7139		6688		7078		6572		6542		5224		5881		6481		6176		6970		6299		6513		6428		7788		13964		11034		12111		8706		16408		18076		20107		12586		17469		16458		17797		12644		21098		14660		9398		9166		12061		10659		10344		9850		9343		9896		8649		8655		7931		7953		6489		6521		5713		6109		5228		5331		5667		5604		5449		2894		3918		3691		3732		3480		3528		3635		4187		5109		4026		4874		4594		5940		5457		4924		6468		8569		18259		13034		14394		7750		16058		17881		23194		23194		13017		10411		14979		11800		16067		20054		14997		7979		6463		7654		6226		6381		6067		6086		5729		5250		5129		5238		5102		5516		5555		5470		4484		4822		4746		4895		5529		4199		5446		5057		4898		4899		4915		4953		4722		5531		4412		5526		5756		5864		5452		6927		7776		7271		11233		11177		11007		6373		14008		15431		21623		21356		9000		11216		16302		11312		9972		11024		9259		9259		7434		9052		6639		6701		6397		6503		5615		5896		5437		4992		4726		4354		4309		4433		3976		4231		4118		4466		4500		3594		4804		4684		4557		4836		4528		4652		4897		5106		3674		4109		5494		5437		5959		6203		8432		7566		9173		8858		8315		5092		12274		12854		23167		8920		7106		2058		15020		9972		6549		7067		6562		6444		6118		7369		6438		6110		6308		6288		5522		5700		6195		5481		5506		4525		4795		4826		4124		4438		4168		4189		4376		3303		4087		3886		3805		4206		3748		3441		3644		3884		2900		3561		4262		4536		5073		5031		6658		6169		7689		9200		7970		8320		4666		10856		11112		13116		5607		6745		7692		6916		5629		6534		5817		5560		4851		6009		5364		5097		4918		6677		6534		5805		7134		7490		4996		3819		4181		3622		2541		2823		3225		3153		3337		2951		3249		3446		3736		3840		3472		3396		3461		3733		3702		2761		3106		3152		3827		3721		5134		4650		5127		6874		6854		6912		4356		9174		8847		11438		9711		5037		5441		4610		4319		4636		3907		3421		3639		3390		3365		3211		3151		3136		3030		2776		2603		2426		2623		4188		3505		3186		2871		1991		2359		2563		2630		2904		2206		3230		2423		2725		2511		2559		2569		2595		2657		2039		2608		2577		2553		2580		2851		3988		3875		5615		4666		4969		2797		6507		6019		8016		2668		4008		5552		7018		2778		3651		3390		2885		2957		2719		3134		2947		2667		2728		3044		2679		2747		2776		2425		2176		1909		2038		2287		1818		2032		1885		2029		2441		1667		2042		2121		2385		2083		2049		2384		2562		2727		2072		2400		2372		2740		2494		3711		3310		3133		4825		4217		4620		2675		5490		5490		8119		3408		3697		4109		6282		3453		3140		3489		2788		2733		2471		2939		2388		2407		2412		2844		2472		2366		2599		2553		2243		1904		2350		2712		2401		2336		2439		2331		3401		2041		2737		2789		3079		3304		2890		3306		3427		4026		2729		2762		3682		4071		3574		4329		4460		4429		5910		4934		6342		3883		7490		7494		10182		5110		4854		5354		7744		4361		4996		5485		4799		4485		3981		5248		4357		4121		4468		4655		4324		4121		4062		4032		4269		3589		3511		3739		3525		3643		3321		3123		3987		2735		2989		3464		3619		4103		3649		3717		3646		3860		3083		3571		3688		3847		3842		3224		3636		5187		5832		6886		5826		6608		3989		7991		8236		8906		3234		5682		7520		7604		4008		5146		4444		4171		3535		4478		880

		Calls Abandoned		494		2302		5293				915		2893		4231		5640		3437		7915		7169		11587		11393		10185		12080		8581		4431		5359		4093		4090		836		764		296		2440		1446		7203		5137		517		2781		6670		1718		251		592		381		294		851		1189		2345		2753		2093		2327		3111		2948		0		na		3326		4520		3399		1574		1196		1668		944		705		440		417		847		769		375		917		4087		1239		4164		3721		7282		344		3507		572		531		167		224		533		2926		3157		378		345		267		348		427		309		360		590		1013		1082		650		780		1116		1150		926		681		783		821		207		415		330		757		1485		447		127		103		100		76		229		279		145		657		212		158		55		361		926		493		384		364		3140		7326		5383		2086		19172		5846		3194		1286		3116		2166		721		710		1237		3079		959		1231		934		830		696		830		431		244		143		315		223		462		434		189		820		796		1188		241		97		102		100		88		117		86		190		304		317		144		67		386		483		2642		711		291		3480		262		213		51		222		277		3662		3662		122		1989		1909		1714		4424		1967		2341		95		49		13		6		9		63		279		90		142		9		36		22		25		20		71		197		35		51		119		461		407		696		1095		1387		1438		619		771		462		320		29		145		1		1		0		0		1		0		0		0		0		0		0		2		56		4		0		0		8		161		38		196		434		434		741		559		1856		1721		1537		774		1171		988		1325		1059		956		596		716		669		622		794		630		622		564		433		503		489		683		871		663		1075		870		1408		1520		2166		448		166		0		64		323		0		5		1		27		38		414		161		2330		252		541		106		352		218		100		96		109		89		147		90		47		89		45		48		564		395		392		357		533		627		373		306		489		474		558		796		982		486		655		569		759		889		904		672		1091		1646		1447		1235		355		130		103		95		14		305		120		10		16		0		0		312		263		1181		1580		482		270		131		472		507		225		194		208		107		129		98		143		1644		1279		533		811		1750		55		21		18		27		1		0		1		12		48		25		13		11		31		52		37		24		25		60		63		27		14		27		74		189		227		10		28		103		14		7		0		26		0		46		201		1		11		41		72		68		29		65		210		349		425		198		165		227		204		153		145		181		345		998		517		477		380		275		126		217		249		321		448		885		283		374		301		186		173		228		308		208		92		72		369		102		258		502		178		341		305		125		58		351		279		1548		79		141		246		271		28		69		249		52		94		183		161		82		58		112		126		82		89		100		29		43		12		7		21		33		23		28		57		45		12		31		47		112		71		17		70		89		254		27		23		1		6		70		139		165		64		50		27		22		32		33		46		446		4		12		42		80		30		38		53		18		16		21		29		21		30		89		49		36		27		38		34		26		26		17		23		25		39		15		27		91		26		58		98		82		78		35		53		141		111		40		67		116		114		65		410		645		366		311		537		637		222		1139		1140		3013		226		464		902		666		462		292		1028		193		120		331		658		596		305		263		621		449		256		362		277		820		216		133		219		414		275		136		251		173		64		132		150		191		154		62		5018		35		193		112		95		31		89		159		53		105		289		507		843		1118		974		239		1766		2152		3532		394		1934		1942		4332		271		579		454		373		869		1308		292

		Abandon % (<5%)		12.00%		27.60%		40.34%		38.05%		18.10%		37.48%		54.59%		59.36%		54.89%		61.39%		55.97%		66.15%		64.47%		55.02%		76.88%		69.52%		53.42%		57.42%		48.07%		40.14%		11.03%		7.46%		2.27%		11.74%		7.58%		16.67%		13.08%		4.95%		21.68%		18.74%		16.26%		3.11%		6.79%		5.09%		4.31%		12.80%		21.69%		47.25%		48.79%		46.08%		42.06%		50.88%		50.38%		na		na		48.28%		58.51%		43.74%		32.27%		23.26%		29.79%		17.77%		13.66%		9.25%		9.33%		21.61%		19.28%		5.03%		9.20%		13.06%		22.81%		17.79%		31.90%		20.46%		0.75%		7.52%		2.87%		2.72%		5.26%		1.09%		2.40%		7.25%		15.12%		2.93%		3.19%		2.73%		3.32%		3.63%		2.83%		4.00%		5.38%		7.78%		7.79%		8.71%		10.61%		14.15%		15.71%		12.93%		12.76%		10.84%		12.28%		3.32%		6.28%		4.47%		10.44%		15.68%		8.29%		1.63%		1.46%		1.19%		1.31%		3.61%		3.37%		2.14%		8.17%		3.00%		2.23%		0.82%		2.59%		4.13%		5.79%		6.08%		2.69%		14.57%		24.95%		11.32%		8.59%		40.82%		14.64%		7.92%		5.65%		8.16%		7.89%		5.52%		5.12%		6.59%		16.03%		6.60%		8.33%		6.69%		6.92%		5.84%		6.76%		3.89%		2.68%		1.94%		5.03%		3.41%		6.39%		6.12%		2.90%		11.41%		11.09%		16.64%		2.83%		1.34%		1.89%		1.79%		1.87%		2.63%		1.68%		2.74%		3.68%		6.15%		2.56%		1.23%		5.85%		7.95%		32.91%		7.75%		1.87%		10.52%		0.91%		0.60%		0.36%		0.86%		0.88%		7.59%		7.59%		0.65%		12.31%		9.51%		7.77%		19.46%		6.16%		8.37%		0.86%		0.62%		0.13%		0.09%		0.16%		1.03%		4.88%		1.81%		2.26%		0.16%		0.53%		0.47%		0.49%		0.34%		1.63%		3.75%		0.66%		1.22%		2.20%		7.53%		7.61%		10.05%		15.45%		21.46%		19.38%		10.77%		12.56%		8.81%		4.56%		0.48%		1.70%		0.01%		0.02%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.18%		1.02%		0.01%		0.00%		0.00%		0.05%		1.18%		0.46%		1.85%		4.00%		4.00%		8.32%		6.05%		20.10%		18.23%		18.36%		9.66%		16.53%		13.03%		0		17.08%		14.78%		11.42%		13.68%		12.71%		13.08%		14.77%		12.02%		10.95%		10.03%		9.84%		8.75%		8.02%		12.31%		14.12%		11.16%		17.53%		13.07%		19.49%		27.51%		33.30%		5.93%		2.79%		0.00%		0.93%		3.16%		0.00%		0.05%		0.10%		0.28%		0.61%		2.63%		1.03%		8.14%		2.12%		2.57%		4.51%		1.40%		1.77%		1.43%		1.23%		1.40%		1.42%		2.01%		1.05%		0.66%		1.27%		0.68%		0.76%		7.37%		4.89%		3.58%		5.29%		7.57%		10.14%		5.57%		5.34%		9.58%		8.10%		10.16%		13.05%		15.30%		10.40%		11.82%		10.80%		13.86%		14.96%		16.02%		11.44%		19.74%		26.81%		29.84%		22.73%		6.46%		2.35%		1.45%		1.71%		0.20%		4.03%		1.32%		0.08%		0.16%		0.00%		0.00%		1.92%		2.19%		6.81%		11.93%		6.00%		2.90%		1.73%		9.69%		6.58%		3.17%		2.06%		3.67%		1.65%		2.11%		1.77%		2.47%		16.09%		13.84%		7.83%		9.39%		10.73%		1.05%		0.53%		0.41%		0.53%		0.04%		0.00%		0.03%		0.43%		1.34%		0.71%		0.40%		0.28%		0.70%		1.25%		0.92%		0.66%		0.64%		1.48%		1.51%		0.85%		0.40%		0.76%		1.59%		4.37%		3.16%		0.20%		0.47%		0.73%		0.15%		0.07%		0.00%		0.18%		0.00%		0.27%		0.86%		0.02%		0.21%		0.82%		1.44%		1.39%		0.70%		1.68%		4.64%		11.93%		9.39%		5.69%		5.31%		6.25%		5.89%		5.02%		4.77%		5.99%		9.79%		16.16%		10.55%		11.17%		10.03%		10.17%		4.37%		6.61%		7.20%		8.64%		14.17%		18.20%		8.66%		10.31%		8.86%		6.23%		5.26%		6.99%		7.49%		7.83%		3.14%		4.75%		11.81%		3.60%		7.93%		10.57%		4.30%		4.79%		5.75%		2.27%		1.91%		4.17%		3.72%		10.00%		2.40%		3.39%		3.73%		3.27%		0.98%		12.70%		5.45%		1.82%		3.10%		6.43%		3.96%		2.59%		2.18%		3.97%		3.94%		2.94%		3.17%		3.37%		1.20%		1.81%		0.62%		0.34%		2.35%		1.51%		1.19%		1.54%		2.73%		1.70%		0.89%		1.54%		2.01%		4.26%		3.01%		0.80%		2.98%		3.14%		7.85%		1.13%		0.83%		0.04%		0.22%		2.56%		3.41%		4.34%		1.93%		0.88%		0.65%		0.47%		1.22%		0.46%		0.70%		3.58%		0.07%		0.35%		1.27%		1.07%		0.83%		1.20%		1.27%		0.62%		0.57%		0.76%		0.75%		0.86%		1.19%		3.42%		1.67%		1.46%		1.15%		1.38%		1.29%		0.85%		1.23%		0.68%		0.82%		0.93%		1.52%		0.57%		1.06%		2.57%		1.27%		2.03%		3.37%		2.45%		1.98%		1.24%		1.55%		3.77%		2.65%		1.39%		2.15%		2.70%		2.65%		1.68%		8.65%		12.21%		7.53%		5.94%		9.48%		8.60%		4.72%		10.32%		10.89%		21.57%		3.58%		8.61%		12.83%		7.49%		7.79%		5.16%		14.59%		3.75%		2.50%		6.73%		10.93%		11.46%		6.86%		5.32%		11.47%		8.76%		5.60%		7.46%		6.35%		14.32%		5.37%		3.43%		5.28%		10.52%		6.44%		3.87%		7.16%		3.98%		2.21%		5.11%		4.06%		4.48%		3.60%		1.62%		1.59%		0.97%		4.77%		3.30%		2.34%		0.77%		2.23%		3.47%		1.50%		2.79%		5.28%		7.32%		10.30%		15.17%		12.26%		5.41%		14.57%		17.05%		21.47%		9.14%		18.96%		16.46%		25.14%		5.92%		10.06%		8.20%		7.83%		18.66%		21.88%		24.06%

		Avg Time to Abandon										0:05:51																																																																																								 		 								0:03:47		0:03:21		0:04:17		0:04:19		0:02:29		0:04:03		0:04:48		0:03:21		0:05:13		0:05:39		0:05:08		0:02:06		0:04:12		0:02:05		0:01:38		0:00:55		0:01:25		0:01:23		0:03:02		0:04:50		0:02:04		0:02:50		0:02:44		0:03:18		0:01:57		0:01:20		0:02:03		0:03:03		0:02:57		0:04:12		0:02:58		0:02:56		0:03:08		0:03:59		0:03:33		0:03:10		0:02:48		0:02:40		0:02:00		0:02:28		0:02:17		0:02:48		0:02:50		0:02:11		0:01:35		0:02:13		0:01:41		0:01:10		0:02:16		0:01:47		0:02:00		0:02:51		0:02:02		0:01:38		0:00:59		0:02:26		0:02:27		0:03:03		0:02:32		0:01:23		0:03:27		0:05:19		0:04:40		0:06:07		0:13:48		0:05:02		0:05:13		0:04:20		0:04:18		0:04:35		0:03:31		0:03:12		0:04:46		0:06:43		0:05:02		0:05:46		0:05:36		0:04:06		0:05:11		0:05:00		0:03:22		0:02:42		0:02:18		0:03:11		0:02:41		0:04:30		0:04:21		0:02:33		0:03:11		0:04:15		0:04:08		0:00:56		0:01:34		0:01:49		0:01:53		0:01:56		0:02:32		0:01:59		0:02:35		0:02:00		0:02:10		0:03:22		0:01:46		0:02:42		0:03:02		0:08:27		0:04:17		0:08:41		0:07:26		0:07:40		0:06:34		0:03:57		0:02:58		0:02:41		0:06:25		0:06:25		0:03:01		0:02:39		0:03:08		0:03:21		0:05:22		0:03:07		0:03:17		0:02:08		0:01:09		0:00:29		0:00:20		0:00:27		0:01:37		0:01:57		0:01:15		0:01:12		0:00:47		0:01:11		0:00:55		0:01:07		0:01:07		0:01:44		0:01:57		0:01:10		0:01:27		0:01:50		0:03:11		0:02:12		0:03:28		0:03:58		0:04:27		0:05:46		0:04:35		0:05:02		0:04:19		0:04:39		0:04:32		0:04:38		0:01:38		0:00:24		0:00:00		0:00:00		0:00:14		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:14		0:01:43		0:00:11		0:00:00		0:00:00		0:00:38		0:01:59		0:01:11		0:02:18		0:02:57		0:02:57		0:03:30		0:03:36		0:06:40		0:07:17		0:13:15		0:11:55		0:12:10		0:11:35		0:11:43		0:11:50		0:11:50		0:12:13		0:11:07		0:11:51		0:11:53		0:13:15		0:10:18		0:09:50		0:11:24		0:12:49		0:11:22		0:13:33		0:12:48		0:12:27		0:12:44		0:13:03		0:13:59		0:15:42		0:15:53		0:14:50		0:12:37		0:08:02		0:00:00		0:05:55		0:10:58		0:00:00		0:03:48		0:00:12		0:01:22		0:02:07		0:03:12		0:12:45		0:11:13		0:11:22		0:11:50		0:12:33		0:16:18		0:10:34		0:09:28		0:07:31		0:02:09		0:02:51		0:02:31		0:01:27		0:01:40		0:01:28		0:01:44		0:01:57		0:12:26		0:13:33		0:13:30		0:13:25		0:12:36		0:14:06		0:10:41		0:10:50		0:12:22		0:11:12		0:14:42		0:14:52		0:17:04		0:13:33		0:13:11		0:13:03		0:14:32		0:16:39		0:16:26		0:14:32		0:15:18		0:17:04		0:17:13		0:14:48		0:14:03		0:12:50		0:17:37		0:15:32		0:11:09		0:15:03		0:15:21		0:18:00		0:06:53		0:00:00		0:00:00		0:12:14		0:19:07		0:12:04		0:12:47		0:11:45		0:10:30		0:10:18		0:11:20		0:11:10		0:09:26		0:08:58		0:10:29		0:10:02		0:11:05		0:10:42		0:11:22		0:15:17		0:13:44		0:11:53		0:12:40		0:15:17		0:14:38		0:17:27		0:16:45		0:15:06		0:09:36		0:00:00		0:07:17		0:01:46		0:06:59		0:11:11		0:11:26		0:14:14		0:11:15		0:14:38		0:08:31		0:16:50		0:20:25		0:15:51		0:12:08		0:10:38		0:21:25		0:16:01		0:18:27		0:13:45		0:16:23		0:17:41		0:05:27		0:01:46		0:14:40		0:05:31		0:00:00		0:03:24		0:00:00		0:06:10		0:05:17		0:03:27		0:05:58		0:07:01		0:08:17		0:11:05		0:14:37		0:15:08		0:13:15		0:13:18		0:09:32		0:08:44		0:08:23		0:09:11		0:08:27		0:09:16		0:07:34		0:09:16		0:10:51		0:14:54		0:11:38		0:13:35		0:12:20		0:13:37		0:08:44		0:11:36		0:10:19		0:12:02		0:14:56		0:18:12		0:11:25		0:12:15		0:12:15		0:10:22		0:10:13		0:11:31		0:10:56		0:11:59		0:07:23		0:09:20		0:19:23		0:10:26		0:11:42		0:15:08		0:09:13		0:07:49		0:10:47		0:07:56		0:07:47		0:07:41		0:08:29		0:10:38		0:05:50		0:12:33		0:10:05		0:07:51		0:05:21		0:09:08		0:09:40		0:08:34		0:07:39		0:09:38		0:07:47		0:07:09		0:09:04		0:08:40		0:07:59		0:07:43		0:07:43		0:06:58		0:05:45		0:06:26		0:05:13		0:02:45		0:06:48		0:05:54		0:05:51		0:05:55		0:07:11		0:08:19		0:04:53		0:05:53		0:05:26		0:08:28		0:05:33		0:08:10		0:07:31		0:07:21		0:12:29		0:07:45		0:05:05		0:01:31		0:03:44		0:05:05		0:07:26		0:09:26		0:10:18		0:07:50		0:06:45		0:04:26		0:09:54		0:03:52		0:05:08		0:06:28		0:01:13		0:06:57		0:06:09		0:05:46		0:04:30		0:05:40		0:06:50		0:04:45		0:04:44		0:06:30		0:02:54		0:05:04		0:05:25		0:08:06		0:06:54		0:06:26		0:05:12		0:05:02		0:06:37		0:02:16		0:09:02		0:05:41		0:06:41		0:04:56		0:07:09		0:04:09		0:06:18		0:06:57		0:07:09		0:06:42		0:07:34		0:07:16		0:05:26		0:06:49		0:08:11		0:10:19		0:08:16		0:06:58		0:07:27		0:08:17		0:07:54		0:07:27		0:12:56		0:16:30		0:12:15		0:08:43		0:11:42		0:10:12		0:08:27		0:10:25		0:11:58		0:18:43		0:08:41		0:13:37		0:16:18		0:10:43		0:11:01		0:08:30		0:14:41		0:08:04		0:10:26		0:09:01		0:13:27		0:15:45		0:09:11		0:10:17		0:13:26		0:10:52		0:09:02		0:10:01		0:09:31		0:13:27		0:10:33		0:07:43		0:09:01		0:11:14		0:09:56		0:08:07		0:09:46		0:07:36		0:06:46		0:09:07		0:10:13		0:07:54		0:09:54		0:06:58		0:08:23		0:07:57		0:11:34		0:12:29		0:06:44		0:06:32		0:08:01		0:09:24		0:07:05		0:08:57		0:11:00		0:10:26		0:11:39		0:14:32		0:11:56		0:10:10		0:13:57		0:18:58		0:23:31		0:15:55		0:20:53		0:17:10		0:26:38		0:11:39		0:15:33		0:11:50		0:11:18		0:17:42		0:19:34		0:22:25
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		Emails Received										144		626		732		995		774		2085		2220		2262		1605		2331		3966		6905		4908		5282		4664		3177		2083		2544		3141		4023		4147		7100		6791		2078		2272		3464		1753		1548		1616		1424		1058		1346		1425		1330		1163		1840		1307		1060		1132		1457		981		1325		1345		1327		981		1005		1116		1085		1021		719		664		485		0		0		0		0		0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0		0		0		0		0		0				0		0		0		0		0				0		0								0		0		0		0		0						0		0		0		0.0162		0.00334		0.01148		0.00378		0.00338		0.015		0.0482571429		0.0412714286		0.0177		0.0513428571		0.0840902597		0.0485428571		0.00826		0.0315		0.026		0.005		0.0196857143		0.0599857143		0.10838		0.13076		0.003825		0.0054		0.11282		0.01634		0.00706		0.00928		0.03676		0.18998		1.16%		0.02318		0.00334		0.00226		0.008375		0.00754		0.023		0.013125		0.00248		0.00556		0.0065		0.01815		410		431		443.2		447.2		439		2136		458.6		493		354.6		290.75		1311		268.4		337.2		297		1139		1384		2110		12290		6632		4921		2468		5656		5548		7858		7858		4976		3770		5849		4371		5550		8608		5781		3031		2841		3225		2333		2355		2085		1996		1854		1696		1875		1862		1735		1860		1853		1780		1573		1566		1764		1573		1967		1380		1707		1689		1656		507		0		0		2		1480		1995		2824		2704		2671		2234		3497		3949		3631		5320		4616		4646		3025		6451		7274		9444		9979		4323		5541		7167		4488		4095		5319		4078		4078		3274		3943		2718		2871		2787		2491		2353		2422		2370		2542		1806		1265		1324		1292		1285		1212		1131		1221		1280		1079		1287		1214		1211		1358		1083		1223		1236		1437		819		699		1396		1793		1956		1893		3140		2596		3445		3204		3066		1938		4922		4913		9811		3477		2398		1039		5739		4468		2842		3171		2698		2809		2706		3267		2500		2551		2520		2516		1835		1808		2921		2295		1848		883		879		1114		924		790		650		762		939		776		989		709		798		729		742		764		888		959		648		603		733		859		1476		1768		2148		2245		2995		3442		2569		2922		1582		3613		3588		3340		1361		2082		1464		1095		1399		1621		1116		1067		1077		1264		1102		988		1122		1872		1288		1257		1502		1399		1004		907		1094		1103		927		881		1044		1024		1113		1136		1106		1083		1022		1265		1241		1098		1158		1226		1056		828		911		385		881		1337		2031		1917		1851		1873		1986		1946		1169		2514		2290		3020		2747		1551		1377		806		715		833		816		556		556		375		156		202		222		230		229		198		154		128		117		116		110		131		93		70		53		96		80		98		45		88		63		116		116		78		71		91		149		193		297		348		486		362		350		1379		1008		597		603		556		341		779		704		966		288		550		779		896		387		520		547		401		358		366		442		353		361		334		446		332		353		344		362		319		259		251		321		261		239		238		277		390		151		260		288		376		303		241		249		265		374		237		325		273		383		289		322		276		302		475		418		499		272		592		535		692		322		441		481		599		448		224		263		220		178		166		218		154		167		191		244		193		167		161		162		151		117		176		298		238		253		217		249		411		226		326		368		586		598		497		424		620		985		539		563		762		908		738		691		727		775		1035		716		923		559		1303		1043		1166		1015		1091		1079		1257		907		917		1151		943		957		771		981		608		510		648		772		610		521		585		500		568		476		432		492		339		493		518		484		720		502		402		623		754		944		575		637		634		774		541		597		510		665		797		624		669		928		1101		1007		810		920		688		1051		888		1201		728		1250		1328		1183		911		1120		660		564		484		671		114
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																																										 		 		 				 				 																																																																								 		 		 																										 																																																																																																																																																																				0.6212		0.90586		0.96528		0.8654333333		0.9868857143		0.9932142857		0.99855		0.99695		0.9971166667		0.918		0.918		0.99242		0.7849		0.83325		0.8613833333		0.5683833333		0.9020714286		0.8321333333		0.98556		0.9913		0.99866		0.99906		0.998		0.98436		0.92014		0.9813		0.97998		0.99836		0.990975		0.9934		0.9951		0.99646		0.97442		0.958775		0.9933		0.9829		0.9721		0.89224		0.850025		0.82624		0.71188		0.56084		0.63468		0.80694		0.7515		0.8629		0.92674		0.98995		0.96776		0.99986		0.99982		1		1		0.9999		1		1		1		1		1		1		0.9922833333		0.9913666667		0.9999166667		1		1		0.9995333333		0.98254		0.99626		0.982375		0.94642		0.94642		0.7899666667		0.89078		0.58452		0.58244		0.64738		0.77295		0.59038		0.72088		0.5325		0.58824		0.5874		0.69936		0.62188		1		0.6214731265		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		1		1		1		1		0.6665180018		1		0.8476095549		0.707881076		1		1		0.9284322877		0.9415859988		0.9777717289		0.9845530689		0.9773282573		1		0.9901869279		0.9841884175		0.9904251887		0.9888900389		0.8557802356		0.7626961109		0.6091489598		0.6688498865		0.6414106865		0.707544667		0.8216312052		0.7577013893		0.6431566136		0.7479020664		1		0.6457896886		0.5570693359		0.6236381		1		1		1		1		1		0		0		0.2036416564		0.2282210283		0.3110971653		0.7267115443		0.8668316276		0.9206922941		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0.5797956771		0.8219019752		0.8257055706		1		1		1		0.8991220541		0.8323147255		0.343923074		0.4506355587		0.5683468302		0.4555993416		0.6434413205		0.8983654508		0.934130468		0.9528440971		0.9359520461		0.9778405995		1		1		0.9692160708		0.9244943721		0.934125921		1		0.9627393684		0.930664581		0.9124220824		0.9302159521		0.9553094053		0.9605228771		0.9216866268		0.9141429093		0.9472329076		0.96059289		0.9451005631		1		1		1		1		1		1		1		0.992432777		0.9980326215		0.9908169201		0.999603398		0.9793201979		0.8733870499		1		0.9801247863		1		1		1		1		1		1		1		1		0.8368621247		0.8104659568		0.7873868793		0.8061244777		0.8388525167		1		1		1		0		1		0		1		1		1		1		1		1		0		0		1		0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0.6766031452		1		1		1		1		1		1		1		1		0.9682745055		0.9692957261		0.9949432695		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0.9657657019		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		1		1		0		0		0		1		1		0		1		1		1		0		1		1		1		0		0		1		1		0		1		1		1		1		0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0.9884334239		1		1		1		1		1		1		0		0		0		1		0		0		0		1		0		0		0		1		1		1		1		0		0		0
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		10/01/17		5452		0:00:00																																																																																																																																																																																																								awt		0:01:16

		10/08/17		6927		0:00:01																																																																																																																																																																																																								sl		84.67%

		10/22/17		7271		0:00:01																																																																																																																																																																																																								aban		4.17%

		11/01/17		11233		0:00:01																																																																																																																																																																																																								att		0:07:35

		11/19/17		6373		0:00:01

		12/24/17		9000		0:00:01

		01/01/18		11216		0:00:01

		11/05/17		11177		0:00:01

		11/26/17		14008		0:00:01

		09/24/17		5865		0:00:01

		10/15/17		7777		0:00:01

		11/12/17		11007		0:00:01

		12/17/17		21368		0:00:01

		05/31/20		2823		0:00:01

		09/17/17		5757		0:00:01

		12/03/17		15434		0:00:01

		12/06/20		8851		0:00:02

		01/07/18		16309		0:00:02

		11/20/16		7801		0:00:03

		09/18/22		2383		0:00:03

		03/05/17		6257		0:00:05

		04/16/17		5155		0:00:05

		03/12/17		6418		0:00:06

		09/30/18		5975		0:00:06

		11/27/16		16288		0:00:06

		11/11/18		8348		0:00:06

		11/04/18		8860		0:00:07

		12/04/16		18182		0:00:08

		10/21/18		7587		0:00:08

		09/25/22		2757		0:00:09

		12/25/16		13185		0:00:09

		12/18/22		3435		0:00:10

		02/26/17		7725		0:00:10

		11/13/16		14686		0:00:11

		05/14/17		5606		0:00:11

		05/07/17		5558		0:00:11

		11/22/20		4358		0:00:11

		11/17/19		8326		0:00:12

		10/28/18		4208		0:00:12

		01/21/18		10110		0:00:12

		06/04/17		4895		0:00:14

		04/23/17		5303		0:00:14

		04/30/17		5149		0:00:16

		11/18/18		5137		0:00:16

		06/11/17		4827		0:00:16

		05/24/20		2601		0:00:17

		06/07/20		3250		0:00:18

		02/12/17		8176		0:00:18

		11/24/19		4673		0:00:19

		12/10/17		21683		0:00:19

		11/13/22		4662		0:00:20

		01/18/15		10246		0:00:20

		11/06/16		13337		0:00:20

		09/03/17		4477		0:00:20

		01/25/15		14350		0:00:21

		12/25/22		3723		0:00:22

		01/14/18		11488		0:00:22

		10/18/15		6530		0:00:22

		05/08/22		1924		0:00:22

		11/27/22		5551		0:00:23

		08/30/15		5342		0:00:24

		03/17/19		6371		0:00:24

		11/15/20		6982		0:00:25

		07/03/22		1690		0:00:26

		11/29/20		9287		0:00:27

		11/10/19		8057		0:00:27

		09/18/16		4744		0:00:28

		02/19/17		6600		0:00:28

		03/03/19		6506		0:00:29

		10/11/15		6722		0:00:29

		05/21/17		5592		0:00:29

		05/15/22		2050		0:00:29

		09/10/17		5705		0:00:29

		02/05/23		2822		0:00:30

		02/12/23		2245		0:00:31

		03/02/14		13027		0:00:31

		07/17/22		2190		0:00:31

		03/19/17		6211		0:00:31

		12/27/20		5081		0:00:31

		03/24/19		6355		0:00:32

		09/11/22		2435		0:00:33

		02/03/19		6683		0:00:34

		06/18/17		5106		0:00:35

		11/03/19		9368		0:00:35

		01/15/23		3557		0:00:35

		09/20/15		6389		0:00:36

		02/24/19		7480		0:00:36

		11/06/22		4265		0:00:36

		07/03/16		3265		0:00:37

		03/10/19		6220		0:00:38

		12/04/22		5560		0:00:41

		07/31/16		3607		0:00:42

		01/01/23		4183		0:00:43

		04/02/17		5941		0:00:43

		04/09/17		5439		0:00:43

		01/03/21		5521		0:00:43

		07/24/16		3898		0:00:44

		03/01/15		10256		0:00:44

		10/04/15		6533		0:00:45

		02/10/19		6546		0:00:45

		08/14/16		3775		0:00:45

		07/10/16		4070		0:00:46

		01/16/22		2816		0:00:46

		05/04/14		8072		0:00:46

		02/01/15		16836		0:00:47

		07/17/16		3844		0:00:47

		06/14/20		3201		0:00:48

		03/08/15		8915		0:00:49

		09/11/16		5112		0:00:49

		02/22/15		12433		0:00:51

		08/07/22		2070		0:00:52

		06/05/22		2059		0:00:54

		12/21/14		8217		0:00:55

		11/01/20		7127		0:00:55

		09/06/15		6160		0:00:56

		03/15/15		9794		0:00:56

		05/01/16		6723		0:00:57

		05/10/20		4364		0:00:57

		10/25/20		5241		0:00:58

		05/25/14		6823		0:00:58

		09/13/15		6815		0:00:58

		10/18/20		4722		0:00:59

		01/08/23		6419		0:00:59

		08/07/16		3666		0:00:59

		02/17/19		6303		0:00:59

		01/10/21		4706		0:01:01

		10/13/19		6958		0:01:01

		09/04/22		2110		0:01:02

		10/30/22		4902		0:01:02

		01/28/18		11305		0:01:02

		01/22/23		3193		0:01:02

		07/10/22		2084		0:01:02

		06/28/15		5986		0:01:03

		04/24/22		2459		0:01:03

		12/13/20		11751		0:01:04

		07/05/20		3327		0:01:05

		06/12/22		1922		0:01:06

		11/08/20		7054		0:01:07

		05/17/20		3824		0:01:08

		01/11/15		14251		0:01:09

		08/16/15		6746		0:01:09

		10/23/16		8942		0:01:10

		06/05/16		5618		0:01:10

		09/23/18		5637		0:01:10

		05/28/17		4791		0:01:11

		03/29/15		9350		0:01:11

		11/01/15		14972		0:01:11

		01/29/23		3568		0:01:11

		11/25/18		12734		0:01:13

		04/24/16		8311		0:01:15

		11/15/15		12721		0:01:16

		05/29/22		1860		0:01:17

		05/01/22		2227		0:01:17

		01/04/15		13685		0:01:17

		08/09/15		7250		0:01:17

		05/18/14		7490		0:01:18

		08/27/17		5947		0:01:18

		11/08/15		11571		0:01:21

		11/22/15		9111		0:01:22

		04/06/14		10454		0:01:23

		08/21/16		4486		0:01:23

		11/21/21		2855		0:01:24

		03/22/15		10648		0:01:24

		06/26/22		2493		0:01:24

		11/20/22		2722		0:01:25

		11/02/14		6305		0:01:26

		08/28/16		5551		0:01:27

		05/22/22		2347		0:01:29

		12/02/18		13398		0:01:30

		01/29/17		22689		0:01:30

		05/03/20		3964		0:01:31

		09/13/20		3224		0:01:32

		03/16/14		19067		0:01:35

		02/23/14		10235		0:01:36

		04/05/15		8223		0:01:38

		07/12/15		6262		0:01:38

		08/16/20		3581		0:01:39

		10/25/15		8217		0:01:40

		10/27/19		8265		0:01:40

		07/12/20		3575		0:01:41

		01/27/19		7344		0:01:42

		10/07/18		6539		0:01:42

		07/19/20		3971		0:01:44

		12/20/20		10457		0:01:46

		05/15/16		6067		0:01:47

		02/06/22		2939		0:01:47

		03/26/17		6577		0:01:49

		07/31/22		2165		0:01:49

		05/11/14		8722		0:01:50

		06/19/22		2092		0:01:50

		01/13/19		10399		0:01:50

		10/23/22		3210		0:01:51

		08/09/20		3539		0:01:51

		09/06/20		2884		0:01:51

		05/03/15		7101		0:01:52

		09/25/16		6439		0:01:52

		09/20/20		3311		0:01:52

		02/04/18		9825		0:01:55

		02/11/18		9825		0:01:55

		06/21/20		3474		0:01:55

		01/31/21		4051		0:01:56

		07/01/20		3073		0:01:59

		07/19/15		7189		0:02:00

		07/05/15		6407		0:02:00

		03/13/22		2729		0:02:03

		08/02/20		3629		0:02:07

		07/02/17		4716		0:02:07

		05/10/15		7072		0:02:07

		04/03/22		2770		0:02:08

		02/23/20		6341		0:02:09

		01/23/22		3736		0:02:10

		08/14/22		2459		0:02:11

		09/04/16		4489		0:02:11

		10/05/14		4600		0:02:11

		11/14/21		5097		0:02:12

		07/26/20		4080		0:02:13

		06/14/15		5898		0:02:14

		01/24/21		4836		0:02:17

		03/06/22		3037		0:02:18

		01/20/19		6904		0:02:18

		11/09/14		8149		0:02:18

		04/10/22		2842		0:02:20

		01/17/21		4528		0:02:21

		08/21/22		2663		0:02:21

		10/02/22		2574		0:02:21

		04/17/16		8612		0:02:22

		06/25/17		6142		0:02:22

		02/25/18		9763		0:02:23

		04/26/20		5222		0:02:23

		12/19/21		2767		0:02:26

		02/16/14		7578		0:02:26

		01/12/20		7189		0:02:27

		09/29/19		5364		0:02:28

		05/08/16		6953		0:02:29

		12/16/18		9625		0:02:29

		12/01/19		12518		0:02:30

		03/08/20		5414		0:02:34

		06/01/14		6646		0:02:35

		02/08/15		31746		0:02:36

		02/13/22		3054		0:02:38

		09/12/21		2969		0:02:38

		11/23/14		10874		0:02:39

		10/12/14		4304		0:02:39

		04/12/15		9081		0:02:41

		06/21/15		6234		0:02:42

		08/23/20		3961		0:02:43

		08/30/20		3906		0:02:44

		04/17/22		2889		0:02:46

		09/27/15		7581		0:02:47

		03/27/22		3189		0:02:49

		08/20/17		5320		0:02:50

		04/19/15		11345		0:02:51

		10/02/16		6108		0:02:51

		09/27/20		4115		0:02:53

		03/20/22		2856		0:02:54

		05/17/15		7176		0:02:55

		02/07/21		3609		0:02:55

		10/16/16		7337		0:02:58

		05/31/15		6890		0:02:58

		01/15/17		14005		0:02:59

		10/14/18		9301		0:03:00

		10/06/19		5460		0:03:01

		07/26/15		8682		0:03:03

		10/09/22		3876		0:03:09

		07/24/22		2500		0:03:11

		02/09/20		6182		0:03:12

		02/05/17		17972		0:03:16

		08/06/17		5815		0:03:17

		04/14/19		6740		0:03:17

		09/22/19		4866		0:03:19

		03/01/20		5800		0:03:19

		02/15/15		22570		0:03:21

		07/09/17		6373		0:03:24

		01/08/17		17536		0:03:30

		02/18/18		8332		0:03:30

		01/06/19		16107		0:03:33

		02/02/20		6335		0:03:34

		01/09/22		7361		0:03:36

		12/11/22		8645		0:03:38

		12/05/21		6309		0:03:38

		04/04/21		2979		0:03:45

		04/11/21		2905		0:03:46

		12/08/19		12147		0:03:48

		05/22/16		6712		0:03:48

		06/07/15		6838		0:03:49

		01/01/17		13084		0:03:50

		01/17/16		14305		0:03:50

		09/28/14		5121		0:03:51

		03/07/21		3472		0:03:51

		01/05/20		8390		0:03:51

		03/15/20		5353		0:03:52

		04/27/14		10569		0:03:53

		05/29/16		5791		0:03:54

		06/12/16		6632		0:03:54

		05/24/15		7096		0:03:56

		11/16/14		24189		0:03:57

		10/16/22		3491		0:03:59

		04/03/16		9552		0:04:01

		11/28/21		6880		0:04:01

		04/26/15		11536		0:04:07

		03/27/16		10915		0:04:07

		12/26/21		4149		0:04:10

		03/28/21		3312		0:04:12

		08/13/17		6000		0:04:17

		09/16/18		6015		0:04:17

		06/06/21		2734		0:04:17

		01/02/22		5795		0:04:18

		12/11/16		27234		0:04:21

		12/18/16		27234		0:04:21

		03/14/21		3407		0:04:22

		02/27/22		3329		0:04:23

		03/25/18		7384		0:04:27

		10/11/20		5673		0:04:28

		02/14/16		10154		0:04:34

		02/07/16		10345		0:04:50

		10/26/13		4423		0:04:53

		10/04/20		4164		0:04:55

		11/29/15		21804		0:04:56

		04/10/16		9690		0:04:57

		01/31/16		17095		0:04:58

		02/16/20		5393		0:05:00

		04/18/21		2931		0:05:01

		10/20/19		6808		0:05:01

		07/16/17		6371		0:05:03

		04/07/19		6312		0:05:05

		03/21/21		3432		0:05:06

		06/19/16		6509		0:05:06

		07/08/18		5376		0:05:07

		12/23/18		8042		0:05:09

		04/21/19		6201		0:05:09

		10/24/21		4084		0:05:12

		05/12/19		5364		0:05:13

		05/19/19		5406		0:05:14

		10/03/21		2756		0:05:17

		08/28/22		2962		0:05:20

		07/15/18		5219		0:05:28

		10/19/14		5089		0:05:28

		03/06/16		11539		0:05:30

		09/21/14		5065		0:05:33

		10/31/21		6013		0:05:33

		12/28/14		23150		0:05:35

		08/02/15		7189		0:05:35

		07/01/18		4077		0:05:36

		01/30/22		3801		0:05:38

		05/06/18		4999		0:05:38

		05/20/18		5159.3086236337		0:05:40

		02/14/21		4034		0:05:43

		07/23/17		6450		0:05:43

		11/07/21		4969		0:05:45

		10/26/14		3804		0:05:46

		08/15/21		3109		0:05:50

		11/30/14		23406		0:05:51

		10/01/13		4043		0:05:57

		06/08/14		5481		0:06:01

		07/30/17		6627		0:06:02

		03/31/19		6242		0:06:03

		04/13/14		12830		0:06:11

		09/19/21		2802		0:06:15

		06/26/16		6675		0:06:16

		08/08/21		3026		0:06:20

		03/20/16		10491		0:06:24

		01/24/16		24967		0:06:25

		01/22/17		20676		0:06:25

		03/30/14		39271		0:06:28

		12/29/19		7801		0:06:30

		03/18/18		8051		0:06:32

		06/13/21		3145		0:06:35

		09/15/19		4870		0:06:36

		01/01/19		2350		0:06:36

		06/24/18		5136		0:06:40

		06/10/18		4802.5099215808		0:06:41

		06/17/18		5149.4777927322		0:06:45

		10/30/16		22143		0:06:45

		05/13/18		5210		0:06:49

		05/27/18		4702.2218878405		0:06:50

		01/26/20		7592		0:06:52

		03/09/14		20776		0:06:56

		02/20/22		2935		0:06:57

		04/08/18		7153		0:07:01

		07/22/18		5328		0:07:03

		12/09/18		26632		0:07:07

		03/13/16		11380		0:07:16

		06/20/21		3240		0:07:21

		02/28/21		3912		0:07:36

		02/21/16		13690		0:07:42

		07/29/18		5793		0:07:42

		03/04/18		8771		0:07:43

		03/11/18		8633		0:07:43

		08/05/18		5253		0:07:44

		09/07/14		5186		0:07:47

		04/22/18		6165		0:07:47

		08/22/21		3202		0:07:49

		04/01/18		6922		0:07:50

		06/03/18		5141.6278282278		0:08:01

		04/29/18		5786		0:08:02

		12/15/19		15182		0:08:07

		08/19/18		5847		0:08:33

		06/02/19		5170		0:08:35

		06/27/21		3721		0:08:35

		12/14/14		35598		0:08:39

		01/10/16		21543		0:08:42

		12/13/15		26061		0:08:43

		01/03/16		22854		0:08:44

		04/15/18		6887		0:08:50

		10/10/21		3212		0:08:50

		12/07/14		11665		0:08:54

		04/28/19		6499		0:08:57

		08/12/18		5809		0:09:03

		03/23/14		43201		0:09:08

		04/25/21		3401		0:09:11

		01/19/20		6802		0:09:18

		12/06/15		26041		0:09:30

		07/18/21		3132		0:09:33

		08/29/21		3452		0:09:40

		10/05/13		9928		0:09:41

		04/05/20		6700		0:09:44

		09/05/21		2540		0:09:49

		05/26/19		4949		0:09:57

		09/14/14		5449		0:10:01

		02/21/21		4180		0:10:01

		02/28/16		16094		0:10:08

		12/20/15		15040		0:10:16

		05/05/19		5453		0:10:29

		05/30/21		2637		0:10:43

		06/09/19		4989		0:10:47

		04/12/20		8549		0:11:29

		10/17/21		4433		0:11:34

		08/01/21		3247		0:11:34

		05/23/21		3749		0:11:44

		08/11/19		5509		0:11:47

		08/26/18		6694		0:11:50

		06/30/19		4101		0:11:55

		07/07/19		5089		0:12:03

		07/14/19		4771		0:12:03

		02/02/14		8514		0:12:06

		08/31/14		4711		0:12:09

		07/06/14		5532		0:12:12

		02/09/14		10190		0:12:16

		05/09/21		4579		0:12:27

		07/25/21		3602		0:12:29

		10/19/13		6898		0:12:30

		04/20/14		35588		0:12:40

		09/26/21		3109		0:13:10

		07/21/19		4907		0:13:26

		05/16/21		4220		0:13:30

		06/16/19		5348		0:13:42

		10/09/16		7893		0:14:01

		06/29/14		4542		0:14:24

		11/02/13		7718		0:14:33

		10/12/13		7242		0:15:19

		06/23/19		5770		0:15:29

		07/28/19		5538		0:15:31

		08/04/19		5037		0:15:36

		06/15/14		4963		0:15:37

		07/04/21		3111		0:15:47

		12/22/19		7803		0:16:09

		06/22/14		5642		0:16:25

		12/12/21		9913		0:16:33

		04/19/20		9838		0:16:54

		08/18/19		5371		0:17:15

		03/29/20		8435		0:17:23

		09/02/18		5321		0:17:27

		08/24/14		7771		0:17:32

		07/20/14		5851		0:17:52

		07/13/14		6114		0:18:14

		07/11/21		4787		0:18:20

		01/19/14		8295		0:18:29

		09/09/18		6443		0:18:42

		03/22/20		9447		0:19:45

		09/08/19		5241		0:19:46

		05/02/21		6131		0:20:45

		01/26/14		9333		0:21:34

		08/03/14		5832		0:22:44

		11/09/13		7750		0:24:50

		09/01/19		4834		0:25:28

		08/25/19		6081		0:27:19

		08/10/14		6889		0:28:28

		08/17/14		7725		0:28:52

		11/23/13		6262		0:29:20

		11/16/13		9501		0:31:03

		07/27/14		3322		0:32:54

		12/27/15		47829		0:32:59

		01/12/14		12343		0:43:21

		12/07/13		12809		0:48:51

		11/30/13		12893		0:49:26

		12/21/13		17673		0:58:19

		12/28/13		16994		1:02:44

		01/05/14		15713		1:08:19

		12/14/13		17516		1:10:23

		08/23/15		6705





MNsure Contact Center ASA Jan 1, 2014 - Dec 9, 2014 

Average Speed of Answer (hh:mm:ss)	

41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	4.744405864197531E-2	3.011381172839506E-2	1.2841435185185185E-2	1.4979745370370371E-2	8.4027777777777781E-3	8.5262345679012353E-3	1.6956018518518518E-3	1.120756172839506E-3	3.6072530864197531E-4	4.8186728395061733E-3	1.1053240740740739E-3	6.3442460317460316E-3	4.4973544973544981E-3	9.6064814814814808E-4	4.2939814814814811E-3	8.8020833333333336E-3	2.7025462962962962E-3	5.3626543209876548E-4	1.273148148148148E-3	9.0740740740740734E-4	6.7592592592592596E-4	1.8036265432098766E-3	4.185185185185185E-3	1.0847222222222223E-2	1.1409722222222222E-2	1.0002893518518519E-2	8.4745370370370374E-3	1.2664351851851852E-2	1.2413194444444442E-2	2.2847222222222224E-2	1.5796296296296294E-2	1.9768518518518519E-2	2.0046296296296298E-2	1.2178240740740739E-2	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	

MNsure Contact Center Call Volume/Average Speed of Answer 

Aug 1, 2015 - Jan 10, 2016

Calls Received (MNsure)	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	Average Speed of Answer (hh:mm:ss)	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	0	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	7.1319444444444451E-3	2.2905092592592591E-2	6.0697751322751322E-3	6.0416666666666657E-3	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center ASA Jan 1, 2014 - Dec 9, 2014 

Average Speed of Answer (hh:mm:ss)	

41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	4.744405864197531E-2	3.011381172839506E-2	1.2841435185185185E-2	1.4979745370370371E-2	8.4027777777777781E-3	8.5262345679012353E-3	1.6956018518518518E-3	1.120756172839506E-3	3.6072530864197531E-4	4.8186728395061733E-3	1.1053240740740739E-3	6.3442460317460316E-3	4.4973544973544981E-3	9.6064814814814808E-4	4.2939814814814811E-3	8.8020833333333336E-3	2.7025462962962962E-3	5.3626543209876548E-4	1.273148148148148E-3	9.0740740740740734E-4	6.7592592592592596E-4	1.8036265432098766E-3	4.185185185185185E-3	1.0847222222222223E-2	1.1409722222222222E-2	1.0002893518518519E-2	8.4745370370370374E-3	1.2664351851851852E-2	1.2413194444444442E-2	2.2847222222222224E-2	1.5796296296296294E-2	1.9768518518518519E-2	2.0046296296296298E-2	1.2178240740740739E-2	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	

Call Center Resolution and Talk Time Jan 1, 2014 - Dec 9, 2014 



Talk Time (Avg)	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	8.2118055555555555E-3	7.6388888888888886E-3	6.5432098765432099E-3	6.016589506172839E-3	6.0937500000000011E-3	5.9567901234567899E-3	5.6250000000000007E-3	5.7773919753086427E-3	5.6809413580246907E-3	6.1207561728395055E-3	5.516975308641976E-3	5.6233465608465606E-3	5.4183201058201061E-3	4.9382716049382715E-3	5.152391975308643E-3	5.923996913580247E-3	4.6527777777777774E-3	4.6238425925925926E-3	4.3962191358024689E-3	4.1967592592592595E-3	4.2268518518518514E-3	4.4675925925925924E-3	4.8912037037037032E-3	5.564814814814815E-3	5.3958333333333332E-3	5.7233796296296295E-3	5.5856481481481477E-3	5.7476851851851847E-3	5.9490740740740736E-3	6.8402777777777776E-3	5.7129629629629631E-3	5.680555555555555E-3	5.5416666666666661E-3	5.37037037037037E-3	5.1099537037037034E-3	4.7870370370370367E-3	5.5138888888888894E-3	5.5555555555555549E-3	5.4021990740740749E-3	5.0624999999999993E-3	4.9560185185185185E-3	5.0624999999999993E-3	4.6373456790123448E-3	4.9328703703703704E-3	4.9807098765432102E-3	5.8234126984127001E-3	5.9421296296296288E-3	6.3376322751322756E-3	6.0956790123456797E-3	Call Handle Time (Avg)	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	1.0376157407407409E-2	9.349922839506173E-3	8.1500771604938269E-3	7.5752314814814814E-3	7.5829475308641968E-3	7.7334104938271602E-3	7.4691358024691372E-3	7.5077160493827169E-3	7.073688271604938E-3	7.6350308641975314E-3	7.1489197530864197E-3	7.0734126984126977E-3	6.4169973544973549E-3	6.4602623456790137E-3	6.6917438271604937E-3	7.5308641975308649E-3	6.2557870370370363E-3	6.1149691358024687E-3	5.9027777777777776E-3	5.7129629629629631E-3	5.6666666666666671E-3	5.8043981481481488E-3	5.4884259259259261E-3	6.7986111111111112E-3	6.3541666666666659E-3	6.8431712962962968E-3	6.6458333333333326E-3	6.8032407407407416E-3	6.6967592592592582E-3	7.7719907407407408E-3	6.6527777777777783E-3	6.7245370370370358E-3	6.4189814814814812E-3	6.2407407407407411E-3	6.1111111111111114E-3	5.6712962962962967E-3	6.6898148148148134E-3	6.9351851851851849E-3	6.7322530864197538E-3	6.340277777777778E-3	6.1643518518518514E-3	6.0925925925925922E-3	5.7638888888888887E-3	5.8703703703703704E-3	5.679012345679013E-3	6.6369047619047614E-3	7.0671296296296298E-3	7.4388227513227517E-3	8.3564814814814821E-3	Time (hh:mm:ss)





MNsure Contact Center Call Volume/ASA Aug 31, 2014 - Dec  15,2014 

Calls Received (MNsure)	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	4711	5186	5449	5065	5121	4600	4304	5089	3804	6305	8149	24189	10874	23406	11665	35598	Average Speed of Answer (hh:mm:ss)	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	6.0152116402116401E-3	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Wait Time 

Nov 1, 2015 - Nov 2, 2015 

Calls Received (MNsure)	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	23150	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	Average Speed of Answer (hh:mm:ss)	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	0	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Average Speed of Answer 

Jan 1, 2015 - Dec 16, 2015 

Calls Received (MNsure)	42005	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	2765	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	11571	12721	9111	21804	26041	26061	Average Speed of Answer (hh:mm:ss)	42005	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	4.224537037037037E-4	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	0	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Average Speed of Answer 

Nov. 1, 2015 - Jun. 30, 2016 

Calls Received (MNsure)	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	14305	24967	17095	10345	10154	13690	16094	11539	11380	10491	10915	9552	9690	8612	8311	6723	6953	6067	6712	5791	5618	6632	6509	6675	Average Speed of Answer (hh:mm:ss)	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	7.1319444444444451E-3	2.2905092592592591E-2	6.0697751322751322E-3	6.0416666666666657E-3	2.670304232804233E-3	4.4593253968253973E-3	3.4529320987654322E-3	3.363425925925926E-3	3.1712962962962966E-3	5.347222222222222E-3	7.0462962962962962E-3	3.8263888888888887E-3	5.0509259259259257E-3	4.4537037037037045E-3	2.8657407407407407E-3	2.7939814814814815E-3	3.4375000000000005E-3	1.6435185185185185E-3	8.7037037037037031E-4	6.5972222222222235E-4	1.7291666666666664E-3	1.2407407407407406E-3	2.6458333333333334E-3	2.7083333333333334E-3	8.1481481481481476E-4	2.7106481481481482E-3	3.5462962962962961E-3	4.3547453703703699E-3	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Service Level

January 1, 2017 - December 31st, 2017





Calls Received (MNsure)	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43100	13084	17536	14005	20676	22689	17972	8176	6600	7725	6257	6418	6211	6577	5941	5439	5155	5303	5149	5558	5606	5592	4791	4895	4827	5106	6142	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	Service Level 	42463	42470	42477	42484	42491	42498	42505	42512	42519	0.59004000000000001	0.68369999999999997	0.70506666666666662	0.41476666666666667	0.85558571428571439	0.7322333333333334	0.97395999999999994	0.98357499999999998	0.99570000000000003	0.99906000000000006	0.998	0.97457999999999989	0.83922000000000008	0.95668000000000009	0.94486000000000003	0.99639999999999984	0.98410000000000009	0.98614000000000002	0.99414000000000002	0.99358000000000002	0.9623799999999999	0.90454999999999997	0.98348000000000013	0.98217999999999994	0.94887999999999995	0.77363999999999999	0.7758250000000001	0.67591999999999997	0.52659999999999996	0.33634000000000003	0.51556000000000002	0.68579999999999997	0.66998000000000002	0.72472000000000003	0.87800000000000011	0.99067499999999997	0.95887999999999995	0.99874000000000007	0.99982000000000004	1	1	0.99990000000000001	1	1	1	1	1	1	0.99781666666666669	0.96481666666666677	0.99991666666666668	1	1	









MNsure Contact Center Call Volume/Service Level

July 1, 2017 - Jan 7, 2018





Calls Received (MNsure)	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43100	43107	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	16309	Service Level 	42463	42470	42477	42484	42491	42498	42505	42512	42519	0.7758250000000001	0.67591999999999997	0.52659999999999996	0.33634000000000003	0.51556000000000002	0.68579999999999997	0.66998000000000002	0.72472000000000003	0.87800000000000011	0.99067499999999997	0.95887999999999995	0.99874000000000007	0.99982000000000004	1	1	0.99990000000000001	1	1	1	1	1	1	0.99781666666666669	0.96481666666666677	0.99991666666666668	1	1	0.99953333333333338	









MNsure Contact Center Performance

January 1- November 10, 2019



Calls Received (MNsure)	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	2058	15020.467006677532	9971.5450049455976	6549	7067	6562	6444	6118	7369	6438	6110	6308	6288.1769911504425	5521.7876324969111	5700.1770418978358	6195.4467721911578	5481.2480227583892	5506.1282683064146	4525.0475695738878	4794.9025560507189	4826.1604076646008	4123.9884036789354	4437.6458488286844	4167.6302368253582	4189.0532390464014	4375.5119675693077	3303.1214129092809	4087.2529495570943	3885.7636404125374	3805.4353820857614	4206.2633852019335	3747.5903966001315	3441.1797564394174	3643.5314403407297	3884.033027932232	2899.6917173144875	3561.2081284524629	4262.0036573583693	4536.2718303656902	5072.6408163265305	5031	6658	6168.7894140216249	7689	9200	7970	Average Speed of Answer (hh:mm:ss)	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	4.5891822337400566E-3	2.4761130501034997E-3	1.2832035837089129E-3	1.6042795830238821E-3	1.1832388668272125E-3	3.9928569850913994E-4	5.264658497826744E-4	6.9211966306503077E-4	4.2232897538914134E-4	3.3585535913550652E-4	4.4713727403944816E-4	2.8779411844323359E-4	3.8156863192248438E-4	4.2060024341912267E-3	3.5339835247442551E-3	2.2916261301531306E-3	3.5872165605353051E-3	6.2181998024930388E-3	7.281166697810937E-3	3.6245561598414792E-3	3.6409641343611845E-3	6.9150903267124249E-3	5.9617553313157092E-3	7.4909707950416224E-3	9.5197540907428733E-3	1.0754357112611513E-2	8.2801475122319633E-3	8.3695453616147442E-3	8.3733947419167114E-3	9.3294558982751612E-3	1.077709181302192E-2	1.0839861328231223E-2	8.1920399453138653E-3	1.1981579832021453E-2	1.8969908877885681E-2	1.7696704493950784E-2	1.3732386135872035E-2	4.5858937168566441E-3	2.3076942786113006E-3	1.7226314468817131E-3	2.1008666452569475E-3	7.1332650466675036E-4	3.4953121390836283E-3	1.1655349187086738E-3	4.060310310310311E-4	3.2109832520847887E-4	Handle Time (Avg)	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	5.9568287037037029E-3	6.6926269062555213E-3	6.2887895907633813E-3	6.1139756944444444E-3	6.6140277777777768E-3	6.5904166666666663E-3	6.4212731481481473E-3	6.2891493055555556E-3	6.2619212962962967E-3	6.6014583333333333E-3	6.3110185185185188E-3	6.4199074074074072E-3	6.2304767527500745E-3	7.6683634600785405E-3	7.7477181978913828E-3	7.2398787287854677E-3	7.103910375875452E-3	6.0956529662317214E-3	8.4087160734164397E-3	8.2846725396126374E-3	7.6031926184123438E-3	8.4810844957391926E-3	8.3320233377742053E-3	9.7414560541581284E-3	9.4267514027745487E-3	9.6136467402976721E-3	9.0411789580610753E-3	8.869699502883124E-3	9.443131176667955E-3	9.3332176120572586E-3	9.1967464174261861E-3	9.2172304339491196E-3	8.1798608196718466E-3	8.5643562416657659E-3	9.0643769133926418E-3	9.1219113917655765E-3	1.0006252497094711E-2	9.0746221921105159E-3	7.7028308181156298E-3	7.207505234323619E-3	6.9960185185185195E-3	6.1099537037037042E-3	7.3738540714886665E-3	6.8570794753086417E-3	6.474402006172838E-3	6.8585455246913578E-3	









Call Center Resolution and Talk Time Jan 1, 2014 - Dec 9, 2014 



Talk Time (Avg)	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	8.2118055555555555E-3	7.6388888888888886E-3	6.5432098765432099E-3	6.016589506172839E-3	6.0937500000000011E-3	5.9567901234567899E-3	5.6250000000000007E-3	5.7773919753086427E-3	5.6809413580246907E-3	6.1207561728395055E-3	5.516975308641976E-3	5.6233465608465606E-3	5.4183201058201061E-3	4.9382716049382715E-3	5.152391975308643E-3	5.923996913580247E-3	4.6527777777777774E-3	4.6238425925925926E-3	4.3962191358024689E-3	4.1967592592592595E-3	4.2268518518518514E-3	4.4675925925925924E-3	4.8912037037037032E-3	5.564814814814815E-3	5.3958333333333332E-3	5.7233796296296295E-3	5.5856481481481477E-3	5.7476851851851847E-3	5.9490740740740736E-3	6.8402777777777776E-3	5.7129629629629631E-3	5.680555555555555E-3	5.5416666666666661E-3	5.37037037037037E-3	5.1099537037037034E-3	4.7870370370370367E-3	5.5138888888888894E-3	5.5555555555555549E-3	5.4021990740740749E-3	5.0624999999999993E-3	4.9560185185185185E-3	5.0624999999999993E-3	4.6373456790123448E-3	4.9328703703703704E-3	4.9807098765432102E-3	5.8234126984127001E-3	5.9421296296296288E-3	6.3376322751322756E-3	6.0956790123456797E-3	Call Handle Time (Avg)	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	1.0376157407407409E-2	9.349922839506173E-3	8.1500771604938269E-3	7.5752314814814814E-3	7.5829475308641968E-3	7.7334104938271602E-3	7.4691358024691372E-3	7.5077160493827169E-3	7.073688271604938E-3	7.6350308641975314E-3	7.1489197530864197E-3	7.0734126984126977E-3	6.4169973544973549E-3	6.4602623456790137E-3	6.6917438271604937E-3	7.5308641975308649E-3	6.2557870370370363E-3	6.1149691358024687E-3	5.9027777777777776E-3	5.7129629629629631E-3	5.6666666666666671E-3	5.8043981481481488E-3	5.4884259259259261E-3	6.7986111111111112E-3	6.3541666666666659E-3	6.8431712962962968E-3	6.6458333333333326E-3	6.8032407407407416E-3	6.6967592592592582E-3	7.7719907407407408E-3	6.6527777777777783E-3	6.7245370370370358E-3	6.4189814814814812E-3	6.2407407407407411E-3	6.1111111111111114E-3	5.6712962962962967E-3	6.6898148148148134E-3	6.9351851851851849E-3	6.7322530864197538E-3	6.340277777777778E-3	6.1643518518518514E-3	6.0925925925925922E-3	5.7638888888888887E-3	5.8703703703703704E-3	5.679012345679013E-3	6.6369047619047614E-3	7.0671296296296298E-3	7.4388227513227517E-3	8.3564814814814821E-3	Time (hh:mm:ss)





MNsure Weekly Contact Center Calls Received/ASA (Average Speed to Answer)



Calls Received (MNsure)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	43828	43835	43842	43849	43856	43863	43870	43877	43884	43891	43898	43905	43912	43919	43926	43933	43940	43947	43954	43961	43968	43975	43982	43989	43996	44003	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	44563	44570	44577	44584	44591	44598	44605	44612	44619	44626	44633	44640	44647	44654	44661	44668	44675	44682	44689	44696	44703	44710	44717	44724	44731	44738	44745	44752	44759	44766	44773	44780	44787	44794	44801	44808	44815	44822	44829	44836	44843	44850	44857	44866	44871	44878	44885	44892	44899	44906	44913	44920	44927	44934	44941	44948	44955	44962	44969	44976	44983	44990	44997	45004	45011	45018	45025	45032	45039	45046	45053	45060	45067	45074	45081	45088	45095	45102	45109	45116	45123	45130	45137	45144	45151	45158	45165	45172	45179	45186	45193	45200	45207	45214	45221	45228	45235	45242	45249	45256	45263	45270	45277	45284	45291	45298	45305	45312	45319	45326	45333	45340	45347	45354	45361	45368	45375	45382	45389	45396	45403	45410	45417	45424	45431	45438	45445	45452	45459	45466	45473	45480	45487	45494	45501	45508	45515	45522	45529	45536	45543	45550	45557	45564	45571	45578	45585	45592	45599	45606	45613	45620	45627	45634	45641	45648	45655	45662	45669	4043	9928	7242	6898	4423	7718	7750	9501	6262	12893	12809	17516	17673	16994	15713	12343	8295	9333	8514	10190	7578	10235	13027	20776	19067	43201	39271	10454	12830	35588	10569	8072	8722	7490	6823	6646	5481	4963	5642	4542	5532	6114	5851	3322	5832	6889	7725	7771	4711	5186	5449	5065	5121	4600	4304	5089	3804	6305	8149	24189	10874	23406	11665	35598	8217	23150	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	14305	24967	17095	10345	10154	13690	16094	11539	11380	10491	10915	9552	9690	8612	8311	6723	6953	6067	6712	5791	5618	6632	6509	6675	3265	4070	3844	3898	3607	3666	3775	4486	5551	4489	5112	4744	6439	6108	7893	7337	8942	22143	13337	14686	7801	16288	18182	27234	27234	13185	13084	17536	14005	20676	22689	17972	8176	6600	7725	6257	6418	6211	6577	5941	5439	5155	5303	5149	5558	5606	5592	4791	4895	4827	5106	6142	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	16309	11488	10110	11305	9825	9825	8332	9763	8771	8633	8051	7384	6922	7153	6887	6165	5786	4999	5210	5159.308623633724	4702.2218878404692	5141.6278282278436	4802.5099215808059	5149.4777927321666	5136	4077	5376	5219	5328	5793	5253	5809	5847	6694	5321	6443	6015	5637	5975	6539	9301	7587	4208	8860	8348	5137	12734	13398	26632	9625	8042	2350	16107	10399	6904	7344	6683	6546	6303	7480	6506	6220	6371	6355	6242	6312	6740	6201	6499	5453	5364	5406	4949	5170	4989	5348	5770	4101	5089	4771	4907	5538	5037	5509	5371	6081	4834	5241	4870	4866	5364	5460	6958	6808	8265	9368	8057	8326	4673	12518	12147	15182	7803	7801	8390	7189	6802	7592	6335	6182	5393	6341	5800	5414	5353	9447	8435	6700	8549	9838	5222	3964	4364	3824	2601	2823	3250	3201	3474	3073	3327	3575	3971	4080	3629	3539	3581	3961	3906	2884	3224	3311	4115	4164	5673	4722	5241	7127	7054	6982	4358	9287	8851	11751	10457	5081	5521	4706	4528	4836	4051	3609	4034	4180	3912	3472	3407	3432	3312	2979	2905	2931	3401	6131	4579	4220	3749	2637	2734	3145	3240	3721	3111	4787	3132	3602	3247	3026	3109	3202	3452	2540	2969	2802	3109	2756	3212	4433	4084	6013	4969	5097	2855	6880	6309	9913	2767	4149	5795	7361	2816	3736	3801	2939	3054	2935	3329	3037	2729	2856	3189	2770	2842	2889	2459	2227	1924	2050	2347	1860	2059	1922	2092	2493	1690	2084	2190	2500	2165	2070	2459	2663	2962	2110	2435	2383	2757	2574	3876	3491	3210	4902	4265	4662	2722	5551	5560	8645	3435	3723	4183	6419	3557	3193	3568	2822	2770	2512	2994	2429	2450	2527	2914	2517	2405	2657	2602	2281	1951	2379	2748	2439	2394	2466	2372	3507	2079	2813	2932	3182	3422	2950	3375	3588	4141	2780	2836	3813	4182	3634	4748	5125	4828	6392	5535	7063	4142	8845	8900	13894	5347	5347	6215	8597	4942	5342	6705	5007	4628	4371	5987	5034	4474	4785	5384	4870	4420	4469	4348	5185	3823	3668	3990	3961	3980	3486	3425	4188	2812	3181	3646	3868	4253	3730	3791	3687	4039	3214	3680	3728	3966	4026	3279	3744	5464	6417	7894	7124	7754	4260	10044	10806	12898	3616	7891	9781	12379	Average Speed of To Answer	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	43828	43835	43842	43849	43856	43863	43870	43877	43884	43891	43898	43905	43912	43919	43926	43933	43940	43947	43954	43961	43968	43975	43982	43989	43996	44003	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	44563	44570	44577	44584	44591	44598	44605	44612	44619	44626	44633	44640	44647	44654	44661	44668	44675	44682	44689	44696	44703	44710	44717	44724	44731	44738	44745	44752	44759	44766	44773	44780	44787	44794	44801	44808	44815	44822	44829	44836	44843	44850	44857	44866	44871	44878	44885	44892	44899	44906	44913	44920	44927	44934	44941	44948	44955	44962	44969	44976	44983	44990	44997	45004	45011	45018	45025	45032	45039	45046	45053	45060	45067	45074	45081	45088	45095	45102	45109	45116	45123	45130	45137	45144	45151	45158	45165	45172	45179	45186	45193	45200	45207	45214	45221	45228	45235	45242	45249	45256	45263	45270	45277	45284	45291	45298	45305	45312	45319	45326	45333	45340	45347	45354	45361	45368	45375	45382	45389	45396	45403	45410	45417	45424	45431	45438	45445	45452	45459	45466	45473	45480	45487	45494	45501	45508	45515	45522	45529	45536	45543	45550	45557	45564	45571	45578	45585	45592	45599	45606	45613	45620	45627	45634	45641	45648	45655	45662	45669	4.1319444444444442E-3	6.7245370370370367E-3	1.0636574074074074E-2	8.6805555555555559E-3	3.3912037037037036E-3	1.0104166666666668E-2	1.725462962962963E-2	2.156442901234568E-2	2.0373263888888892E-2	3.4332561728395064E-2	3.3927469135802468E-2	4.8883101851851851E-2	4.050231481481481E-2	4.3564814814814813E-2	4.744405864197531E-2	3.011381172839506E-2	1.2841435185185185E-2	1.4979745370370371E-2	8.4027777777777781E-3	8.5262345679012353E-3	1.6956018518518518E-3	1.120756172839506E-3	3.6072530864197531E-4	4.8186728395061733E-3	1.1053240740740739E-3	6.3442460317460316E-3	4.4973544973544981E-3	9.6064814814814808E-4	4.2939814814814811E-3	8.8020833333333336E-3	2.7025462962962962E-3	5.3626543209876548E-4	1.273148148148148E-3	9.0740740740740734E-4	6.7592592592592596E-4	1.8036265432098766E-3	4.185185185185185E-3	1.0847222222222223E-2	1.1409722222222222E-2	1.0002893518518519E-2	8.4745370370370374E-3	1.2664351851851852E-2	1.2413194444444442E-2	2.2847222222222224E-2	1.5796296296296294E-2	1.9768518518518519E-2	2.0046296296296298E-2	1.2178240740740739E-2	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	6.0152116402116401E-3	6.3850308641975309E-4	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	7.1319444444444451E-3	2.2905092592592591E-2	6.0697751322751322E-3	6.0416666666666657E-3	2.670304232804233E-3	4.4593253968253973E-3	3.4529320987654322E-3	3.363425925925926E-3	3.1712962962962966E-3	5.347222222222222E-3	7.0462962962962962E-3	3.8263888888888887E-3	5.0509259259259257E-3	4.4537037037037045E-3	2.8657407407407407E-3	2.7939814814814815E-3	3.4375000000000005E-3	1.6435185185185185E-3	8.7037037037037031E-4	6.5972222222222235E-4	1.7291666666666664E-3	1.2407407407407406E-3	2.6458333333333334E-3	2.7083333333333334E-3	8.1481481481481476E-4	2.7106481481481482E-3	3.5462962962962961E-3	4.3547453703703699E-3	4.3692129629629625E-4	5.3240740740740744E-4	5.5324074074074075E-4	5.0925925925925921E-4	4.930555555555555E-4	6.8750000000000007E-4	5.2777777777777784E-4	9.6990740740740718E-4	1.0138888888888888E-3	1.5219907407407409E-3	5.7407407407407407E-4	3.2407407407407406E-4	1.3009259259259259E-3	1.9861111111111112E-3	9.7430555555555569E-3	2.0625000000000005E-3	8.1018518518518527E-4	4.6932870370370375E-3	2.3974867724867722E-4	1.2896825396825395E-4	3.7615740740740737E-5	7.7160493827160492E-5	9.4521604938271593E-5	3.0307539682539676E-3	3.0307539682539676E-3	1.1111111111111112E-4	2.6666666666666666E-3	2.4305555555555556E-3	2.0775462962962961E-3	4.4637345679012343E-3	1.0515873015873015E-3	2.2743055555555559E-3	2.1527777777777772E-4	3.2793209876543216E-4	1.2037037037037037E-4	5.7870370370370366E-5	7.4074074074074087E-5	3.657407407407408E-4	1.2685185185185184E-3	5.0000000000000012E-4	5.0462962962962961E-4	5.7870370370370366E-5	1.7129629629629629E-4	1.875E-4	1.2962962962962963E-4	1.2962962962962963E-4	3.3796296296296298E-4	8.2175925925925917E-4	1.6666666666666666E-4	1.9212962962962963E-4	4.0509259259259258E-4	1.6481481481481482E-3	1.4728009259259258E-3	2.3634259259259259E-3	3.5162037037037032E-3	3.9768518518518521E-3	4.1990740740740747E-3	2.2847222222222223E-3	2.9814814814814812E-3	1.9699074074074072E-3	9.0972222222222214E-4	2.4016203703703705E-4	3.4027777777777778E-4	1.8518518518518518E-5	1.388888888888889E-5	9.2592592592592591E-6	1.1574074074074073E-5	1.388888888888889E-5	1.1574074074074073E-5	1.1574074074074073E-5	1.3503086419753085E-5	1.5432098765432099E-5	1.1574074074074073E-5	1.3503086419753085E-5	1.9290123456790123E-5	2.2762345679012345E-4	1.5432098765432099E-5	1.1574074074074073E-5	1.1574074074074073E-5	2.5077160493827162E-5	2.5925925925925932E-4	1.4351851851851852E-4	7.245370370370371E-4	1.3356481481481481E-3	1.3356481481481481E-3	2.4305555555555556E-3	1.662037037037037E-3	5.3657407407407404E-3	5.3680555555555547E-3	4.5370370370370382E-3	3.0949074074074078E-3	5.4421296296296301E-3	4.875E-3	6.1365740740740738E-3	5.4120370370370373E-3	5.5810185185185181E-3	3.9189814814814816E-3	4.7430555555555559E-3	3.9426130011682211E-3	4.7464496384107165E-3	5.5785493751382446E-3	4.6475130523273584E-3	4.6905620509126444E-3	4.6406864377553925E-3	3.8936161762554771E-3	3.5582292802712689E-3	3.8042172848239712E-3	4.8986538411613465E-3	5.3475993218388912E-3	5.3738853779363716E-3	6.2937722541046475E-3	5.9376919989506897E-3	8.2281797997141477E-3	1.2126986479598239E-2	1.2997147718083033E-2	2.9821490892219301E-3	8.1944444444444437E-4	7.6388888888888887E-5	1.189814814814815E-3	2.0925925925925925E-3	9.4907407407407416E-5	1.4274691358024693E-4	8.487654320987654E-5	7.9089506172839511E-5	1.880787037037037E-4	8.4559473094858147E-4	1.0418595679012345E-3	4.9451108015108715E-3	1.7338914021296919E-3	3.5850409688962721E-3	4.5891822337400566E-3	2.4761130501034997E-3	1.2832035837089129E-3	1.6042795830238821E-3	1.1832388668272125E-3	3.9928569850913994E-4	5.264658497826744E-4	6.9211966306503077E-4	4.2232897538914134E-4	3.3585535913550652E-4	4.4713727403944816E-4	2.8779411844323359E-4	3.8156863192248438E-4	4.2060024341912267E-3	3.5339835247442551E-3	2.2916261301531306E-3	3.5872165605353051E-3	6.2181998024930388E-3	7.281166697810937E-3	3.6245561598414792E-3	3.6409641343611845E-3	6.9150903267124249E-3	5.9617553313157092E-3	7.4909707950416224E-3	9.5197540907428733E-3	1.0754357112611513E-2	8.2801475122319633E-3	8.3695453616147442E-3	8.3733947419167114E-3	9.3294558982751612E-3	1.077709181302192E-2	1.0839861328231223E-2	8.1920399453138653E-3	1.1981579832021453E-2	1.8969908877885681E-2	1.7696704493950784E-2	1.3732386135872035E-2	4.5858937168566441E-3	2.3076942786113006E-3	1.7226314468817131E-3	2.1008666452569475E-3	7.1332650466675036E-4	3.4953121390836283E-3	1.1655349187086738E-3	4.060310310310311E-4	3.2109832520847887E-4	1.4050175886849234E-4	2.2462851597301769E-4	1.7443499491716222E-3	2.6426400071394279E-3	5.6383294412700423E-3	1.1222276991388416E-2	4.5211907366335515E-3	2.6838534949639595E-3	1.71164442149607E-3	6.4628015545011254E-3	4.7756798612470144E-3	2.4852136254058755E-3	2.2289691521951397E-3	3.4756378565809236E-3	1.4969343570367731E-3	2.3106711438093601E-3	1.7904291042576217E-3	2.695009377906502E-3	1.3726230186283838E-2	1.2082298604360742E-2	6.7638096854494177E-3	7.981884236452054E-3	1.1737800940753704E-2	1.663820367523925E-3	1.059843429963223E-3	6.6658358121805231E-4	7.8988740277411242E-4	2.0368865696359316E-4	1.7225568887604666E-5	2.131371706758305E-4	5.5651525985946873E-4	1.3364265046296297E-3	1.3837274268058556E-3	7.5391645257974742E-4	1.1778323866304824E-3	1.2133318962130205E-3	1.5466789814802943E-3	1.4699758576617501E-3	1.2859526582864732E-3	1.1468709158712663E-3	1.8866686931202745E-3	1.9062288623024107E-3	1.2913957251522354E-3	1.0726237829133908E-3	1.3064901604265904E-3	2.0093198443781033E-3	3.41857696711126E-3	3.1108082938430879E-3	6.8299413026272327E-4	6.7457086440731297E-4	6.4273359046788242E-4	7.8340459520736129E-4	2.9513888888888889E-4	1.3310185185185183E-4	3.1834207657908676E-4	2.3995065721949292E-5	7.4665796270950583E-4	1.2311074952432285E-3	3.6852118737116455E-4	5.0571434007803636E-4	7.1031879729099487E-4	1.6345736739367409E-3	1.5952510155340706E-3	1.3443377041864354E-3	2.0364437825993688E-3	3.9740820003148457E-3	6.9599922951161918E-3	5.2800925925925923E-3	2.6759259259259258E-3	3.0416666666666669E-3	3.5439814814814822E-3	2.9166666666666668E-3	2.6111111111111109E-3	2.6180555555555558E-3	3.4907407407407409E-3	6.3796296296296292E-3	1.4416666666666666E-2	8.6458333333333335E-3	9.3842592592592606E-3	8.1504629629629635E-3	7.4421296296296301E-3	2.9837962962962965E-3	4.5763888888888894E-3	5.1041666666666674E-3	5.9629629629629624E-3	1.0963541666666667E-2	1.2738425925925926E-2	6.6388888888888886E-3	8.6689814814814824E-3	8.0416666666666657E-3	4.4050925925925924E-3	4.0555555555555553E-3	5.4282407407407404E-3	6.7152777777777783E-3	6.820023148148148E-3	1.8333333333333333E-3	4.3425925925925923E-3	9.1458333333333339E-3	3.6736111111111114E-3	6.1435185185185186E-3	8.0393518518518513E-3	3.6134259259259253E-3	3.8634259259259251E-3	4.0023148148148145E-3	1.5300925925925927E-3	9.722222222222223E-4	2.79513888888889E-3	2.5289351851851853E-3	1.1500771604938271E-2	1.6898148148148148E-3	2.8935185185185184E-3	2.991898148148148E-3	2.5038580246913578E-3	5.3240740740740744E-4	1.5046296296296296E-3	3.9143518518518512E-3	1.2407407407407406E-3	1.8333333333333333E-3	4.8350694444444448E-3	3.0486111111111109E-3	1.6041666666666665E-3	1.4282407407407408E-3	2.0185185185185184E-3	1.9560185185185184E-3	1.4884259259259258E-3	1.6273148148148147E-3	1.925925925925926E-3	7.3611111111111121E-4	8.9583333333333333E-4	2.6157407407407412E-4	3.3796296296296298E-4	1.0324074074074074E-3	8.9120370370370373E-4	6.3425925925925922E-4	7.7083333333333333E-4	1.2731481481481483E-3	9.74537037037037E-4	3.0381944444444445E-4	7.268518518518519E-4	3.6342592592592595E-4	2.2175925925925926E-3	1.2685185185185184E-3	6.041666666666667E-4	1.5162037037037039E-3	1.6412037037037037E-3	3.7037037037037034E-3	7.1759259259259259E-4	3.9120370370370367E-4	3.9351851851851851E-5	1.0648148148148149E-4	1.6412037037037037E-3	2.1944444444444442E-3	2.7685185185185182E-3	1.284722222222222E-3	7.2222222222222219E-4	4.2361111111111115E-4	2.3148148148148146E-4	9.837962962962962E-4	2.6813271604938268E-4	4.7453703703703698E-4	2.5250771604938267E-3	1.1574074074074073E-4	2.5752314814814816E-4	4.976851851851851E-4	6.8672839506172829E-4	4.0740740740740744E-4	7.245370370370371E-4	8.2638888888888898E-4	3.5648148148148149E-4	3.2638888888888892E-4	6.3657407407407413E-4	6.2037037037037041E-4	5.2083333333333333E-4	5.8796296296296298E-4	1.9791666666666664E-3	8.4259259259259248E-4	6.9444444444444436E-4	5.7638888888888887E-4	5.7175925925925927E-4	6.134259259259259E-4	4.1203703703703698E-4	6.111111111111111E-4	2.5925925925925926E-4	6.249999999999999E-4	6.076388888888889E-4	6.6666666666666664E-4	4.0277777777777778E-4	5.2951388888888894E-4	1.472222222222222E-3	8.2465277777777788E-4	1.0717592592592591E-3	1.6851851851851854E-3	1.7870370370370371E-3	1.3310185185185185E-3	6.6666666666666664E-4	1.0462962962962965E-3	2.5486111111111109E-3	1.8333333333333333E-3	7.7256944444444443E-4	1.4583333333333332E-3	2.662037037037037E-3	1.6875000000000002E-3	1.0624999999999999E-3	6.0092592592592585E-3	9.5833333333333326E-3	6.1967592592592586E-3	4.5416666666666661E-3	9.2737268518518524E-3	7.0439814814814818E-3	3.9853395061728398E-3	1.0790895061728393E-2	1.1024305555555556E-2	2.4645833333333332E-2	3.1203703703703701E-3	9.5572916666666653E-3	1.2826967592592593E-2	8.2916666666666659E-3	8.3969907407407396E-3	3.5671296296296297E-3	1.6069444444444445E-2	2.6064814814814813E-3	1.7847222222222218E-3	5.379050925925926E-3	9.8935185185185202E-3	8.5763888888888886E-3	5.0949074074074074E-3	4.5462962962962965E-3	1.0717592592592593E-2	7.6597222222222223E-3	4.3032407407407412E-3	5.1736111111111115E-3	3.9236111111111112E-3	1.2259259259259258E-2	3.4236111111111112E-3	2.6203703703703701E-3	3.9259259259259265E-3	6.0127314814814817E-3	3.967592592592592E-3	2.3078703703703703E-3	5.0376157407407409E-3	3.0509259259259257E-3	1.5162037037037036E-3	2.8153935185185183E-3	2.5254629629629629E-3	1.5300925925925929E-3	3.0856481481481481E-3	1.0902777777777779E-3	1.0208333333333332E-3	9.1666666666666665E-4	3.685185185185185E-3	2.991898148148148E-3	1.2939814814814815E-3	5.8101851851851858E-4	1.4375E-3	2.7939814814814815E-3	8.6805555555555562E-4	2.1111111111111113E-3	4.1435185185185186E-3	5.898148148148148E-3	9.4444444444444428E-3	1.5755208333333333E-2	1.1965277777777778E-2	5.2777777777777771E-3	1.6668595679012344E-2	2.1777276589280827E-2	2.7114197530864196E-2	9.780092592592592E-3	2.3625E-2	1.9116512345679012E-2	3.182638888888889E-2	









MNsure Contact Center Performance

January 1- November 15, 2020



Calls Received (MNsure)	43828	43835	43842	43849	43856	43863	43870	43877	43884	43891	43898	43905	43912	43919	43926	43933	43940	43947	43954	43961	43968	43975	43982	43989	43996	44003	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	7801	8390	7189	6802	7592	6335	6182	5393	6341	5800	5414	5353	9447	8435	6700	8549	9838	5222	3964	4364	3824	2601	2823	3250	3201	3474	3073	3327	3575	3971	4080	3629	3539	3581	3961	3906	2884	3224	3311	4115	4164	5673	4722	5241	7127	7054	Average Speed of Answer (hh:mm:ss)	43829	43836	43843	43850	43857	43864	43871	43878	43885	43892	43899	43906	43913	43920	43927	43934	43941	43948	43955	43962	43969	43976	43983	43990	43997	44004	44011	44018	44025	44032	44039	44046	44053	44060	44067	44074	44081	44088	44095	44102	44109	44116	44123	44130	44137	44144	44151	4.5211907366335515E-3	2.6838534949639595E-3	1.71164442149607E-3	6.4628015545011254E-3	4.7756798612470144E-3	2.4852136254058755E-3	2.2289691521951397E-3	3.4756378565809236E-3	1.4969343570367731E-3	2.3106711438093601E-3	1.7904291042576217E-3	2.695009377906502E-3	1.3726230186283838E-2	1.2082298604360742E-2	6.7638096854494177E-3	7.981884236452054E-3	1.1737800940753704E-2	1.663820367523925E-3	1.059843429963223E-3	6.6658358121805231E-4	7.8988740277411242E-4	2.0368865696359316E-4	1.7225568887604666E-5	2.131371706758305E-4	5.5651525985946873E-4	1.3364265046296297E-3	1.3837274268058556E-3	7.5391645257974742E-4	1.1778323866304824E-3	1.2133318962130205E-3	1.5466789814802943E-3	1.4699758576617501E-3	1.2859526582864732E-3	1.1468709158712663E-3	1.8866686931202745E-3	1.9062288623024107E-3	1.2913957251522354E-3	1.0726237829133908E-3	1.3064901604265904E-3	2.0093198443781033E-3	3.41857696711126E-3	3.1108082938430879E-3	6.8299413026272327E-4	6.7457086440731297E-4	6.4273359046788242E-4	7.8340459520736129E-4	Handle Time (Avg)	43829	43836	43843	43850	43857	43864	43871	43878	43885	43892	43899	43906	43913	43920	43927	43934	43941	43948	43955	43962	43969	43976	43983	43990	43997	44004	44011	44018	44025	44032	44039	44046	44053	44060	44067	44074	44081	44088	44095	44102	44109	44116	44123	44130	44137	44144	44151	6.8253472222222222E-3	9.1672005050876821E-3	9.386157234983197E-3	8.5345272604904175E-3	8.6936856696448669E-3	8.9524757759683327E-3	8.7683417541903237E-3	9.0827818226668251E-3	8.7834490633724414E-3	8.5119977437736506E-3	8.5664659624782539E-3	8.7798176876360823E-3	9.9641159586546305E-3	1.0067202357993714E-2	9.6238125898484867E-3	8.1561367695988842E-3	8.5849843435904759E-3	7.4539559192498715E-3	7.2114032547238539E-3	6.6894212962962966E-3	7.0804398148148137E-3	7.191406249999999E-3	6.7481256149413155E-3	6.8452083333333334E-3	6.5270833333333335E-3	6.724652777777779E-3	6.6067708333333343E-3	6.6301620370370368E-3	6.6768518518518522E-3	6.4874828386913578E-3	6.458675573263975E-3	6.2772685185185197E-3	6.3588657407407405E-3	6.4957175925925929E-3	6.3341203703703702E-3	7.1173938488497488E-3	6.4969618055555553E-3	6.81787037037037E-3	7.3152515013223552E-3	7.1718033360323244E-3	7.0434589906614069E-3	7.4287472679962149E-3	7.0376620370370376E-3	7.0085185185185181E-3	7.7790345508791043E-3	7.5539351851851844E-3	











Calls Handled	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4254	2930	4783	3210	3680	2783	3902	4062	3502	5533	4669	3274	3449	3719	3806	4126	5380	6259	8903	11901	16808	16594	19358	13067	9305	9430	8497	7848	7089	7237	6494	6079	5317	4097	2538	2714	2348	3126	2922	2848	546	2347	2487	2592	4284	3092	3904	3671	4017	4194	4058	3668	3976	2998	5888	7171	19746	9521	19088	7887	21698	6388	18758	13032	13649	10019	13913	16186	28629	19312	11971	9834	8574	9387	10151	8969	7819	8469	10294	10418	6405	6253	6029	5805	5889	5210	5147	5381	5433	5938	5895	6367	7139	6688	7078	6572	6542	5224	5881	6481	6176	6970	6299	6513	6428	7788	13964	11034	12111	8706	16408	18076	20107	12586	17469	16458	17797	12644	21098	14660	9398	9166	12061	10659	10344	9850	9343	9896	8649	8655	7931	7953	6489	6521	5713	6109	5228	5331	5667	5604	5449	2894	3918	3691	3732	3480	3528	3635	4187	5109	4026	4874	4594	5940	5457	4924	6468	8569	18259	13034	14394	7750	16058	17881	23194	23194	13017	10411	14979	11800	16067	20054	14997	7979	6463	7654	6226	6381	6067	6086	5729	5250	5129	5238	5102	5516	5555	5470	4484	4822	4746	4895	5529	4199	5446	5057	4898	4899	4915	4953	4722	5531	4412	5526	5756	5864	5452	6927	7776	7271	11233	11177	11007	6373	14008	15431	21623	21356	9000	11216	16302	11312	9972	11024	9259	9259	7434	9052	6639	6701	6397	6503	5615	5896	5437	4992	4726	4354	4309	4433.176633114037	3975.9326774801516	4230.87966318296	4118.1831739170711	4466.1393152929295	4499.6306228959747	3594.271134472855	4804.0481803035282	4684.383076807937	4557.0669692313677	4836.1484292748064	4528.457773921642	4652.1950367052277	4897.435216668312	5105.6465587562207	3673.5619357781729	4108.846564140269	5494.4629629629626	5437	5959	6203	8432	7566	9173	8858	8315	5092	12274	12854	23167.498617157413	8920.4186046511622	7106.252671225795	2058	15020.467006677532	9971.5450049455976	6549	7067	6562	6444	6118	7369	6438	6110	6308	6288.1769911504425	5521.7876324969111	5700.1770418978358	6195.4467721911578	5481.2480227583892	5506.1282683064146	4525.0475695738878	4794.9025560507189	4826.1604076646008	4123.9884036789354	4437.6458488286844	4167.6302368253582	4189.0532390464014	4375.5119675693077	3303.1214129092809	4087.2529495570943	3885.7636404125374	3805.4353820857614	4206.2633852019335	3747.5903966001315	3441.1797564394174	3643.5314403407297	3884.033027932232	2899.6917173144875	3561.2081284524629	4262.0036573583693	4536.2718303656902	5072.6408163265305	5031	6658	6168.7894140216249	7689	9200	7970	8320	4666	10856	11111.906666666666	13115.678892248156	5606.728999577881	Calls Abandoned	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	494	2302	5293	915	2893	4231	5640	3437	7915	7169	11587	11393	10185	12080	8581	4431	5359	4093	4090	836	764	296	2440	1446	7203	5137	517	2781	6670	1718	251	592	381	294	851	1189	2345	2753	2093	2327	3111	2948	0	0	3326	4520	3399	1574	1196	1668	944	705	440	417	847	769	375	917	4087	1239	4164	3721	7282	344	3507	572	531	167	224	533	2926	3157	378	345	267	348	427	309	360	590	1013	1082	650	780	1116	1150	926	681	783	821	207	415	330	757	1485	447	127	103	100	76	229	279	145	657	212	158	55	361	926	493	384	364	3140	7326	5383	2086	19172	5846	3194	1286	3116	2166	721	710	1237	3079	959	1231	934	830	696	830	431	244	143	315	223	462	434	189	820	796	1188	241	97	102	100	88	117	86	190	304	317	144	67	386	483	2642	711	291	3480	262	213	51	222	277	3662	3662	122	1989	1909	1714	4424	1967	2341	95	49	13	6	9	63	279	90	142	9	36	22	25	20	71	197	35	51	119	461	407	696	1095	1387	1438	619	771	462	320	29	145	1	1	0	0	1	0	0	0	0	0	0	2	56	4	0	0	8	161	38	196	434	434	741	559	1856	1721	1537	774	1171	988	1325	1059	956	596	716	669.13199051968627	622.28921036031761	793.74816504488342	630.32674766373509	621.92209005805898	564.28160572104719	432.86641313706468	503.31363387588181	489.48005879156869	683.4151400479077	870.57990253409082	663.10215834958933	1074.8618916354039	869.64213788232337	1407.8697963147627	1520.4740814180052	2166.4792703734279	447.90476190476193	166	0	64	323	0	5	1	27	38	414	161	2330.2687068964647	251.97674418604652	541.20403724108724	106	351.97129186602871	217.58654797230466	100	96	109	89	147	90	47	89	45	47.991150442477874	563.83927254585228	395.22817642226016	392.47503133542972	357.03736112609124	532.97165786320602	626.752722782771	373.09783228462129	305.53751401378463	488.90538952409304	473.71519500176458	558.04162023126992	795.72596015701879	981.86610352843377	486.10275758825196	654.68619367877182	569.02164531787162	758.99729076645667	888.77516047317306	903.70503387857161	672.25237894744782	1090.9898023459764	1646.4392501231596	1447.452734982332	1234.6274155352444	354.71322638187308	129.98426989973734	103.43673469387755	95	14	305.33126961981168	120	10	16	0	0	312	262.93600000000004	1180.585072987762	1579.7002954833263	Abandon % (	<	5%)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	0.12	0.27599760384164213	0.40342540686488154	0.38054508553203825	0.18099999999999999	0.37483804094324957	0.5459354838709678	0.59362172402904956	0.54886617694027462	0.61389901496936317	0.55968459676789761	0.66150947704955465	0.64465568946981266	0.55020000000000002	0.76879017374148795	0.69521186097383136	0.53417721518987338	0.57419907853851926	0.48073760864458537	0.40137389597644751	0.11031934547373977	7.4645823155837815E-2	2.2722038842404237E-2	0.11744320369657296	7.583783500288456E-2	0.16673225156825072	0.13080899391408418	4.9454754161086668E-2	0.21675759937646141	0.18742272676182983	0.16255085627779356	3.1095143706640238E-2	6.787434074753497E-2	5.0867823765020026E-2	4.3089550051297082E-2	0.12804694553114657	0.21693121693121692	0.47249647390691113	0.48794753633463311	0.46081021576398062	0.42064352856109904	0.50883218842001965	0.50384549649632537	0	0	0.48279866453766873	0.58511326860841428	0.43739544460172436	0.32272499999999998	0.23261999999999999	0.29788000000000003	0.17774000000000001	0.13656666666666667	9.2460000000000014E-2	9.3300000000000008E-2	0.21612000000000001	0.1928	5.0259999999999992E-2	9.1950000000000018E-2	0.13060000000000002	0.22812000000000002	0.17790310176877724	0.31898842691813117	0.20456205404798022	7.5166666666666672E-3	7.5233333333333346E-2	2.8742857142857143E-2	2.7228571428571428E-2	5.2599999999999994E-2	1.0857142857142857E-2	2.3999999999999997E-2	7.2514285714285726E-2	0.15118333333333331	2.9328571428571426E-2	3.1940000000000003E-2	2.7259999999999996E-2	3.3240000000000006E-2	3.6320000000000005E-2	2.8320000000000001E-2	3.9949999999999999E-2	5.3780000000000008E-2	7.7839999999999993E-2	7.7940000000000009E-2	8.7119999999999989E-2	0.1061	0.14150000000000001	0.15707500000000002	0.12925999999999999	0.12762000000000001	0.10840000000000001	0.12276000000000001	3.3149999999999999E-2	6.276000000000001E-2	4.4659999999999998E-2	0.10444000000000001	0.15676000000000001	8.2920000000000008E-2	1.634E-2	1.4619999999999999E-2	1.1932E-2	1.3099999999999999E-2	3.6075000000000003E-2	3.3739999999999999E-2	2.138E-2	8.166000000000001E-2	0.03	2.232E-2	8.1799999999999998E-3	2.5919999999999999E-2	4.1328571428571423E-2	5.79E-2	6.075714285714285E-2	2.6880000000000005E-2	0.14574285714285715	0.24947142857142857	0.1132	8.5860000000000006E-2	0.40821666666666667	0.14635714285714285	7.9214285714285695E-2	5.6485714285714292E-2	8.1642857142857142E-2	7.8883333333333319E-2	5.5200000000000006E-2	5.1225E-2	6.5880000000000008E-2	0.16026000000000001	6.5980000000000011E-2	8.3300000000000013E-2	6.694E-2	6.9179999999999992E-2	5.8419999999999993E-2	6.7559999999999995E-2	3.8879999999999991E-2	2.6800000000000001E-2	1.942E-2	5.0339999999999996E-2	3.4139999999999997E-2	6.3899999999999998E-2	6.1225000000000002E-2	2.8999999999999998E-2	0.11406000000000001	0.11086	0.16635	2.8299999999999999E-2	1.338E-2	1.8880000000000001E-2	1.788E-2	1.8700000000000001E-2	2.632E-2	1.6840000000000001E-2	2.742E-2	3.6760000000000001E-2	6.1525000000000003E-2	2.5639999999999996E-2	1.23E-2	5.8479999999999997E-2	7.9479999999999995E-2	0.32911999999999997	7.7460000000000001E-2	1.8680000000000002E-2	0.10521666666666664	9.1142857142857154E-3	5.985714285714286E-3	3.6250000000000002E-3	8.5833333333333334E-3	8.7499999999999991E-3	7.5942857142857131E-2	7.5942857142857131E-2	6.5000000000000006E-3	0.12314	9.5050000000000009E-2	7.768333333333334E-2	0.19455	6.1628571428571421E-2	8.3699999999999997E-2	8.6E-3	6.1749999999999999E-3	1.32E-3	9.4000000000000008E-4	1.5799999999999998E-3	1.0280000000000001E-2	4.8799999999999996E-2	1.8099999999999998E-2	2.2600000000000002E-2	1.6400000000000002E-3	5.3E-3	4.6799999999999993E-3	4.8599999999999997E-3	3.4000000000000002E-3	1.6260000000000004E-2	3.7500000000000006E-2	6.6200000000000009E-3	1.2199999999999999E-2	2.196E-2	7.5300000000000006E-2	7.6100000000000015E-2	0.10051999999999998	0.15448000000000001	0.21457999999999999	0.19383999999999998	0.10768	0.12563999999999997	8.8059999999999999E-2	4.564E-2	4.8249999999999994E-3	1.702E-2	1.3999999999999999E-4	1.7999999999999998E-4	0	0	0	0	0	0	0	0	0	1.768045417680454E-3	1.0183333333333334E-2	8.3333333333333331E-5	0	0	4.6666666666666661E-4	1.1780000000000001E-2	4.5500000000000002E-3	1.8520000000000002E-2	3.9980000000000002E-2	3.9980000000000002E-2	8.3150000000000002E-2	6.0519999999999997E-2	0.20100000000000001	0.18234	0.18359999999999999	9.6579999999999999E-2	0.16531999999999997	0.13028000000000001	0.19252	0.17082000000000003	0.14777999999999999	0.11417999999999999	0.13683999999999999	0.12707439253390887	0.13083296986085169	0.1476929051387505	0.12023573949666171	0.10954878560202286	0.10030442227432239	9.8401225384024682E-2	8.7507834223808562E-2	8.0153294933954428E-2	0.12308252771364177	0.14119771116713317	0.1116397581661083	0.17525527456112391	0.13069735908607913	0.19492489665144255	0.27508283166303377	0.33298891092563943	5.9340345178712298E-2	2.7906711394696988E-2	0	9.2968973919679756E-3	3.16202464885081E-2	0	4.7483380816714152E-4	1.0101010101010101E-3	2.7817348671517576E-3	6.0890721995531111E-3	2.629159514697936E-2	1.0339506858248054E-2	8.1439028334779714E-2	2.1238008281437269E-2	2.5700486816655644E-2	4.5106382978723401E-2	1.3983602179407931E-2	1.7749013067528741E-2	1.4303559532808711E-2	1.2261780711374654E-2	1.401163572702247E-2	1.4183355892482995E-2	2.007969058485903E-2	1.0457098737467271E-2	6.642154523302489E-3	1.2692739055030702E-2	6.7771916800710265E-3	7.5823295883158653E-3	7.3704235618296227E-2	4.8925555994449491E-2	3.5765701347348272E-2	5.2939825931325957E-2	7.5669933560430086E-2	0.10144502421797259	5.5673595800018592E-2	5.3355429145961329E-2	9.5818612561118982E-2	8.0958467781048024E-2	0.1016283559431119	0.13048192023778524	0.15301958660482118	0.10402555212400404	0.11818307560607011	0.10801217636071103	0.13863555746310732	0.14964405134795361	0.16024252803058744	0.11442225838407574	0.19736266745779379	0.26811232277308361	0.29838804641925787	0.22726467812820003	6.4558614639709869E-2	2.3531301386050474E-2	1.4495298112421548E-2	1.7126511517957556E-2	2.0359060183877068E-3	4.0309830564887392E-2	1.3186173559011159E-2	7.5057345746385937E-4	1.6100003383064379E-3	0	0	1.9221028819401794E-2	2.1877604170340115E-2	6.8077452512145545E-2	0.11934741155813108	Avg Time to Abandon	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4.0624999999999993E-3	0	0	2.6365740740740746E-3	2.3287037037037035E-3	2.9814814814814817E-3	3.0054012345679011E-3	1.7268518518518516E-3	2.8163580246913585E-3	3.3366402116402115E-3	2.3263888888888891E-3	3.6309523809523814E-3	3.9274691358024694E-3	3.5664682539682537E-3	1.4583333333333334E-3	2.9205246913580241E-3	1.456679894179894E-3	1.1375661375661375E-3	6.3822751322751322E-4	9.854497354497354E-4	9.6064814814814808E-4	2.1064814814814813E-3	3.3603395061728397E-3	1.4451058201058202E-3	1.9699074074074072E-3	1.9027777777777775E-3	2.3009259259259259E-3	1.3634259259259259E-3	9.3171296296296296E-4	1.4305555555555556E-3	2.1180555555555558E-3	2.0486111111111113E-3	2.921296296296296E-3	2.0624999999999997E-3	2.0370370370370373E-3	2.1782407407407406E-3	2.7662037037037034E-3	2.4745370370370372E-3	2.2067901234567901E-3	1.9444444444444444E-3	1.8564814814814815E-3	1.3917824074074076E-3	1.712962962962963E-3	1.5856481481481481E-3	1.951388888888889E-3	1.9745370370370372E-3	1.5254629629629631E-3	1.1064814814814815E-3	1.5416666666666664E-3	1.1759259259259257E-3	8.1597222222222216E-4	1.5827546296296295E-3	1.2384259259259258E-3	1.3935185185185185E-3	1.9791666666666664E-3	1.4120370370370369E-3	1.1435185185185185E-3	6.8518518518518516E-4	1.6967592592592594E-3	1.7080026455026452E-3	2.1197089947089945E-3	1.7625661375661372E-3	9.6759259259259259E-4	2.3974867724867728E-3	3.6921296296296294E-3	3.2457010582010591E-3	4.2476851851851851E-3	9.5833333333333326E-3	3.5036375661375665E-3	3.630952380952381E-3	3.0175264550264557E-3	2.9894179894179892E-3	3.1847993827160497E-3	2.4467592592592592E-3	2.2309027777777778E-3	3.3101851851851855E-3	4.6712962962962967E-3	3.5046296296296292E-3	4.0069444444444449E-3	3.8935185185185184E-3	2.8472222222222223E-3	3.6041666666666674E-3	3.4814814814814812E-3	2.3379629629629631E-3	1.8842592592592591E-3	1.6064814814814813E-3	2.2152777777777778E-3	1.8680555555555555E-3	3.1319444444444441E-3	3.0266203703703705E-3	1.7708333333333332E-3	2.2129629629629626E-3	2.953703703703704E-3	2.8703703703703703E-3	6.4814814814814824E-4	1.0972222222222221E-3	1.2638888888888886E-3	1.3148148148148149E-3	1.3495370370370369E-3	1.7638888888888888E-3	1.3796296296296295E-3	1.7962962962962963E-3	1.3935185185185183E-3	1.507523148148148E-3	2.3472222222222219E-3	1.2337962962962964E-3	1.8796296296296297E-3	2.1111111111111113E-3	5.8703703703703713E-3	2.9745370370370368E-3	6.0370370370370369E-3	5.1658950617283943E-3	5.3290343915343916E-3	4.5701058201058206E-3	2.7430555555555559E-3	2.0679012345679016E-3	1.8692129629629629E-3	4.464285714285714E-3	4.464285714285714E-3	2.0995370370370369E-3	1.8495370370370371E-3	2.181712962962963E-3	2.3321759259259255E-3	3.7345679012345677E-3	2.1726190476190474E-3	2.2839506172839508E-3	1.4837962962962962E-3	8.0150462962962966E-4	3.3564814814814818E-4	2.3842592592592592E-4	3.2175925925925921E-4	1.1296296296296295E-3	1.3611111111111111E-3	8.7731481481481482E-4	8.4259259259259248E-4	5.5324074074074075E-4	8.2175925925925927E-4	6.3657407407407402E-4	7.8240740740740734E-4	7.8472222222222224E-4	1.2106481481481482E-3	1.3628472222222221E-3	8.1018518518518516E-4	1.0069444444444444E-3	1.2800925925925927E-3	2.2152777777777778E-3	1.5364583333333335E-3	2.4166666666666668E-3	2.7546296296296299E-3	3.0995370370370369E-3	4.0046296296296297E-3	3.1898148148148146E-3	3.5046296296296297E-3	3.0046296296296292E-3	3.231481481481481E-3	3.1510416666666666E-3	3.2268518518518523E-3	1.1342592592592591E-3	2.8240740740740738E-4	2.3148148148148148E-6	0	1.7129629629629629E-4	0	0	0	0	0	0	1.716820987654321E-4	1.1921296296296296E-3	1.3117283950617284E-4	0	0	4.4945987654320985E-4	1.3796296296296295E-3	8.2870370370370368E-4	1.6064814814814813E-3	2.0486111111111113E-3	2.0486111111111113E-3	2.4392361111111108E-3	2.5000000000000001E-3	4.6319444444444446E-3	5.0625000000000002E-3	9.2013888888888874E-3	8.2847222222222211E-3	8.4583333333333333E-3	8.0509259259259249E-3	8.1458333333333331E-3	8.2262731481481475E-3	8.2222222222222228E-3	8.4930555555555558E-3	7.7291666666666672E-3	8.2341381701037282E-3	8.2554024843419956E-3	9.2096876210890528E-3	7.1543768350446849E-3	6.8318163985231399E-3	7.9271440875184652E-3	8.9075631795287446E-3	7.9008390442181827E-3	9.4202314327402684E-3	8.8976157019226149E-3	8.6503374541204436E-3	8.8518532450178634E-3	9.0679666155237641E-3	9.7118654290727809E-3	1.0907432905043309E-2	1.1034819583848179E-2	1.0302679290316492E-2	8.7724512431471731E-3	5.5810185185185181E-3	0	4.115740740740741E-3	7.6226851851851855E-3	0	2.6466049382716048E-3	1.4081790123456791E-4	9.5486111111111108E-4	1.4699074074074072E-3	2.2253542175417178E-3	8.8599537037037032E-3	7.7928603094276653E-3	7.8993995371644705E-3	8.2198369396122139E-3	8.7181167016072668E-3	1.1320950475752586E-2	7.3462285937441708E-3	6.5837220322174025E-3	5.2272413286302173E-3	1.5037074222817195E-3	1.9791666666666664E-3	1.7558020368821999E-3	1.0175134015594539E-3	1.1637626262626262E-3	1.0294495884773662E-3	1.2114454732510287E-3	1.3651743834165533E-3	8.6377908082228231E-3	9.4140813602243897E-3	9.377314814814814E-3	9.3265412657892489E-3	8.75488854762509E-3	9.7956893520872706E-3	7.4289625893435686E-3	7.5301073415612275E-3	8.5896322484744041E-3	7.7788634381540812E-3	1.0216845120514764E-2	1.0326058878648622E-2	1.1862261136025735E-2	9.4103857005748137E-3	9.164151031616696E-3	9.0716028430570424E-3	1.0095331945471606E-2	1.1563445589432567E-2	1.1421434866053541E-2	1.0101697757195334E-2	1.0627399276763174E-2	1.1863365766219849E-2	1.1965979415369445E-2	1.0278479138252422E-2	9.7577858426654025E-3	8.9195382552770142E-3	1.2240560176271394E-2	1.0795830191050779E-2	7.745721099887767E-3	1.0459900584986317E-2	1.066959994391862E-2	1.2509645061728395E-2	4.7812499999999999E-3	0	0	8.5064621913580243E-3	1.3280535207966673E-2	8.3909210812081105E-3	8.8847908674402273E-3	Average Speed of Answer (hh:mm:ss)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4.1319444444444442E-3	6.7245370370370367E-3	1.0636574074074074E-2	8.6805555555555559E-3	3.3912037037037036E-3	1.0104166666666668E-2	1.725462962962963E-2	2.156442901234568E-2	2.0373263888888892E-2	3.4332561728395064E-2	3.3927469135802468E-2	4.8883101851851851E-2	4.050231481481481E-2	4.3564814814814813E-2	4.744405864197531E-2	3.011381172839506E-2	1.2841435185185185E-2	1.4979745370370371E-2	8.4027777777777781E-3	8.5262345679012353E-3	1.6956018518518518E-3	1.120756172839506E-3	3.6072530864197531E-4	4.8186728395061733E-3	1.1053240740740739E-3	6.3442460317460316E-3	4.4973544973544981E-3	9.6064814814814808E-4	4.2939814814814811E-3	8.8020833333333336E-3	2.7025462962962962E-3	5.3626543209876548E-4	1.273148148148148E-3	9.0740740740740734E-4	6.7592592592592596E-4	1.8036265432098766E-3	4.185185185185185E-3	1.0847222222222223E-2	1.1409722222222222E-2	1.0002893518518519E-2	8.4745370370370374E-3	1.2664351851851852E-2	1.2413194444444442E-2	2.2847222222222224E-2	1.5796296296296294E-2	1.9768518518518519E-2	2.0046296296296298E-2	1.2178240740740739E-2	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	6.0152116402116401E-3	6.3850308641975309E-4	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	7.1319444444444451E-3	2.2905092592592591E-2	6.0697751322751322E-3	6.0416666666666657E-3	2.670304232804233E-3	4.4593253968253973E-3	3.4529320987654322E-3	3.363425925925926E-3	3.1712962962962966E-3	5.347222222222222E-3	7.0462962962962962E-3	3.8263888888888887E-3	5.0509259259259257E-3	4.4537037037037045E-3	2.8657407407407407E-3	2.7939814814814815E-3	3.4375000000000005E-3	1.6435185185185185E-3	8.7037037037037031E-4	6.5972222222222235E-4	1.7291666666666664E-3	1.2407407407407406E-3	2.6458333333333334E-3	2.7083333333333334E-3	8.1481481481481476E-4	2.7106481481481482E-3	3.5462962962962961E-3	4.3547453703703699E-3	4.3692129629629625E-4	5.3240740740740744E-4	5.5324074074074075E-4	5.0925925925925921E-4	4.930555555555555E-4	6.8750000000000007E-4	5.2777777777777784E-4	9.6990740740740718E-4	1.0138888888888888E-3	1.5219907407407409E-3	5.7407407407407407E-4	3.2407407407407406E-4	1.3009259259259259E-3	1.9861111111111112E-3	9.7430555555555569E-3	2.0625000000000005E-3	8.1018518518518527E-4	4.6932870370370375E-3	2.3974867724867722E-4	1.2896825396825395E-4	3.7615740740740737E-5	7.7160493827160492E-5	9.4521604938271593E-5	3.0307539682539676E-3	3.0307539682539676E-3	1.1111111111111112E-4	2.6666666666666666E-3	2.4305555555555556E-3	2.0775462962962961E-3	4.4637345679012343E-3	1.0515873015873015E-3	2.2743055555555559E-3	2.1527777777777772E-4	3.2793209876543216E-4	1.2037037037037037E-4	5.7870370370370366E-5	7.4074074074074087E-5	3.657407407407408E-4	1.2685185185185184E-3	5.0000000000000012E-4	5.0462962962962961E-4	5.7870370370370366E-5	1.7129629629629629E-4	1.875E-4	1.2962962962962963E-4	1.2962962962962963E-4	3.3796296296296298E-4	8.2175925925925917E-4	1.6666666666666666E-4	1.9212962962962963E-4	4.0509259259259258E-4	1.6481481481481482E-3	1.4728009259259258E-3	2.3634259259259259E-3	3.5162037037037032E-3	3.9768518518518521E-3	4.1990740740740747E-3	2.2847222222222223E-3	2.9814814814814812E-3	1.9699074074074072E-3	9.0972222222222214E-4	2.4016203703703705E-4	3.4027777777777778E-4	1.8518518518518518E-5	1.388888888888889E-5	9.2592592592592591E-6	1.1574074074074073E-5	1.388888888888889E-5	1.1574074074074073E-5	1.1574074074074073E-5	1.3503086419753085E-5	1.5432098765432099E-5	1.1574074074074073E-5	1.3503086419753085E-5	1.9290123456790123E-5	2.2762345679012345E-4	1.5432098765432099E-5	1.1574074074074073E-5	1.1574074074074073E-5	2.5077160493827162E-5	2.5925925925925932E-4	1.4351851851851852E-4	7.245370370370371E-4	1.3356481481481481E-3	1.3356481481481481E-3	2.4305555555555556E-3	1.662037037037037E-3	5.3657407407407404E-3	5.3680555555555547E-3	4.5370370370370382E-3	3.0949074074074078E-3	5.4421296296296301E-3	4.875E-3	6.1365740740740738E-3	5.4120370370370373E-3	5.5810185185185181E-3	3.9189814814814816E-3	4.7430555555555559E-3	3.9426130011682211E-3	4.7464496384107165E-3	5.5785493751382446E-3	4.6475130523273584E-3	4.6905620509126444E-3	4.6406864377553925E-3	3.8936161762554771E-3	3.5582292802712689E-3	3.8042172848239712E-3	4.8986538411613465E-3	5.3475993218388912E-3	5.3738853779363716E-3	6.2937722541046475E-3	5.9376919989506897E-3	8.2281797997141477E-3	1.2126986479598239E-2	1.2997147718083033E-2	2.9821490892219301E-3	8.1944444444444437E-4	7.6388888888888887E-5	1.189814814814815E-3	2.0925925925925925E-3	9.4907407407407416E-5	1.4274691358024693E-4	8.487654320987654E-5	7.9089506172839511E-5	1.880787037037037E-4	8.4559473094858147E-4	1.0418595679012345E-3	4.9451108015108715E-3	1.7338914021296919E-3	3.5850409688962721E-3	4.5891822337400566E-3	2.4761130501034997E-3	1.2832035837089129E-3	1.6042795830238821E-3	1.1832388668272125E-3	3.9928569850913994E-4	5.264658497826744E-4	6.9211966306503077E-4	4.2232897538914134E-4	3.3585535913550652E-4	4.4713727403944816E-4	2.8779411844323359E-4	3.8156863192248438E-4	4.2060024341912267E-3	3.5339835247442551E-3	2.2916261301531306E-3	3.5872165605353051E-3	6.2181998024930388E-3	7.281166697810937E-3	3.6245561598414792E-3	3.6409641343611845E-3	6.9150903267124249E-3	5.9617553313157092E-3	7.4909707950416224E-3	9.5197540907428733E-3	1.0754357112611513E-2	8.2801475122319633E-3	8.3695453616147442E-3	8.3733947419167114E-3	9.3294558982751612E-3	1.077709181302192E-2	1.0839861328231223E-2	8.1920399453138653E-3	1.1981579832021453E-2	1.8969908877885681E-2	1.7696704493950784E-2	1.3732386135872035E-2	4.5858937168566441E-3	2.3076942786113006E-3	1.7226314468817131E-3	2.1008666452569475E-3	7.1332650466675036E-4	3.4953121390836283E-3	1.1655349187086738E-3	4.060310310310311E-4	3.2109832520847887E-4	1.4050175886849234E-4	2.2462851597301769E-4	1.7443499491716222E-3	2.6426400071394279E-3	5.6383294412700423E-3	1.1222276991388416E-2	Calls Received (MNsure)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4043	9928	7242	6898	4423	7718	7750	9501	6262	12893	12809	17516	17673	16994	15713	12343	8295	9333	8514	10190	7578	10235	13027	20776	19067	43201	39271	10454	12830	35588	10569	8072	8722	7490	6823	6646	5481	4963	5642	4542	5532	6114	5851	3322	5832	6889	7725	7771	4711	5186	5449	5065	5121	4600	4304	5089	3804	6305	8149	24189	10874	23406	11665	35598	8217	23150	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	14305	24967	17095	10345	10154	13690	16094	11539	11380	10491	10915	9552	9690	8612	8311	6723	6953	6067	6712	5791	5618	6632	6509	6675	3265	4070	3844	3898	3607	3666	3775	4486	5551	4489	5112	4744	6439	6108	7893	7337	8942	22143	13337	14686	7801	16288	18182	27234	27234	13185	13084	17536	14005	20676	22689	17972	8176	6600	7725	6257	6418	6211	6577	5941	5439	5155	5303	5149	5558	5606	5592	4791	4895	4827	5106	6142	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	16309	11488	10110	11305	9825	9825	8332	9763	8771	8633	8051	7384	6922	7153	6887	6165	5786	4999	5210	5159.308623633724	4702.2218878404692	5141.6278282278436	4802.5099215808059	5149.4777927321666	5136	4077	5376	5219	5328	5793	5253	5809	5847	6694	5321	6443	6015	5637	5975	6539	9301	7587	4208	8860	8348	5137	12734	13398	26632	9625	8042	2350	16107	10399	6904	7344	6683	6546	6303	7480	6506	6220	6371	6355	6242	6312	6740	6201	6499	5453	5364	5406	4949	5170	4989	5348	5770	4101	5089	4771	4907	5538	5037	5509	5371	6081	4834	5241	4870	4866	5364	5460	6958	6808	8265	9368	8057	8326	4673	12518	12147	15182	7803	









MNsure Contact Center Performance

January 1, 2020- December 31, 2020



Calls Received (MNsure)	43828	43835	43842	43849	43856	43863	43870	43877	43884	43891	43898	43905	43912	43919	43926	43933	43940	43947	43954	43961	43968	43975	43982	43989	43996	44003	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	7801	8390	7189	6802	7592	6335	6182	5393	6341	5800	5414	5353	9447	8435	6700	8549	9838	5222	3964	4364	3824	2601	2823	3250	3201	3474	3073	3327	3575	3971	4080	3629	3539	3581	3961	3906	2884	3224	3311	4115	4164	5673	4722	5241	7127	7054	6982	4358	9287	8851	11751	10457	5081	Average Speed of Answer (hh:mm:ss)	43828	43835	43842	43849	43856	43863	43870	43877	43884	43891	43898	43905	43912	43919	43926	43933	43940	43947	43954	43961	43968	43975	43982	43989	43996	44003	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	4.5211907366335515E-3	2.6838534949639595E-3	1.71164442149607E-3	6.4628015545011254E-3	4.7756798612470144E-3	2.4852136254058755E-3	2.2289691521951397E-3	3.4756378565809236E-3	1.4969343570367731E-3	2.3106711438093601E-3	1.7904291042576217E-3	2.695009377906502E-3	1.3726230186283838E-2	1.2082298604360742E-2	6.7638096854494177E-3	7.981884236452054E-3	1.1737800940753704E-2	1.663820367523925E-3	1.059843429963223E-3	6.6658358121805231E-4	7.8988740277411242E-4	2.0368865696359316E-4	1.7225568887604666E-5	2.131371706758305E-4	5.5651525985946873E-4	1.3364265046296297E-3	1.3837274268058556E-3	7.5391645257974742E-4	1.1778323866304824E-3	1.2133318962130205E-3	1.5466789814802943E-3	1.4699758576617501E-3	1.2859526582864732E-3	1.1468709158712663E-3	1.8866686931202745E-3	1.9062288623024107E-3	1.2913957251522354E-3	1.0726237829133908E-3	1.3064901604265904E-3	2.0093198443781033E-3	3.41857696711126E-3	3.1108082938430879E-3	6.8299413026272327E-4	6.7457086440731297E-4	6.4273359046788242E-4	7.8340459520736129E-4	2.9513888888888889E-4	1.3310185185185183E-4	3.1834207657908676E-4	2.3995065721949292E-5	7.4665796270950583E-4	1.2311074952432285E-3	3.6852118737116455E-4	Handle Time (Avg)	43828	43835	43842	43849	43856	43863	43870	43877	43884	43891	43898	43905	43912	43919	43926	43933	43940	43947	43954	43961	43968	43975	43982	43989	43996	44003	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	6.8253472222222222E-3	9.1672005050876821E-3	9.386157234983197E-3	8.5345272604904175E-3	8.6936856696448669E-3	8.9524757759683327E-3	8.7683417541903237E-3	9.0827818226668251E-3	8.7834490633724414E-3	8.5119977437736506E-3	8.5664659624782539E-3	8.7798176876360823E-3	9.9641159586546305E-3	1.0067202357993714E-2	9.6238125898484867E-3	8.1561367695988842E-3	8.5849843435904759E-3	7.4539559192498715E-3	7.2114032547238539E-3	6.6894212962962966E-3	7.0804398148148137E-3	7.191406249999999E-3	6.7481256149413155E-3	6.8452083333333334E-3	6.5270833333333335E-3	6.724652777777779E-3	6.6067708333333343E-3	6.6301620370370368E-3	6.6768518518518522E-3	6.4874828386913578E-3	6.458675573263975E-3	6.2772685185185197E-3	6.3588657407407405E-3	6.4957175925925929E-3	6.3341203703703702E-3	7.1173938488497488E-3	6.4969618055555553E-3	6.81787037037037E-3	7.3152515013223552E-3	7.1718033360323244E-3	7.0434589906614069E-3	7.4287472679962149E-3	7.0376620370370376E-3	7.0085185185185181E-3	7.7790345508791043E-3	7.5539351851851844E-3	7.2762345679012333E-3	7.1672453703703707E-3	7.1574652777777774E-3	7.3671489197530866E-3	7.8806712962962971E-3	7.7275561422504527E-3	7.333825231481482E-3	









MNsure Contact Center Performance

January 1, 2021- December 31, 2021



Calls Received (MNsure)	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	5521	4706	4528	4836	4051	3609	4034	4180	3912	3472	3407	3432	3312	2979	2905	2931	3401	6131	4579	4220	3749	2637	2734	3145	3240	3721	3111	4787	3132	3602	3247	3026	3109	3202	3452	2540	2969	2802	3109	2756	3212	4433	4084	6013	4969	5097	2855	6880	6309	9913	2767	4149	Average Speed of Answer (hh:mm:ss)	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	5.0571434007803636E-4	7.1031879729099487E-4	1.6345736739367409E-3	1.5952510155340706E-3	1.3443377041864354E-3	2.0364437825993688E-3	3.9740820003148457E-3	6.9599922951161918E-3	5.2800925925925923E-3	2.6759259259259258E-3	3.0416666666666669E-3	3.5439814814814822E-3	2.9166666666666668E-3	2.6111111111111109E-3	2.6180555555555558E-3	3.4907407407407409E-3	6.3796296296296292E-3	1.4416666666666666E-2	8.6458333333333335E-3	9.3842592592592606E-3	8.1504629629629635E-3	7.4421296296296301E-3	2.9837962962962965E-3	4.5763888888888894E-3	5.1041666666666674E-3	5.9629629629629624E-3	1.0963541666666667E-2	1.2738425925925926E-2	6.6388888888888886E-3	8.6689814814814824E-3	8.0416666666666657E-3	4.4050925925925924E-3	4.0555555555555553E-3	5.4282407407407404E-3	6.7152777777777783E-3	6.820023148148148E-3	1.8333333333333333E-3	4.3425925925925923E-3	9.1458333333333339E-3	3.6736111111111114E-3	6.1435185185185186E-3	8.0393518518518513E-3	3.6134259259259253E-3	3.8634259259259251E-3	4.0023148148148145E-3	1.5300925925925927E-3	9.722222222222223E-4	2.79513888888889E-3	2.5289351851851853E-3	1.1500771604938271E-2	1.6898148148148148E-3	2.8935185185185184E-3	Handle Time (Avg)	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	7.7820164973587793E-3	8.2147353209636939E-3	8.2234887109438933E-3	8.3349227263614482E-3	8.3519821850367767E-3	8.7251241803356274E-3	9.5936277652998413E-3	1.0185759174174093E-2	1.207638888888889E-2	1.1842592592592594E-2	1.1530092592592594E-2	1.1245370370370371E-2	1.0761574074074074E-2	1.087962962962963E-2	1.0976851851851852E-2	1.1118055555555555E-2	1.18125E-2	1.0805555555555556E-2	1.1076388888888889E-2	1.1370370370370371E-2	1.1432870370370371E-2	1.1296296296296296E-2	1.150462962962963E-2	1.1377314814814816E-2	1.1337962962962963E-2	1.1224537037037036E-2	1.195601851851852E-2	1.2416666666666668E-2	1.15E-2	1.168287037037037E-2	1.1891203703703706E-2	1.1898148148148147E-2	1.1886574074074074E-2	1.1608796296296298E-2	1.1622685185185186E-2	1.2057291666666668E-2	1.2069444444444445E-2	1.1479166666666669E-2	1.2491319444444444E-2	1.2303240740740741E-2	1.2513888888888889E-2	1.1578703703703702E-2	1.2747685185185185E-2	1.2689814814814815E-2	1.2386574074074074E-2	1.2756944444444442E-2	1.2685185185185186E-2	1.2152777777777778E-2	1.160108024691358E-2	1.1795910493827161E-2	1.1605902777777776E-2	1.1678240740740741E-2	









Calls Received (MNsure)	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	44199	44206	4043	9928	7242	6898	4423	7718	7750	9501	6262	12893	12809	17516	17673	16994	15713	12343	8295	9333	8514	10190	7578	10235	13027	20776	19067	43201	39271	10454	12830	35588	10569	8072	8722	7490	6823	6646	5481	4963	5642	4542	5532	6114	5851	3322	5832	6889	7725	7771	4711	5186	5449	5065	5121	4600	4304	5089	3804	6305	8149	24189	10874	23406	11665	35598	8217	23150	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	14305	24967	17095	10345	10154	13690	16094	11539	11380	10491	10915	9552	9690	8612	8311	6723	6953	6067	6712	5791	5618	6632	6509	6675	3265	4070	3844	3898	3607	3666	3775	4486	5551	4489	5112	4744	6439	6108	7893	7337	8942	22143	13337	14686	7801	16288	18182	27234	27234	13185	13084	17536	14005	20676	22689	17972	8176	6600	7725	6257	6418	6211	6577	5941	5439	5155	5303	5149	5558	5606	5592	4791	4895	4827	5106	6142	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	16309	11488	10110	11305	9825	9825	8332	9763	8771	8633	8051	7384	6922	7153	6887	6165	5786	4999	5210	5159.308623633724	4702.2218878404692	5141.6278282278436	4802.5099215808059	5149.4777927321666	5136	4077	5376	5219	5328	5793	5253	5809	5847	6694	5321	6443	6015	5637	5975	6539	9301	7587	4208	8860	8348	5137	12734	13398	26632	9625	8042	2350	16107	10399	6904	7344	6683	6546	6303	7480	6506	6220	6371	6355	6242	6312	6740	6201	6499	5453	5364	5406	4949	5170	4989	5348	5770	4101	5089	4771	4907	5538	5037	5509	5371	6081	4834	5241	4870	4866	5364	5460	6958	6808	8265	9368	8057	8326	4673	12518	12147	15182	7803	7801	8390	7189	6802	7592	6335	6182	5393	6341	5800	5414	5353	9447	8435	6700	8549	9838	5222	3964	4364	3824	2601	2823	3250	3201	3474	3073	3327	3575	3971	4080	3629	3539	3581	3961	3906	2884	3224	3311	4115	4164	5673	4722	5241	7127	7054	6982	4358	9287	8851	11751	10457	5081	5521	4706	Average Speed of Answer (hh:mm:ss)	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	44199	44206	1.3837274268058556E-3	7.5391645257974742E-4	1.1778323866304824E-3	1.2133318962130205E-3	1.5466789814802943E-3	1.4699758576617501E-3	1.2859526582864732E-3	1.1468709158712663E-3	1.8866686931202745E-3	1.9062288623024107E-3	1.2913957251522354E-3	1.0726237829133908E-3	1.3064901604265904E-3	2.0093198443781033E-3	3.41857696711126E-3	3.1108082938430879E-3	6.8299413026272327E-4	6.7457086440731297E-4	6.4273359046788242E-4	7.8340459520736129E-4	2.9513888888888889E-4	1.3310185185185183E-4	3.1834207657908676E-4	2.3995065721949292E-5	7.4665796270950583E-4	1.2311074952432285E-3	3.6852118737116455E-4	5.0571434007803636E-4	7.1031879729099487E-4	Call Handle TIme	44013	44017	44024	44031	44038	44045	44052	44059	44066	44073	44080	44087	44094	44101	44108	44115	44122	44129	44136	44143	44150	44157	44164	44171	44178	44185	44192	44199	44206	6.6067708333333343E-3	6.6301620370370368E-3	6.6768518518518522E-3	6.4874828386913578E-3	6.458675573263975E-3	6.2772685185185197E-3	6.3588657407407405E-3	6.4957175925925929E-3	6.3341203703703702E-3	7.1173938488497488E-3	6.4969618055555553E-3	6.81787037037037E-3	7.3152515013223552E-3	7.1718033360323244E-3	7.0434589906614069E-3	7.4287472679962149E-3	7.0376620370370376E-3	7.0085185185185181E-3	7.7790345508791043E-3	7.5539351851851844E-3	7.2762345679012333E-3	7.1672453703703707E-3	7.1574652777777774E-3	7.3671489197530866E-3	7.8806712962962971E-3	7.7275561422504527E-3	7.333825231481482E-3	7.7820164973587793E-3	8.2147353209636939E-3	









MNsure Contact Center Performance

November 1, 2021 - December 31, 2022



Calls Received (MNsure)	44500	44507	44514	44521	44528	44535	44542	44549	44556	44563	44570	44577	44584	44591	44598	44605	44612	44619	44626	44633	44640	44647	44654	44661	44668	44675	44682	44689	44696	44703	44710	44717	44724	44731	44738	44745	44752	44759	44766	44773	44780	44787	44794	44801	44808	44815	44822	44829	44836	44843	44850	44857	44866	44871	44878	44885	44892	44899	44906	44913	44920	6013	4969	5097	2855	6880	6309	9913	2767	4149	5795	7361	2816	3736	3801	2939	3054	2935	3329	3037	2729	2856	3189	2770	2842	2889	2459	2227	1924	2050	2347	1860	2059	1922	2092	2493	1690	2084	2190	2500	2165	2070	2459	2663	2962	2110	2435	2383	2757	2574	3876	3491	3210	4902	4265	4662	2722	5551	5560	8645	3435	3723	Average Speed of Answer (hh:mm:ss)	44500	44507	44514	44521	44528	44535	44542	44549	44556	44563	44570	44577	44584	44591	44598	44605	44612	44619	44626	44633	44640	44647	44654	44661	44668	44675	44682	44689	44696	44703	44710	44717	44724	44731	44738	44745	44752	44759	44766	44773	44780	44787	44794	44801	44808	44815	44822	44829	44836	44843	44850	44857	44866	44871	44878	44885	44892	44899	44906	44913	44920	3.8634259259259251E-3	4.0023148148148145E-3	1.5300925925925927E-3	9.722222222222223E-4	2.79513888888889E-3	2.5289351851851853E-3	1.1500771604938271E-2	1.6898148148148148E-3	2.8935185185185184E-3	2.991898148148148E-3	2.5038580246913578E-3	5.3240740740740744E-4	1.5046296296296296E-3	3.9143518518518512E-3	1.2407407407407406E-3	1.8333333333333333E-3	4.8350694444444448E-3	3.0486111111111109E-3	1.6041666666666665E-3	1.4282407407407408E-3	2.0185185185185184E-3	1.9560185185185184E-3	1.4884259259259258E-3	1.6273148148148147E-3	1.925925925925926E-3	7.3611111111111121E-4	8.9583333333333333E-4	2.6157407407407412E-4	3.3796296296296298E-4	1.0324074074074074E-3	8.9120370370370373E-4	6.3425925925925922E-4	7.7083333333333333E-4	1.2731481481481483E-3	9.74537037037037E-4	3.0381944444444445E-4	7.268518518518519E-4	3.6342592592592595E-4	2.2175925925925926E-3	1.2685185185185184E-3	6.041666666666667E-4	1.5162037037037039E-3	1.6412037037037037E-3	3.7037037037037034E-3	7.1759259259259259E-4	3.9120370370370367E-4	3.9351851851851851E-5	1.0648148148148149E-4	1.6412037037037037E-3	2.1944444444444442E-3	2.7685185185185182E-3	1.284722222222222E-3	7.2222222222222219E-4	4.2361111111111115E-4	2.3148148148148146E-4	9.837962962962962E-4	2.6813271604938268E-4	4.7453703703703698E-4	2.5250771604938267E-3	1.1574074074074073E-4	2.5752314814814816E-4	Handle Time (Avg)	44500	44507	44514	44521	44528	44535	44542	44549	44556	44563	44570	44577	44584	44591	44598	44605	44612	44619	44626	44633	44640	44647	44654	44661	44668	44675	44682	44689	44696	44703	44710	44717	44724	44731	44738	44745	44752	44759	44766	44773	44780	44787	44794	44801	44808	44815	44822	44829	44836	44843	44850	44857	44866	44871	44878	44885	44892	44899	44906	44913	44920	1.2689814814814815E-2	1.2386574074074074E-2	1.2756944444444442E-2	1.2685185185185186E-2	1.2152777777777778E-2	1.160108024691358E-2	1.1795910493827161E-2	1.1605902777777776E-2	1.1678240740740741E-2	1.1269290123456788E-2	1.1579861111111112E-2	1.1342592592592592E-2	1.0921296296296297E-2	1.0284722222222223E-2	1.043287037037037E-2	1.0569444444444447E-2	1.0379050925925925E-2	1.0668981481481481E-2	1.0393518518518517E-2	1.013425925925926E-2	1.0365740740740741E-2	1.0430555555555554E-2	1.0425925925925925E-2	1.0150462962962964E-2	1.0439814814814815E-2	1.0733796296296295E-2	1.0162037037037037E-2	1.0108796296296296E-2	9.9537037037037042E-3	1.0211226851851852E-2	9.8379629629629633E-3	9.7777777777777776E-3	9.9212962962962978E-3	1.0127314814814815E-2	9.8680555555555553E-3	9.4357638888888894E-3	9.9861111111111105E-3	9.6921296296296287E-3	9.8981481481481472E-3	1.0525462962962962E-2	1.0643518518518519E-2	1.080324074074074E-2	1.018287037037037E-2	1.1546296296296296E-2	1.1756365740740741E-2	1.1645833333333333E-2	1.1354166666666667E-2	1.1055555555555556E-2	1.1046296296296295E-2	1.1363425925925926E-2	1.1333333333333334E-2	1.1543981481481481E-2	1.1465277777777777E-2	1.1696759259259259E-2	1.0976851851851852E-2	1.0895061728395062E-2	1.0711805555555556E-2	1.0715663580246913E-2	1.017746913580247E-2	1.0407407407407409E-2	1.0575810185185186E-2	









MNsure Contact Center Performance

January 1, 2021- December 31, 2021



Calls Received (MNsure)	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	5521	4706	4528	4836	4051	3609	4034	4180	3912	3472	3407	3432	3312	2979	2905	2931	3401	6131	4579	4220	3749	2637	2734	3145	3240	3721	3111	4787	3132	3602	3247	3026	3109	3202	3452	2540	2969	2802	3109	2756	3212	4433	4084	6013	4969	5097	2855	6880	6309	9913	2767	4149	Average Speed of Answer (hh:mm:ss)	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	5.0571434007803636E-4	7.1031879729099487E-4	1.6345736739367409E-3	1.5952510155340706E-3	1.3443377041864354E-3	2.0364437825993688E-3	3.9740820003148457E-3	6.9599922951161918E-3	5.2800925925925923E-3	2.6759259259259258E-3	3.0416666666666669E-3	3.5439814814814822E-3	2.9166666666666668E-3	2.6111111111111109E-3	2.6180555555555558E-3	3.4907407407407409E-3	6.3796296296296292E-3	1.4416666666666666E-2	8.6458333333333335E-3	9.3842592592592606E-3	8.1504629629629635E-3	7.4421296296296301E-3	2.9837962962962965E-3	4.5763888888888894E-3	5.1041666666666674E-3	5.9629629629629624E-3	1.0963541666666667E-2	1.2738425925925926E-2	6.6388888888888886E-3	8.6689814814814824E-3	8.0416666666666657E-3	4.4050925925925924E-3	4.0555555555555553E-3	5.4282407407407404E-3	6.7152777777777783E-3	6.820023148148148E-3	1.8333333333333333E-3	4.3425925925925923E-3	9.1458333333333339E-3	3.6736111111111114E-3	6.1435185185185186E-3	8.0393518518518513E-3	3.6134259259259253E-3	3.8634259259259251E-3	4.0023148148148145E-3	1.5300925925925927E-3	9.722222222222223E-4	2.79513888888889E-3	2.5289351851851853E-3	1.1500771604938271E-2	1.6898148148148148E-3	2.8935185185185184E-3	Handle Time (Avg)	44199	44206	44213	44220	44227	44234	44241	44248	44255	44262	44269	44276	44283	44290	44297	44304	44311	44318	44325	44332	44339	44346	44353	44360	44367	44374	44381	44388	44395	44402	44409	44416	44423	44430	44437	44444	44451	44458	44465	44472	44479	44486	44493	44500	44507	44514	44521	44528	44535	44542	44549	44556	7.7820164973587793E-3	8.2147353209636939E-3	8.2234887109438933E-3	8.3349227263614482E-3	8.3519821850367767E-3	8.7251241803356274E-3	9.5936277652998413E-3	1.0185759174174093E-2	1.207638888888889E-2	1.1842592592592594E-2	1.1530092592592594E-2	1.1245370370370371E-2	1.0761574074074074E-2	1.087962962962963E-2	1.0976851851851852E-2	1.1118055555555555E-2	1.18125E-2	1.0805555555555556E-2	1.1076388888888889E-2	1.1370370370370371E-2	1.1432870370370371E-2	1.1296296296296296E-2	1.150462962962963E-2	1.1377314814814816E-2	1.1337962962962963E-2	1.1224537037037036E-2	1.195601851851852E-2	1.2416666666666668E-2	1.15E-2	1.168287037037037E-2	1.1891203703703706E-2	1.1898148148148147E-2	1.1886574074074074E-2	1.1608796296296298E-2	1.1622685185185186E-2	1.2057291666666668E-2	1.2069444444444445E-2	1.1479166666666669E-2	1.2491319444444444E-2	1.2303240740740741E-2	1.2513888888888889E-2	1.1578703703703702E-2	1.2747685185185185E-2	1.2689814814814815E-2	1.2386574074074074E-2	1.2756944444444442E-2	1.2685185185185186E-2	1.2152777777777778E-2	1.160108024691358E-2	1.1795910493827161E-2	1.1605902777777776E-2	1.1678240740740741E-2	









MNsure Contact Center Performance

January 1, 2024 - December 31, 2024



Calls Received (MNsure)	45291	45298	45305	45312	45319	45326	45333	45340	45347	45354	45361	45368	45375	45382	45389	45396	45403	45410	45417	45424	45431	45438	45445	45452	45459	45466	45473	45480	45487	45494	45501	45508	45515	45522	45529	45536	45543	45550	45557	45564	45571	45578	45585	45592	45599	45606	45613	45620	45627	45634	45641	45648	45655	6215	8597	4942	5342	6705	5007	4628	4371	5987	5034	4474	4785	5384	4870	4420	4469	4348	5185	3823	3668	3990	3961	3980	3486	3425	4188	2812	3181	3646	3868	4253	3730	3791	3687	4039	3214	3680	3728	3966	4026	3279	3744	5464	6417	7894	7124	7754	4260	10044	10806	12898	3616	7891	Average Speed of Answer (hh:mm:ss)	45291	45298	45305	45312	45319	45326	45333	45340	45347	45354	45361	45368	45375	45382	45389	45396	45403	45410	45417	45424	45431	45438	45445	45452	45459	45466	45473	45480	45487	45494	45501	45508	45515	45522	45529	45536	45543	45550	45557	45564	45571	45578	45585	45592	45599	45606	45613	45620	45627	45634	45641	45648	45655	1.2826967592592593E-2	8.2916666666666659E-3	8.3969907407407396E-3	3.5671296296296297E-3	1.6069444444444445E-2	2.6064814814814813E-3	1.7847222222222218E-3	5.379050925925926E-3	9.8935185185185202E-3	8.5763888888888886E-3	5.0949074074074074E-3	4.5462962962962965E-3	1.0717592592592593E-2	7.6597222222222223E-3	4.3032407407407412E-3	5.1736111111111115E-3	3.9236111111111112E-3	1.2259259259259258E-2	3.4236111111111112E-3	2.6203703703703701E-3	3.9259259259259265E-3	6.0127314814814817E-3	3.967592592592592E-3	2.3078703703703703E-3	5.0376157407407409E-3	3.0509259259259257E-3	1.5162037037037036E-3	2.8153935185185183E-3	2.5254629629629629E-3	1.5300925925925929E-3	3.0856481481481481E-3	1.0902777777777779E-3	1.0208333333333332E-3	9.1666666666666665E-4	3.685185185185185E-3	2.991898148148148E-3	1.2939814814814815E-3	5.8101851851851858E-4	1.4375E-3	2.7939814814814815E-3	8.6805555555555562E-4	2.1111111111111113E-3	4.1435185185185186E-3	5.898148148148148E-3	9.4444444444444428E-3	1.5755208333333333E-2	1.1965277777777778E-2	5.2777777777777771E-3	1.6668595679012344E-2	2.1777276589280827E-2	2.7114197530864196E-2	9.780092592592592E-3	2.3625E-2	Handle Time (Avg)	45291	45298	45305	45312	45319	45326	45333	45340	45347	45354	45361	45368	45375	45382	45389	45396	45403	45410	45417	45424	45431	45438	45445	45452	45459	45466	45473	45480	45487	45494	45501	45508	45515	45522	45529	45536	45543	45550	45557	45564	45571	45578	45585	45592	45599	45606	45613	45620	45627	45634	45641	45648	45655	1.1197916666666669E-2	1.1321759259259257E-2	1.1038773148148147E-2	1.0361111111111111E-2	1.0550925925925925E-2	1.0120370370370372E-2	1.0076388888888888E-2	9.9884259259259266E-3	1.0458333333333333E-2	1.0532407407407407E-2	1.0418981481481482E-2	1.0618055555555556E-2	1.0652777777777778E-2	1.0680555555555556E-2	1.0564814814814815E-2	1.0726851851851852E-2	1.0932870370370369E-2	1.117361111111111E-2	1.1099537037037036E-2	1.0761574074074073E-2	1.0856481481481481E-2	1.0905671296296295E-2	1.0905092592592593E-2	1.092824074074074E-2	1.1614583333333333E-2	1.1564814814814814E-2	1.1212384259259259E-2	1.169849537037037E-2	1.161111111111111E-2	1.1342592592592593E-2	1.1275462962962963E-2	1.114351851851852E-2	1.0909722222222223E-2	1.0895833333333334E-2	1.0928240740740742E-2	1.1600115740740741E-2	1.2268518518518519E-2	1.1962962962962962E-2	1.1865740740740741E-2	1.1627314814814814E-2	1.1997685185185184E-2	1.2222222222222225E-2	1.1571759259259259E-2	1.1587962962962963E-2	1.16875E-2	1.1915509259259259E-2	1.1664351851851851E-2	1.1462191358024692E-2	1.1556712962962963E-2	1.1578145969793485E-2	1.1579861111111112E-2	1.1264467592592592E-2	1.1189814814814816E-2	









MNsure Contact Center Performance

Nov 1, 2022 - May 31, 2023



Calls Received (MNsure)	44866	44871	44878	44885	44892	44899	44906	44913	44920	44927	44934	44941	44948	44955	44962	44969	44976	44983	44990	44997	45004	45011	45018	45025	45032	45039	45046	45053	45060	45067	45074	45081	4902	4265	4662	2722	5551	5560	8645	3435	3723	4183	6419	3557	3193	3568	2822	2770	2512	2994	2429	2450	2527	2914	2517	2405	2657	2602	2281	1951	2379	2748	2439	2394	Average Speed of Answer (hh:mm:ss)	44866	44871	44878	44885	44892	44899	44906	44913	44920	44927	44934	44941	44948	44955	44962	44969	44976	44983	44990	44997	45004	45011	45018	45025	45032	45039	45046	45053	45060	45067	45074	45081	7.2222222222222219E-4	4.2361111111111115E-4	2.3148148148148146E-4	9.837962962962962E-4	2.6813271604938268E-4	4.7453703703703698E-4	2.5250771604938267E-3	1.1574074074074073E-4	2.5752314814814816E-4	4.976851851851851E-4	6.8672839506172829E-4	4.0740740740740744E-4	7.245370370370371E-4	8.2638888888888898E-4	3.5648148148148149E-4	3.2638888888888892E-4	6.3657407407407413E-4	6.2037037037037041E-4	5.2083333333333333E-4	5.8796296296296298E-4	1.9791666666666664E-3	8.4259259259259248E-4	6.9444444444444436E-4	5.7638888888888887E-4	5.7175925925925927E-4	6.134259259259259E-4	4.1203703703703698E-4	6.111111111111111E-4	2.5925925925925926E-4	6.249999999999999E-4	6.076388888888889E-4	6.6666666666666664E-4	Handle Time (Avg)	44866	44871	44878	44885	44892	44899	44906	44913	44920	44927	44934	44941	44948	44955	44962	44969	44976	44983	44990	44997	45004	45011	45018	45025	45032	45039	45046	45053	45060	45067	45074	45081	1.1465277777777777E-2	1.1696759259259259E-2	1.0976851851851852E-2	1.0895061728395062E-2	1.0711805555555556E-2	1.0715663580246913E-2	1.017746913580247E-2	1.0407407407407409E-2	1.0575810185185186E-2	1.0814814814814815E-2	1.0285493827160494E-2	1.0314814814814815E-2	1.0224537037037037E-2	1.0449074074074074E-2	1.0171296296296296E-2	1.0490740740740741E-2	1.0726273148148148E-2	1.0150462962962962E-2	1.0974537037037038E-2	1.0328703703703705E-2	1.0675925925925926E-2	1.0650462962962962E-2	1.0212962962962962E-2	1.0229166666666668E-2	1.0462962962962962E-2	1.0833333333333334E-2	1.0476851851851852E-2	1.1041666666666668E-2	1.0831018518518518E-2	1.0983796296296295E-2	1.0399305555555556E-2	1.0944444444444446E-2	









MNsure Contact Center Call Volume/ASA Aug 31, 2014 - Dec  15,2014 

Calls Received (MNsure)	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	4711	5186	5449	5065	5121	4600	4304	5089	3804	6305	8149	24189	10874	23406	11665	35598	Average Speed of Answer (hh:mm:ss)	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	6.0152116402116401E-3	Call Volume



Speed of answer (hh:mm::ss)









Calls Handled	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4254	2930	4783	3210	3680	2783	3902	4062	3502	5533	4669	3274	3449	3719	3806	4126	5380	6259	8903	11901	16808	16594	19358	13067	9305	9430	8497	7848	7089	7237	6494	6079	5317	4097	2538	2714	2348	3126	2922	2848	546	2347	2487	2592	4284	3092	3904	3671	4017	4194	4058	3668	3976	2998	5888	7171	19746	9521	19088	7887	21698	6388	18758	13032	13649	10019	13913	16186	28629	19312	11971	9834	8574	9387	10151	8969	7819	8469	10294	10418	6405	6253	6029	5805	5889	5210	5147	5381	5433	5938	5895	6367	7139	6688	7078	6572	6542	5224	5881	6481	6176	6970	6299	6513	6428	7788	13964	11034	12111	8706	16408	18076	20107	12586	17469	16458	17797	12644	21098	14660	9398	9166	12061	10659	10344	9850	9343	9896	8649	8655	7931	7953	6489	6521	5713	6109	5228	5331	5667	5604	5449	2894	3918	3691	3732	3480	3528	3635	4187	5109	4026	4874	4594	5940	5457	4924	6468	8569	18259	13034	14394	7750	16058	17881	23194	23194	13017	10411	14979	11800	16067	20054	14997	7979	6463	7654	6226	6381	6067	6086	5729	5250	5129	5238	5102	5516	5555	5470	4484	4822	4746	4895	5529	4199	5446	5057	4898	4899	4915	4953	4722	5531	4412	5526	5756	5864	5452	6927	7776	7271	11233	11177	11007	6373	14008	15431	21623	21356	9000	11216	16302	11312	9972	11024	9259	9259	7434	9052	6639	6701	6397	6503	5615	5896	5437	4992	4726	4354	4309	4433.176633114037	3975.9326774801516	4230.87966318296	4118.1831739170711	4466.1393152929295	4499.6306228959747	3594.271134472855	4804.0481803035282	4684.383076807937	4557.0669692313677	4836.1484292748064	4528.457773921642	4652.1950367052277	4897.435216668312	5105.6465587562207	3673.5619357781729	4108.846564140269	5494.4629629629626	5437	5959	6203	8432	7566	9173	8858	8315	5092	12274	12854	23167.498617157413	8920.4186046511622	7106.252671225795	2058	15020.467006677532	9971.5450049455976	6549	7067	6562	6444	6118	7369	6438	6110	6308	6288.1769911504425	5521.7876324969111	5700.1770418978358	6195.4467721911578	5481.2480227583892	5506.1282683064146	4525.0475695738878	4794.9025560507189	4826.1604076646008	4123.9884036789354	4437.6458488286844	4167.6302368253582	4189.0532390464014	4375.5119675693077	3303.1214129092809	4087.2529495570943	3885.7636404125374	3805.4353820857614	4206.2633852019335	3747.5903966001315	3441.1797564394174	3643.5314403407297	3884.033027932232	2899.6917173144875	3561.2081284524629	4262.0036573583693	4536.2718303656902	5072.6408163265305	5031	6658	6168.7894140216249	7689	9200	7970	8320	4666	10856	11111.906666666666	13115.678892248156	5606.728999577881	Calls Abandoned	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	494	2302	5293	915	2893	4231	5640	3437	7915	7169	11587	11393	10185	12080	8581	4431	5359	4093	4090	836	764	296	2440	1446	7203	5137	517	2781	6670	1718	251	592	381	294	851	1189	2345	2753	2093	2327	3111	2948	0	0	3326	4520	3399	1574	1196	1668	944	705	440	417	847	769	375	917	4087	1239	4164	3721	7282	344	3507	572	531	167	224	533	2926	3157	378	345	267	348	427	309	360	590	1013	1082	650	780	1116	1150	926	681	783	821	207	415	330	757	1485	447	127	103	100	76	229	279	145	657	212	158	55	361	926	493	384	364	3140	7326	5383	2086	19172	5846	3194	1286	3116	2166	721	710	1237	3079	959	1231	934	830	696	830	431	244	143	315	223	462	434	189	820	796	1188	241	97	102	100	88	117	86	190	304	317	144	67	386	483	2642	711	291	3480	262	213	51	222	277	3662	3662	122	1989	1909	1714	4424	1967	2341	95	49	13	6	9	63	279	90	142	9	36	22	25	20	71	197	35	51	119	461	407	696	1095	1387	1438	619	771	462	320	29	145	1	1	0	0	1	0	0	0	0	0	0	2	56	4	0	0	8	161	38	196	434	434	741	559	1856	1721	1537	774	1171	988	1325	1059	956	596	716	669.13199051968627	622.28921036031761	793.74816504488342	630.32674766373509	621.92209005805898	564.28160572104719	432.86641313706468	503.31363387588181	489.48005879156869	683.4151400479077	870.57990253409082	663.10215834958933	1074.8618916354039	869.64213788232337	1407.8697963147627	1520.4740814180052	2166.4792703734279	447.90476190476193	166	0	64	323	0	5	1	27	38	414	161	2330.2687068964647	251.97674418604652	541.20403724108724	106	351.97129186602871	217.58654797230466	100	96	109	89	147	90	47	89	45	47.991150442477874	563.83927254585228	395.22817642226016	392.47503133542972	357.03736112609124	532.97165786320602	626.752722782771	373.09783228462129	305.53751401378463	488.90538952409304	473.71519500176458	558.04162023126992	795.72596015701879	981.86610352843377	486.10275758825196	654.68619367877182	569.02164531787162	758.99729076645667	888.77516047317306	903.70503387857161	672.25237894744782	1090.9898023459764	1646.4392501231596	1447.452734982332	1234.6274155352444	354.71322638187308	129.98426989973734	103.43673469387755	95	14	305.33126961981168	120	10	16	0	0	312	262.93600000000004	1180.585072987762	1579.7002954833263	Abandon % (	<	5%)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	0.12	0.27599760384164213	0.40342540686488154	0.38054508553203825	0.18099999999999999	0.37483804094324957	0.5459354838709678	0.59362172402904956	0.54886617694027462	0.61389901496936317	0.55968459676789761	0.66150947704955465	0.64465568946981266	0.55020000000000002	0.76879017374148795	0.69521186097383136	0.53417721518987338	0.57419907853851926	0.48073760864458537	0.40137389597644751	0.11031934547373977	7.4645823155837815E-2	2.2722038842404237E-2	0.11744320369657296	7.583783500288456E-2	0.16673225156825072	0.13080899391408418	4.9454754161086668E-2	0.21675759937646141	0.18742272676182983	0.16255085627779356	3.1095143706640238E-2	6.787434074753497E-2	5.0867823765020026E-2	4.3089550051297082E-2	0.12804694553114657	0.21693121693121692	0.47249647390691113	0.48794753633463311	0.46081021576398062	0.42064352856109904	0.50883218842001965	0.50384549649632537	0	0	0.48279866453766873	0.58511326860841428	0.43739544460172436	0.32272499999999998	0.23261999999999999	0.29788000000000003	0.17774000000000001	0.13656666666666667	9.2460000000000014E-2	9.3300000000000008E-2	0.21612000000000001	0.1928	5.0259999999999992E-2	9.1950000000000018E-2	0.13060000000000002	0.22812000000000002	0.17790310176877724	0.31898842691813117	0.20456205404798022	7.5166666666666672E-3	7.5233333333333346E-2	2.8742857142857143E-2	2.7228571428571428E-2	5.2599999999999994E-2	1.0857142857142857E-2	2.3999999999999997E-2	7.2514285714285726E-2	0.15118333333333331	2.9328571428571426E-2	3.1940000000000003E-2	2.7259999999999996E-2	3.3240000000000006E-2	3.6320000000000005E-2	2.8320000000000001E-2	3.9949999999999999E-2	5.3780000000000008E-2	7.7839999999999993E-2	7.7940000000000009E-2	8.7119999999999989E-2	0.1061	0.14150000000000001	0.15707500000000002	0.12925999999999999	0.12762000000000001	0.10840000000000001	0.12276000000000001	3.3149999999999999E-2	6.276000000000001E-2	4.4659999999999998E-2	0.10444000000000001	0.15676000000000001	8.2920000000000008E-2	1.634E-2	1.4619999999999999E-2	1.1932E-2	1.3099999999999999E-2	3.6075000000000003E-2	3.3739999999999999E-2	2.138E-2	8.166000000000001E-2	0.03	2.232E-2	8.1799999999999998E-3	2.5919999999999999E-2	4.1328571428571423E-2	5.79E-2	6.075714285714285E-2	2.6880000000000005E-2	0.14574285714285715	0.24947142857142857	0.1132	8.5860000000000006E-2	0.40821666666666667	0.14635714285714285	7.9214285714285695E-2	5.6485714285714292E-2	8.1642857142857142E-2	7.8883333333333319E-2	5.5200000000000006E-2	5.1225E-2	6.5880000000000008E-2	0.16026000000000001	6.5980000000000011E-2	8.3300000000000013E-2	6.694E-2	6.9179999999999992E-2	5.8419999999999993E-2	6.7559999999999995E-2	3.8879999999999991E-2	2.6800000000000001E-2	1.942E-2	5.0339999999999996E-2	3.4139999999999997E-2	6.3899999999999998E-2	6.1225000000000002E-2	2.8999999999999998E-2	0.11406000000000001	0.11086	0.16635	2.8299999999999999E-2	1.338E-2	1.8880000000000001E-2	1.788E-2	1.8700000000000001E-2	2.632E-2	1.6840000000000001E-2	2.742E-2	3.6760000000000001E-2	6.1525000000000003E-2	2.5639999999999996E-2	1.23E-2	5.8479999999999997E-2	7.9479999999999995E-2	0.32911999999999997	7.7460000000000001E-2	1.8680000000000002E-2	0.10521666666666664	9.1142857142857154E-3	5.985714285714286E-3	3.6250000000000002E-3	8.5833333333333334E-3	8.7499999999999991E-3	7.5942857142857131E-2	7.5942857142857131E-2	6.5000000000000006E-3	0.12314	9.5050000000000009E-2	7.768333333333334E-2	0.19455	6.1628571428571421E-2	8.3699999999999997E-2	8.6E-3	6.1749999999999999E-3	1.32E-3	9.4000000000000008E-4	1.5799999999999998E-3	1.0280000000000001E-2	4.8799999999999996E-2	1.8099999999999998E-2	2.2600000000000002E-2	1.6400000000000002E-3	5.3E-3	4.6799999999999993E-3	4.8599999999999997E-3	3.4000000000000002E-3	1.6260000000000004E-2	3.7500000000000006E-2	6.6200000000000009E-3	1.2199999999999999E-2	2.196E-2	7.5300000000000006E-2	7.6100000000000015E-2	0.10051999999999998	0.15448000000000001	0.21457999999999999	0.19383999999999998	0.10768	0.12563999999999997	8.8059999999999999E-2	4.564E-2	4.8249999999999994E-3	1.702E-2	1.3999999999999999E-4	1.7999999999999998E-4	0	0	0	0	0	0	0	0	0	1.768045417680454E-3	1.0183333333333334E-2	8.3333333333333331E-5	0	0	4.6666666666666661E-4	1.1780000000000001E-2	4.5500000000000002E-3	1.8520000000000002E-2	3.9980000000000002E-2	3.9980000000000002E-2	8.3150000000000002E-2	6.0519999999999997E-2	0.20100000000000001	0.18234	0.18359999999999999	9.6579999999999999E-2	0.16531999999999997	0.13028000000000001	0.19252	0.17082000000000003	0.14777999999999999	0.11417999999999999	0.13683999999999999	0.12707439253390887	0.13083296986085169	0.1476929051387505	0.12023573949666171	0.10954878560202286	0.10030442227432239	9.8401225384024682E-2	8.7507834223808562E-2	8.0153294933954428E-2	0.12308252771364177	0.14119771116713317	0.1116397581661083	0.17525527456112391	0.13069735908607913	0.19492489665144255	0.27508283166303377	0.33298891092563943	5.9340345178712298E-2	2.7906711394696988E-2	0	9.2968973919679756E-3	3.16202464885081E-2	0	4.7483380816714152E-4	1.0101010101010101E-3	2.7817348671517576E-3	6.0890721995531111E-3	2.629159514697936E-2	1.0339506858248054E-2	8.1439028334779714E-2	2.1238008281437269E-2	2.5700486816655644E-2	4.5106382978723401E-2	1.3983602179407931E-2	1.7749013067528741E-2	1.4303559532808711E-2	1.2261780711374654E-2	1.401163572702247E-2	1.4183355892482995E-2	2.007969058485903E-2	1.0457098737467271E-2	6.642154523302489E-3	1.2692739055030702E-2	6.7771916800710265E-3	7.5823295883158653E-3	7.3704235618296227E-2	4.8925555994449491E-2	3.5765701347348272E-2	5.2939825931325957E-2	7.5669933560430086E-2	0.10144502421797259	5.5673595800018592E-2	5.3355429145961329E-2	9.5818612561118982E-2	8.0958467781048024E-2	0.1016283559431119	0.13048192023778524	0.15301958660482118	0.10402555212400404	0.11818307560607011	0.10801217636071103	0.13863555746310732	0.14964405134795361	0.16024252803058744	0.11442225838407574	0.19736266745779379	0.26811232277308361	0.29838804641925787	0.22726467812820003	6.4558614639709869E-2	2.3531301386050474E-2	1.4495298112421548E-2	1.7126511517957556E-2	2.0359060183877068E-3	4.0309830564887392E-2	1.3186173559011159E-2	7.5057345746385937E-4	1.6100003383064379E-3	0	0	1.9221028819401794E-2	2.1877604170340115E-2	6.8077452512145545E-2	0.11934741155813108	Avg Time to Abandon	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4.0624999999999993E-3	0	0	2.6365740740740746E-3	2.3287037037037035E-3	2.9814814814814817E-3	3.0054012345679011E-3	1.7268518518518516E-3	2.8163580246913585E-3	3.3366402116402115E-3	2.3263888888888891E-3	3.6309523809523814E-3	3.9274691358024694E-3	3.5664682539682537E-3	1.4583333333333334E-3	2.9205246913580241E-3	1.456679894179894E-3	1.1375661375661375E-3	6.3822751322751322E-4	9.854497354497354E-4	9.6064814814814808E-4	2.1064814814814813E-3	3.3603395061728397E-3	1.4451058201058202E-3	1.9699074074074072E-3	1.9027777777777775E-3	2.3009259259259259E-3	1.3634259259259259E-3	9.3171296296296296E-4	1.4305555555555556E-3	2.1180555555555558E-3	2.0486111111111113E-3	2.921296296296296E-3	2.0624999999999997E-3	2.0370370370370373E-3	2.1782407407407406E-3	2.7662037037037034E-3	2.4745370370370372E-3	2.2067901234567901E-3	1.9444444444444444E-3	1.8564814814814815E-3	1.3917824074074076E-3	1.712962962962963E-3	1.5856481481481481E-3	1.951388888888889E-3	1.9745370370370372E-3	1.5254629629629631E-3	1.1064814814814815E-3	1.5416666666666664E-3	1.1759259259259257E-3	8.1597222222222216E-4	1.5827546296296295E-3	1.2384259259259258E-3	1.3935185185185185E-3	1.9791666666666664E-3	1.4120370370370369E-3	1.1435185185185185E-3	6.8518518518518516E-4	1.6967592592592594E-3	1.7080026455026452E-3	2.1197089947089945E-3	1.7625661375661372E-3	9.6759259259259259E-4	2.3974867724867728E-3	3.6921296296296294E-3	3.2457010582010591E-3	4.2476851851851851E-3	9.5833333333333326E-3	3.5036375661375665E-3	3.630952380952381E-3	3.0175264550264557E-3	2.9894179894179892E-3	3.1847993827160497E-3	2.4467592592592592E-3	2.2309027777777778E-3	3.3101851851851855E-3	4.6712962962962967E-3	3.5046296296296292E-3	4.0069444444444449E-3	3.8935185185185184E-3	2.8472222222222223E-3	3.6041666666666674E-3	3.4814814814814812E-3	2.3379629629629631E-3	1.8842592592592591E-3	1.6064814814814813E-3	2.2152777777777778E-3	1.8680555555555555E-3	3.1319444444444441E-3	3.0266203703703705E-3	1.7708333333333332E-3	2.2129629629629626E-3	2.953703703703704E-3	2.8703703703703703E-3	6.4814814814814824E-4	1.0972222222222221E-3	1.2638888888888886E-3	1.3148148148148149E-3	1.3495370370370369E-3	1.7638888888888888E-3	1.3796296296296295E-3	1.7962962962962963E-3	1.3935185185185183E-3	1.507523148148148E-3	2.3472222222222219E-3	1.2337962962962964E-3	1.8796296296296297E-3	2.1111111111111113E-3	5.8703703703703713E-3	2.9745370370370368E-3	6.0370370370370369E-3	5.1658950617283943E-3	5.3290343915343916E-3	4.5701058201058206E-3	2.7430555555555559E-3	2.0679012345679016E-3	1.8692129629629629E-3	4.464285714285714E-3	4.464285714285714E-3	2.0995370370370369E-3	1.8495370370370371E-3	2.181712962962963E-3	2.3321759259259255E-3	3.7345679012345677E-3	2.1726190476190474E-3	2.2839506172839508E-3	1.4837962962962962E-3	8.0150462962962966E-4	3.3564814814814818E-4	2.3842592592592592E-4	3.2175925925925921E-4	1.1296296296296295E-3	1.3611111111111111E-3	8.7731481481481482E-4	8.4259259259259248E-4	5.5324074074074075E-4	8.2175925925925927E-4	6.3657407407407402E-4	7.8240740740740734E-4	7.8472222222222224E-4	1.2106481481481482E-3	1.3628472222222221E-3	8.1018518518518516E-4	1.0069444444444444E-3	1.2800925925925927E-3	2.2152777777777778E-3	1.5364583333333335E-3	2.4166666666666668E-3	2.7546296296296299E-3	3.0995370370370369E-3	4.0046296296296297E-3	3.1898148148148146E-3	3.5046296296296297E-3	3.0046296296296292E-3	3.231481481481481E-3	3.1510416666666666E-3	3.2268518518518523E-3	1.1342592592592591E-3	2.8240740740740738E-4	2.3148148148148148E-6	0	1.7129629629629629E-4	0	0	0	0	0	0	1.716820987654321E-4	1.1921296296296296E-3	1.3117283950617284E-4	0	0	4.4945987654320985E-4	1.3796296296296295E-3	8.2870370370370368E-4	1.6064814814814813E-3	2.0486111111111113E-3	2.0486111111111113E-3	2.4392361111111108E-3	2.5000000000000001E-3	4.6319444444444446E-3	5.0625000000000002E-3	9.2013888888888874E-3	8.2847222222222211E-3	8.4583333333333333E-3	8.0509259259259249E-3	8.1458333333333331E-3	8.2262731481481475E-3	8.2222222222222228E-3	8.4930555555555558E-3	7.7291666666666672E-3	8.2341381701037282E-3	8.2554024843419956E-3	9.2096876210890528E-3	7.1543768350446849E-3	6.8318163985231399E-3	7.9271440875184652E-3	8.9075631795287446E-3	7.9008390442181827E-3	9.4202314327402684E-3	8.8976157019226149E-3	8.6503374541204436E-3	8.8518532450178634E-3	9.0679666155237641E-3	9.7118654290727809E-3	1.0907432905043309E-2	1.1034819583848179E-2	1.0302679290316492E-2	8.7724512431471731E-3	5.5810185185185181E-3	0	4.115740740740741E-3	7.6226851851851855E-3	0	2.6466049382716048E-3	1.4081790123456791E-4	9.5486111111111108E-4	1.4699074074074072E-3	2.2253542175417178E-3	8.8599537037037032E-3	7.7928603094276653E-3	7.8993995371644705E-3	8.2198369396122139E-3	8.7181167016072668E-3	1.1320950475752586E-2	7.3462285937441708E-3	6.5837220322174025E-3	5.2272413286302173E-3	1.5037074222817195E-3	1.9791666666666664E-3	1.7558020368821999E-3	1.0175134015594539E-3	1.1637626262626262E-3	1.0294495884773662E-3	1.2114454732510287E-3	1.3651743834165533E-3	8.6377908082228231E-3	9.4140813602243897E-3	9.377314814814814E-3	9.3265412657892489E-3	8.75488854762509E-3	9.7956893520872706E-3	7.4289625893435686E-3	7.5301073415612275E-3	8.5896322484744041E-3	7.7788634381540812E-3	1.0216845120514764E-2	1.0326058878648622E-2	1.1862261136025735E-2	9.4103857005748137E-3	9.164151031616696E-3	9.0716028430570424E-3	1.0095331945471606E-2	1.1563445589432567E-2	1.1421434866053541E-2	1.0101697757195334E-2	1.0627399276763174E-2	1.1863365766219849E-2	1.1965979415369445E-2	1.0278479138252422E-2	9.7577858426654025E-3	8.9195382552770142E-3	1.2240560176271394E-2	1.0795830191050779E-2	7.745721099887767E-3	1.0459900584986317E-2	1.066959994391862E-2	1.2509645061728395E-2	4.7812499999999999E-3	0	0	8.5064621913580243E-3	1.3280535207966673E-2	8.3909210812081105E-3	8.8847908674402273E-3	Average Speed of Answer (hh:mm:ss)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4.1319444444444442E-3	6.7245370370370367E-3	1.0636574074074074E-2	8.6805555555555559E-3	3.3912037037037036E-3	1.0104166666666668E-2	1.725462962962963E-2	2.156442901234568E-2	2.0373263888888892E-2	3.4332561728395064E-2	3.3927469135802468E-2	4.8883101851851851E-2	4.050231481481481E-2	4.3564814814814813E-2	4.744405864197531E-2	3.011381172839506E-2	1.2841435185185185E-2	1.4979745370370371E-2	8.4027777777777781E-3	8.5262345679012353E-3	1.6956018518518518E-3	1.120756172839506E-3	3.6072530864197531E-4	4.8186728395061733E-3	1.1053240740740739E-3	6.3442460317460316E-3	4.4973544973544981E-3	9.6064814814814808E-4	4.2939814814814811E-3	8.8020833333333336E-3	2.7025462962962962E-3	5.3626543209876548E-4	1.273148148148148E-3	9.0740740740740734E-4	6.7592592592592596E-4	1.8036265432098766E-3	4.185185185185185E-3	1.0847222222222223E-2	1.1409722222222222E-2	1.0002893518518519E-2	8.4745370370370374E-3	1.2664351851851852E-2	1.2413194444444442E-2	2.2847222222222224E-2	1.5796296296296294E-2	1.9768518518518519E-2	2.0046296296296298E-2	1.2178240740740739E-2	8.4403935185185189E-3	5.4097222222222211E-3	6.9560185185185194E-3	3.8587962962962955E-3	2.673611111111111E-3	1.523148148148148E-3	1.8472222222222219E-3	3.8055555555555559E-3	4.012345679012346E-3	1.0046296296296296E-3	1.6068672839506172E-3	2.7447089947089946E-3	1.8402777777777779E-3	4.0641534391534393E-3	6.1844135802469127E-3	6.0152116402116401E-3	6.3850308641975309E-4	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	7.1319444444444451E-3	2.2905092592592591E-2	6.0697751322751322E-3	6.0416666666666657E-3	2.670304232804233E-3	4.4593253968253973E-3	3.4529320987654322E-3	3.363425925925926E-3	3.1712962962962966E-3	5.347222222222222E-3	7.0462962962962962E-3	3.8263888888888887E-3	5.0509259259259257E-3	4.4537037037037045E-3	2.8657407407407407E-3	2.7939814814814815E-3	3.4375000000000005E-3	1.6435185185185185E-3	8.7037037037037031E-4	6.5972222222222235E-4	1.7291666666666664E-3	1.2407407407407406E-3	2.6458333333333334E-3	2.7083333333333334E-3	8.1481481481481476E-4	2.7106481481481482E-3	3.5462962962962961E-3	4.3547453703703699E-3	4.3692129629629625E-4	5.3240740740740744E-4	5.5324074074074075E-4	5.0925925925925921E-4	4.930555555555555E-4	6.8750000000000007E-4	5.2777777777777784E-4	9.6990740740740718E-4	1.0138888888888888E-3	1.5219907407407409E-3	5.7407407407407407E-4	3.2407407407407406E-4	1.3009259259259259E-3	1.9861111111111112E-3	9.7430555555555569E-3	2.0625000000000005E-3	8.1018518518518527E-4	4.6932870370370375E-3	2.3974867724867722E-4	1.2896825396825395E-4	3.7615740740740737E-5	7.7160493827160492E-5	9.4521604938271593E-5	3.0307539682539676E-3	3.0307539682539676E-3	1.1111111111111112E-4	2.6666666666666666E-3	2.4305555555555556E-3	2.0775462962962961E-3	4.4637345679012343E-3	1.0515873015873015E-3	2.2743055555555559E-3	2.1527777777777772E-4	3.2793209876543216E-4	1.2037037037037037E-4	5.7870370370370366E-5	7.4074074074074087E-5	3.657407407407408E-4	1.2685185185185184E-3	5.0000000000000012E-4	5.0462962962962961E-4	5.7870370370370366E-5	1.7129629629629629E-4	1.875E-4	1.2962962962962963E-4	1.2962962962962963E-4	3.3796296296296298E-4	8.2175925925925917E-4	1.6666666666666666E-4	1.9212962962962963E-4	4.0509259259259258E-4	1.6481481481481482E-3	1.4728009259259258E-3	2.3634259259259259E-3	3.5162037037037032E-3	3.9768518518518521E-3	4.1990740740740747E-3	2.2847222222222223E-3	2.9814814814814812E-3	1.9699074074074072E-3	9.0972222222222214E-4	2.4016203703703705E-4	3.4027777777777778E-4	1.8518518518518518E-5	1.388888888888889E-5	9.2592592592592591E-6	1.1574074074074073E-5	1.388888888888889E-5	1.1574074074074073E-5	1.1574074074074073E-5	1.3503086419753085E-5	1.5432098765432099E-5	1.1574074074074073E-5	1.3503086419753085E-5	1.9290123456790123E-5	2.2762345679012345E-4	1.5432098765432099E-5	1.1574074074074073E-5	1.1574074074074073E-5	2.5077160493827162E-5	2.5925925925925932E-4	1.4351851851851852E-4	7.245370370370371E-4	1.3356481481481481E-3	1.3356481481481481E-3	2.4305555555555556E-3	1.662037037037037E-3	5.3657407407407404E-3	5.3680555555555547E-3	4.5370370370370382E-3	3.0949074074074078E-3	5.4421296296296301E-3	4.875E-3	6.1365740740740738E-3	5.4120370370370373E-3	5.5810185185185181E-3	3.9189814814814816E-3	4.7430555555555559E-3	3.9426130011682211E-3	4.7464496384107165E-3	5.5785493751382446E-3	4.6475130523273584E-3	4.6905620509126444E-3	4.6406864377553925E-3	3.8936161762554771E-3	3.5582292802712689E-3	3.8042172848239712E-3	4.8986538411613465E-3	5.3475993218388912E-3	5.3738853779363716E-3	6.2937722541046475E-3	5.9376919989506897E-3	8.2281797997141477E-3	1.2126986479598239E-2	1.2997147718083033E-2	2.9821490892219301E-3	8.1944444444444437E-4	7.6388888888888887E-5	1.189814814814815E-3	2.0925925925925925E-3	9.4907407407407416E-5	1.4274691358024693E-4	8.487654320987654E-5	7.9089506172839511E-5	1.880787037037037E-4	8.4559473094858147E-4	1.0418595679012345E-3	4.9451108015108715E-3	1.7338914021296919E-3	3.5850409688962721E-3	4.5891822337400566E-3	2.4761130501034997E-3	1.2832035837089129E-3	1.6042795830238821E-3	1.1832388668272125E-3	3.9928569850913994E-4	5.264658497826744E-4	6.9211966306503077E-4	4.2232897538914134E-4	3.3585535913550652E-4	4.4713727403944816E-4	2.8779411844323359E-4	3.8156863192248438E-4	4.2060024341912267E-3	3.5339835247442551E-3	2.2916261301531306E-3	3.5872165605353051E-3	6.2181998024930388E-3	7.281166697810937E-3	3.6245561598414792E-3	3.6409641343611845E-3	6.9150903267124249E-3	5.9617553313157092E-3	7.4909707950416224E-3	9.5197540907428733E-3	1.0754357112611513E-2	8.2801475122319633E-3	8.3695453616147442E-3	8.3733947419167114E-3	9.3294558982751612E-3	1.077709181302192E-2	1.0839861328231223E-2	8.1920399453138653E-3	1.1981579832021453E-2	1.8969908877885681E-2	1.7696704493950784E-2	1.3732386135872035E-2	4.5858937168566441E-3	2.3076942786113006E-3	1.7226314468817131E-3	2.1008666452569475E-3	7.1332650466675036E-4	3.4953121390836283E-3	1.1655349187086738E-3	4.060310310310311E-4	3.2109832520847887E-4	1.4050175886849234E-4	2.2462851597301769E-4	1.7443499491716222E-3	2.6426400071394279E-3	5.6383294412700423E-3	1.1222276991388416E-2	Calls Received (MNsure)	41548	41552	41559	41566	41573	41580	41587	41594	41601	41608	41615	41622	41629	41636	41644	41651	41658	41665	41672	41679	41686	41693	41700	41707	41714	41721	41728	41735	41742	41749	41756	41763	41770	41777	41784	41791	41798	41805	41812	41819	41826	41833	41840	41847	41854	41861	41868	41875	41882	41889	41896	41903	41910	41917	41924	41931	41938	41945	41952	41959	41966	41973	41980	41987	41994	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	42554	42561	42568	42575	42582	42589	42596	42603	42610	42617	42624	42631	42638	42645	42652	42659	42666	42673	42680	42687	42694	42701	42708	42715	42722	42729	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	43296	43303	43310	43317	43324	43331	43338	43345	43352	43359	43366	43373	43380	43387	43394	43401	43408	43415	43422	43429	43436	43443	43450	43457	43466	43471	43478	43485	43492	43499	43506	43513	43520	43527	43534	43541	43548	43555	43562	43569	43576	43583	43590	43597	43604	43611	43618	43625	43632	43639	43646	43653	43660	43667	43674	43681	43688	43695	43702	43709	43716	43723	43730	43737	43744	43751	43758	43765	43772	43779	43786	43793	43800	43807	43814	43821	4043	9928	7242	6898	4423	7718	7750	9501	6262	12893	12809	17516	17673	16994	15713	12343	8295	9333	8514	10190	7578	10235	13027	20776	19067	43201	39271	10454	12830	35588	10569	8072	8722	7490	6823	6646	5481	4963	5642	4542	5532	6114	5851	3322	5832	6889	7725	7771	4711	5186	5449	5065	5121	4600	4304	5089	3804	6305	8149	24189	10874	23406	11665	35598	8217	23150	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	14305	24967	17095	10345	10154	13690	16094	11539	11380	10491	10915	9552	9690	8612	8311	6723	6953	6067	6712	5791	5618	6632	6509	6675	3265	4070	3844	3898	3607	3666	3775	4486	5551	4489	5112	4744	6439	6108	7893	7337	8942	22143	13337	14686	7801	16288	18182	27234	27234	13185	13084	17536	14005	20676	22689	17972	8176	6600	7725	6257	6418	6211	6577	5941	5439	5155	5303	5149	5558	5606	5592	4791	4895	4827	5106	6142	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	16309	11488	10110	11305	9825	9825	8332	9763	8771	8633	8051	7384	6922	7153	6887	6165	5786	4999	5210	5159.308623633724	4702.2218878404692	5141.6278282278436	4802.5099215808059	5149.4777927321666	5136	4077	5376	5219	5328	5793	5253	5809	5847	6694	5321	6443	6015	5637	5975	6539	9301	7587	4208	8860	8348	5137	12734	13398	26632	9625	8042	2350	16107	10399	6904	7344	6683	6546	6303	7480	6506	6220	6371	6355	6242	6312	6740	6201	6499	5453	5364	5406	4949	5170	4989	5348	5770	4101	5089	4771	4907	5538	5037	5509	5371	6081	4834	5241	4870	4866	5364	5460	6958	6808	8265	9368	8057	8326	4673	12518	12147	15182	7803	









MNsure Contact Center Performance

November 1, 2024 - February 28, 2025



Calls Received (MNsure)	45599	45606	45613	45620	45627	45634	45641	45648	45655	45662	45669	45676	45683	45690	45697	45704	45711	7894	7124	7754	4260	10044	10806	12898	3616	7891	9781	12379	4292	5745	4959	4590	4516	5905	Average Speed of Answer (hh:mm:ss)	45599	45606	45613	45620	45627	45634	45641	45648	45655	45662	45669	45676	45683	45690	45697	45704	45711	9.4444444444444428E-3	1.5755208333333333E-2	1.1965277777777778E-2	5.2777777777777771E-3	1.6668595679012344E-2	2.1777276589280827E-2	2.7114197530864196E-2	9.780092592592592E-3	2.3625E-2	1.9116512345679012E-2	3.182638888888889E-2	5.5902777777777782E-3	9.6759259259259264E-3	7.0416666666666657E-3	5.2731481481481483E-3	1.7499999999999998E-2	2.1094907407407409E-2	Handle Time (Avg)	45599	45606	45613	45620	45627	45634	45641	45648	45655	45662	45669	45676	45683	45690	45697	45704	45711	1.1197916666666669E-2	1.1321759259259257E-2	1.1038773148148147E-2	1.0361111111111111E-2	1.0550925925925925E-2	1.0120370370370372E-2	1.0076388888888888E-2	9.9884259259259266E-3	1.0458333333333333E-2	1.0532407407407407E-2	1.0418981481481482E-2	1.0618055555555556E-2	1.0652777777777778E-2	1.0680555555555556E-2	1.0564814814814815E-2	1.0726851851851852E-2	1.0932870370370369E-2	1.117361111111111E-2	1.1099537037037036E-2	1.0761574074074073E-2	1.0856481481481481E-2	1.0905671296296295E-2	1.0905092592592593E-2	1.092824074074074E-2	1.1614583333333333E-2	1.1564814814814814E-2	1.1212384259259259E-2	1.169849537037037E-2	1.161111111111111E-2	1.1342592592592593E-2	1.1275462962962963E-2	1.114351851851852E-2	1.0909722222222223E-2	1.0895833333333334E-2	1.0928240740740742E-2	1.1600115740740741E-2	1.2268518518518519E-2	1.1962962962962962E-2	1.1865740740740741E-2	1.1627314814814814E-2	1.1997685185185184E-2	1.2222222222222225E-2	1.1571759259259259E-2	1.1587962962962963E-2	1.16875E-2	1.1915509259259259E-2	1.1664351851851851E-2	1.1462191358024692E-2	1.1556712962962963E-2	1.1578145969793485E-2	1.1579861111111112E-2	1.1264467592592592E-2	1.1189814814814816E-2	









MNsure Contact Center Call Volume/Wait Time 

Nov 1, 2015 - Nov 2, 2015 

Calls Received (MNsure)	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	23150	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	Average Speed of Answer (hh:mm:ss)	42001	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	0	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Average Speed of Answer 

Jan 1, 2015 - Dec 16, 2015 

Calls Received (MNsure)	42005	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	2765	13685	14251	10246	14350	16836	31746	22570	12433	10256	8915	9794	10648	9350	8223	9081	11345	11536	7101	7072	7176	7096	6890	6838	5898	6234	5986	6407	6262	7189	8682	7189	7250	6746	6705	5342	6160	6815	6389	7581	6533	6722	6530	8217	14972	11571	12721	9111	21804	26041	26061	Average Speed of Answer (hh:mm:ss)	42005	42008	42015	42022	42029	42036	42043	42050	42057	42064	42071	42078	42085	42092	42099	42106	42113	42120	42127	42134	42141	42148	42155	42162	42169	42176	42183	42190	42197	42204	42211	42218	42225	42232	42239	42246	42253	42260	42267	42274	42281	42288	42295	42302	42309	42316	42323	42330	42337	42344	42351	4.224537037037037E-4	9.0112433862433864E-4	8.0687830687830697E-4	2.3644179894179894E-4	2.5297619047619046E-4	5.4728835978835974E-4	1.8105158730158731E-3	2.3283179012345682E-3	5.9027777777777789E-4	5.1157407407407401E-4	5.6712962962962956E-4	6.5740740740740744E-4	9.74537037037037E-4	8.2175925925925927E-4	1.1365740740740739E-3	1.8680555555555557E-3	1.9814814814814821E-3	2.8634259259259264E-3	1.296296296296296E-3	1.4768518518518518E-3	2.0324074074074077E-3	2.7372685185185187E-3	2.0671296296296293E-3	2.6574074074074078E-3	1.5578703703703705E-3	1.8819444444444448E-3	7.320601851851852E-4	1.3958333333333333E-3	1.1388888888888889E-3	1.3888888888888887E-3	2.127314814814815E-3	3.8773148148148148E-3	9.0112433862433864E-4	8.0687830687830697E-4	0	2.8645833333333333E-4	6.5104166666666663E-4	6.7592592592592596E-4	4.2129629629629624E-4	1.935185185185185E-3	5.2314814814814824E-4	3.3796296296296298E-4	2.6157407407407412E-4	1.1620370370370369E-3	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Average Speed of Answer 

Nov. 1, 2015 - Jun. 30, 2016 

Calls Received (MNsure)	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	14972	11571	12721	9111	21804	26041	26061	15040	47829	22854	21543	14305	24967	17095	10345	10154	13690	16094	11539	11380	10491	10915	9552	9690	8612	8311	6723	6953	6067	6712	5791	5618	6632	6509	6675	Average Speed of Answer (hh:mm:ss)	42309	42316	42323	42330	42337	42344	42351	42358	42365	42372	42379	42386	42393	42400	42407	42414	42421	42428	42435	42442	42449	42456	42463	42470	42477	42484	42491	42498	42505	42512	42519	42526	42533	42540	42547	8.2506613756613758E-4	9.4411375661375679E-4	8.7962962962962962E-4	9.5833333333333328E-4	3.425925925925926E-3	6.6021825396825407E-3	6.0631613756613753E-3	7.1319444444444451E-3	2.2905092592592591E-2	6.0697751322751322E-3	6.0416666666666657E-3	2.670304232804233E-3	4.4593253968253973E-3	3.4529320987654322E-3	3.363425925925926E-3	3.1712962962962966E-3	5.347222222222222E-3	7.0462962962962962E-3	3.8263888888888887E-3	5.0509259259259257E-3	4.4537037037037045E-3	2.8657407407407407E-3	2.7939814814814815E-3	3.4375000000000005E-3	1.6435185185185185E-3	8.7037037037037031E-4	6.5972222222222235E-4	1.7291666666666664E-3	1.2407407407407406E-3	2.6458333333333334E-3	2.7083333333333334E-3	8.1481481481481476E-4	2.7106481481481482E-3	3.5462962962962961E-3	4.3547453703703699E-3	Call Volume



Speed of answer (hh:mm::ss)







MNsure Contact Center Call Volume/Service Level

January 1 - July 15, 2018





Calls Received	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	11216	16309	11488	10110	11305	9825	9825	8332	9763	8771	8633	8051	7384	6922	7153	6887	6165	5786	4999	5210	5159.308623633724	4702.2218878404692	5141.6278282278436	4802.5099215808059	5149.4777927321666	5136	4077	5376	Service Level (	<	80% calls under 5 min)	43040	43044	43051	43058	43065	43072	43079	43086	43093	43101	43107	43114	43121	43128	43135	43142	43149	43156	43163	43170	43177	43184	43191	43198	43205	43212	43219	43226	43233	43240	43247	43254	43261	43268	43275	43282	43289	1	0.99953333333333338	0.97302	0.99626000000000003	0.94503999999999999	0.81313999999999997	0.81313999999999997	0.64059999999999995	0.79602000000000006	0.39441999999999999	0.35154000000000002	0.51450000000000007	0.63826000000000005	0.40167999999999998	0.48997999999999997	0.31419999999999992	0.41369999999999996	0.50282000000000004	0.58582000000000001	0.48871999999999999	0.42627849054145095	0.43669349651876677	0.50515701722007855	0.42660638026789044	0.49277571430487954	0.59002444870973103	0.4593923589101882	0.51531152001219582	









MNsure Contact Center Call Volume/Service Level

January 1, 2017 - December 31st, 2017





Calls Received (MNsure)	42736	42743	42750	42757	42764	42771	42778	42785	42792	42799	42806	42813	42820	42827	42834	42841	42848	42855	42862	42869	42876	42883	42890	42897	42904	42911	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43100	13084	17536	14005	20676	22689	17972	8176	6600	7725	6257	6418	6211	6577	5941	5439	5155	5303	5149	5558	5606	5592	4791	4895	4827	5106	6142	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	Service Level 	42463	42470	42477	42484	42491	42498	42505	42512	42519	0.59004000000000001	0.68369999999999997	0.70506666666666662	0.41476666666666667	0.85558571428571439	0.7322333333333334	0.97395999999999994	0.98357499999999998	0.99570000000000003	0.99906000000000006	0.998	0.97457999999999989	0.83922000000000008	0.95668000000000009	0.94486000000000003	0.99639999999999984	0.98410000000000009	0.98614000000000002	0.99414000000000002	0.99358000000000002	0.9623799999999999	0.90454999999999997	0.98348000000000013	0.98217999999999994	0.94887999999999995	0.77363999999999999	0.7758250000000001	0.67591999999999997	0.52659999999999996	0.33634000000000003	0.51556000000000002	0.68579999999999997	0.66998000000000002	0.72472000000000003	0.87800000000000011	0.99067499999999997	0.95887999999999995	0.99874000000000007	0.99982000000000004	1	1	0.99990000000000001	1	1	1	1	1	1	0.99781666666666669	0.96481666666666677	0.99991666666666668	1	1	









MNsure Contact Center Call Volume/Service Level

July 1, 2017 - Jun 7, 2018





Calls Received (MNsure)	42918	42925	42932	42939	42946	42953	42960	42967	42974	42981	42988	42995	43002	43009	43016	43023	43030	43040	43044	43051	43058	43065	43072	43079	43086	43093	43100	43107	4716	6373	6371	6450	6627	5815	6000	5320	5947	4477	5705	5757	5865	5452	6927	7777	7271	11233	11177	11007	6373	14008	15434	21683	21368	9000	11216	16309	Service Level 	42463	42470	42477	42484	42491	42498	42505	42512	42519	0.7758250000000001	0.67591999999999997	0.52659999999999996	0.33634000000000003	0.51556000000000002	0.68579999999999997	0.66998000000000002	0.72472000000000003	0.87800000000000011	0.99067499999999997	0.95887999999999995	0.99874000000000007	0.99982000000000004	1	1	0.99990000000000001	1	1	1	1	1	1	0.99781666666666669	0.96481666666666677	0.99991666666666668	1	1	0.99953333333333338	











FIn info for Kari



		CRM Volume Counts by program (Phone only)		19-Jul		19-Aug		19-Sep		FY20 Qtr 1		19-Oct		19-Nov		19-Dec		FY20 Qtr 2		20-Jan		20-Feb		20-Mar		FY20 Qtr 3		20-Apr		20-May		20-Jun		FY20 Qtr 4		FY Running Total		20-Jul		20-Aug		20-Sep		FY21 Qtr 1		20-Oct		20-Nov		20-Dec		FY21 Qtr 2		21-Jan		21-Feb		21-Mar		FY21 Qtr 3		21-Apr		21-May		21-Jun		FY21 Qtr 4		FY Running Total		21-Jul		21-Aug		21-Sep		FY22 Qtr1		21-Oct		21-Nov		21-Dec		FY22 Qtr2		22-Jan		22-Feb		22-Mar		FY22 Qtr3		22-Apr		22-May		22-Jun		FY22 Qtr4		FY Running Total		FY21				FY22

		Medical Assistance		6,651		6,781		6,575		20,007		8,975		8,786		9,884		27,645		7,666		6,614		6,407		20,687		5,702		4,060		3,944		13,706		82,045		4,070		4,033		4,243		12,346		4,944		5,021		7,413		17,378		4,847		4,001		3,741		12,589		2,928		2,430		2,503		7,861		50,174		2,559		2,844		2,901		8,304																												50,174		15.73%		ERROR:#REF!		ERROR:#REF!

		MinnesotaCare		1,611		1,437		1,218		4,266		1,934		3,103		4,945		9,982		2,667		1,881		1,824		6,372		1,767		1,185		951		3,903		20,620		965		855		965		2,785		1,160		1,509		2,787		5,456		1,405		1,314		1,234		3,953		820		621		584		2,025		12,194		612		545		603		1,760																												12,194		3.82%		ERROR:#REF!		ERROR:#REF!

		QHP		16,549		16,527		15,208		48,284		26,648		39,519		50,590		116,757		31,840		26,663		27,587		86,090		29,886		18,346		19,633		67,865		251,131		21,094		20,056		18,196		59,346		28,448		33,528		51,080		113,056		25,454		20,806		18,321		64,581		14,885		17,927		15,162		47,974		236,983		16,278		16,256		15,825		48,359																												236,983		74.31%		ERROR:#REF!		ERROR:#REF!

		Mixed HH		2,326		2,262		2,269		6,857		2,782		3,572		5,660		12,014		3,995		3,210		2,988		10,193		3,177		1,831		1,777		6,785		29,064		1,742		1,653		1,655		5,050		1,160		2,919		4,845		8,924		2,229		1,806		1,549		5,584		1,170		1,210		1,100		3,480		19,558		1,158		1,079		1,100		3,337																												19,558		6.13%		ERROR:#REF!		ERROR:#REF!

																																																																																																										0		0.00%		ERROR:#REF!		ERROR:#REF!

				99%		109%		100%				120%		112%		107%				110%		122%		112%				100%		104%		107%																																																																										318,909		100.00%		ERROR:#REF!		ERROR:#REF!

		Tickets		27,137		27,007		25,270		79,414		40,339		54,980		71,079		166,398		46,168		38,368		38,806		123,342		40,532		25,422		26,305		92,259		ERROR:#REF!		27,871		26,597		25,059		79,527		35,712		42,977		66,125		144,814		33,935		27,927		24,845		86,707		19,803		22,188		19,349		61,340		685,754		20,607		20,724		20,429		61,760		0		0		0		0		0		0		0		0		0		0		0		0		165,718		81,926		25.69%		ERROR:#REF!		ERROR:#REF!

		Calls		27,488		24,862		25,322		77,672		33,519		48,914		66,450		148,883		42,066		31,573		34,537		108,176		40,565		24,456		24,626		89,647		ERROR:#REF!		26,304		25,678		23,807		75,789		33,224		39,356		58,709		131,289		25,911		22,841		22,263		71,015		17,785		19,720		17,358		54,863		631,456		17,376		17,186		17,043		51,605		21,826		31,458		35,999		89,283		18,808		20,387		17,517		56,712		13,991		17,043		16,488		47,522		149,427







		CRM Volume Counts by program (Non-Phone)		19-Jul		19-Aug		19-Sep		FY20 Qtr 1		19-Oct		19-Nov		19-Dec		FY20 Qtr 2		20-Jan		20-Feb		20-Mar		FY20 Qtr 3		20-Apr		20-May		20-Jun		FY20 Qtr 4		Running Total		20-Jul		20-Aug		20-Sep		FY21 Qtr 1		20-Oct		20-Nov		20-Dec		FY21 Qtr 2		21-Jan		21-Feb		21-Mar		FY21 Qtr 3		21-Apr		21-May		21-Jun		FY21 Qtr 4		Running Total		21-Jul		21-Aug		21-Sep		FY22 Qtr1		21-Oct		21-Nov		21-Dec		FY22 Qtr2		22-Jan		22-Feb		22-Mar		FY22 Qtr3		22-Apr		22-May		22-Jun		FY22 Qtr4		FY Running Total

		Medical Assistance		865		276		263		1,404		353		319		389		1,061		241		103		95		439		144		91		67		302		3,206		103		78		74		255		82		80		96		258		88		67		64		219		58		182		72		312		1,044		64		72		91		227

		MinnesotaCare		56		63		69		188		76		103		172		351		82		41		54		177		53		40		31		124		716		37		31		24		92		26		32		47		105		22		35		34		91		23		57		19		99		288		17		27		16		60

		QHP		679		1648		796		3,123		847		1627		1948		4,422		2395		2202		2511		7,108		2455		2211		2442		7,108		14,653		2773		2372		2631		7,776		2021		1849		887		4,757		1,871		1,674		1,393		4,938		1,178		2,124		1,437		4,739		17,471		1,889		4,084		2,655		8,628

		Mixed HH		94		158		151		403		153		175		195		523		217		176		151		544		149		115		108		372		1,470		157		151		187		495		138		132		76		346		108		105		99		312		108		148		96		352		1,153		101		214		121		436





		CRM Volume Counts by program (Total)		19-Jul		19-Aug		19-Sep		FY20 Qtr 1		19-Oct		19-Nov		19-Dec		FY20 Qtr 2		20-Jan		20-Feb		20-Mar		FY20 Qtr 3		20-Apr		20-May		20-Jun		FY20 Qtr 4		FY Running Total		20-Jul		20-Aug		20-Sep		FY21 Qtr 1		20-Oct		20-Nov		20-Dec		FY21 Qtr 2		21-Jan		21-Feb		21-Mar		FY21 Qtr 3		21-Apr		21-May		21-Jun		FY21 Qtr 4		FY Running Total		21-Jul		21-Aug		21-Sep		FY22 Qtr1		21-Oct		21-Nov		21-Dec		FY22 Qtr2		22-Jan		22-Feb		22-Mar		FY22 Qtr3		22-Apr		22-May		22-Jun		FY22 Qtr4		FY Running Total		22-Jul		22-Aug		22-Sep		FY23 Qtr1		22-Oct		22-Nov		22-Dec		FY23 Qtr2		23-Jan		23-Feb		23-Mar		FY23 Qtr3		23-Apr		23-May		23-Jun		FY23 Qtr4		FY Running Total		23-Jul		23-Aug		23-Sep		FY24 Qtr1		23-Oct		23-Nov		23-Dec		FY24 Qtr2		24-Jan		24-Feb		24-Mar		FY24 Qtr3		24-Apr		24-May		24-Jun		FY24 Qtr4		FY Running Total		24-Jul		24-Aug		24-Sep		FY25 Qtr1		24-Oct		24-Nov		24-Dec		FY25 Qtr2		25-Jan		25-Feb		25-Mar		FY25 Qtr3		25-Apr		25-May		25-Jun		FY25 Qtr4		FY Running Total

		Medical Assistance		7,516		7,057		6,838		21,411		9,328		9,105		10,273		28,706		7,907		6,717		6,502		21,126		5,846		4,151		4,011		14,008		85,251		4,173		4,111		4,317		12,601		5,026		5,101		7,509		17,636		4,935		4,068		3,805		12,808		2,986		2,612		2,575		8,173		51,218		2,623		2,916		2,992		8,531		3,097		4,153		4,779		12,029		4,537		3,036		3,469		11,042		3,262		2,537		2,690		8,489		40,091		2,618		2,798		2,908		8,324		2,865		3,280		3,877		10,022		2,419		1,527		1,472		5,418		1,633		1,748		1,582		4,963		28,727		1,727		2,113		2,029		5,869		3,998		2,938		4,036		10,972		3,968		3,118		2,648		9,734		3,253		4,346		3,590		11,189		37,764		4,034		4,029		2,118		10,181		2,553		2,501		3,090		8,144								0								0		18,325

		MinnesotaCare		1,667		1,500		1,287		4,454		2,010		3,206		5,117		10,333		2,749		1,922		1,878		6,549		1,820		1,225		982		4,027		21,336		1,002		886		989		2,877		1,186		1,541		2,834		5,561		1,427		1,349		1,268		4,044		843		678		603		2,124		12,482		629		572		619		1,820		734		1,094		1,535		3,363		1,228		838		869		2,935		833		624		535		1,992		10,110		488		546		568		1,602		551		898		1,417		2,866		1,232		529		526		2,287		471		473		380		1,324		8,079		382		463		475		1,320		861		1,560		2,861		5,282		1,699		1,140		903		3,742		891		1,029		893		2,813		13,157		1,114		1,159		571		2,844		706		1,130		2,754		4,590								0								0		7,434

		QHP		17,228		18,175		16,004		51,407		27,495		41,146		52,538		121,179		34,235		28,865		30,098		93,198		32,341		20,557		22,075		74,973		265,784		23,867		22,428		20,827		67,122		30,469		35,377		51,967		117,813		27,325		22,480		19,714		69,519		16,063		20,051		16,599		52,713		254,454		18,167		20,340		18,480		56,987		21,213		28,968		30,884		81,065		25,974		19,004		20,182		65,160		19,001		13,190		13,100		45,291		248,503		12,044		13,826		13,771		39,641		15,460		22,021		25,076		62,557		19,665		14,210		16,160		50,035		15,760		16,163		16,322		48,245		200,478		15,120		19,694		19,543		54,357		23,072		27,296		31,705		82,073		28,295		22,449		22,225		72,969		14,999		20,746		18,502		54,247		263,646		19,771		21,843		17,784		59,398		21,267		26,809		31,600		79,676								0								0		139,074

		Mixed HH		2,420		2,420		2,420		7,260		2,935		3,747		5,855		12,537		4,212		3,386		3,139		10,737		3,326		1,946		1,885		7,157		30,534		1,899		1,804		1,842		5,545		1,298		3,051		4,921		9,270		2,337		1,911		1,648		5,896		1,278		1,358		1,196		3,832		20,711		1,259		1,293		1,221		3,773		1,555		2,320		2,654		6,529		2,136		1,355		1,211		4,702		1,150		1,280		1,073		3,503		18,507		945		1,130		1,171		3,246		1,437		2,537		3,068		7,042		1,751		1,154		1,356		4,261		1,165		1,711		2,166		5,042		19,591		2,080		2,498		2,502		7,080		3,173		3,449		4,350		10,972		4,332		3,399		3,195		10,926		2,398		3,235		2,633		8,266		37,244		2,801		2,752		2,663		8,216		3,064		3,608		4,562		11,234								0								0		19,450

		No Current Eligibility Determination																																																																																														na		3,451		3,811		7,262		7,262		3,554		5,020		4,515		13,089		4,438		6,333		7,167		17,938		5,520		2,968		3,293		11,781		3,205		3,323		3,057		9,585		52,393		3,220		4,309		3,732		11,261		5,825		5,380		6,140		17,345		6,449		5,078		4,803		16,330		5,202		7,739		6,726		19,667		64,603		8,425		8,461		5,113		21,999		6,195		7,689		8,703		22,587								0								0		44,586

		None/Open Caspio Cases		864		692		464		2,020		584		1,215		1,770		3,569		742		500		672		1,914		725		397		364		1,486		7,503		543		440		346		1,329		715		1,045		2,385		4,145		544		382		378		1,304		404		1,071		518		1,993		6,778		594		365		338		1,297		545		1,109		1,601		3,255		731		616		690		2,037		574		436		450		1,460		8,049		357		0		0		357		1,705		1,905		2,049		5,659		1,001		3,250		1,426		5,677		1,208		1,488		1,418		4,114		15,807		1,339		1,412		1,457		4,208		5,825		3,151		3,175		12,151		5,910		1,484		1,362		8,756		1,104		1,408		1,306		3,818		28,933		1,775		1,792		1,573		5,140		2,263		4,225		5,412		11,900								0								0		17,040

		ACRe submissions (all)																																																																																																																																639		1008		895		2,542		2,542		943		971		898		2,812		788		991		1010		2,789		1055		842		840		2,737		100		959		772		1,831		10,169		934		1019		956		2,909		1085		1570		1953		4,608								0								0		7,517

		DACA related																																																																																																																																																																																		0								0								0								0		0

		2025 Expanded MCRE 																																																																																																																																																																																		0								0								0								0		0





		Link to ACRe 

		ACRe Dashboard.pptx (sharepoint.com)



		Lines 15-18

		CRM report -Eligibility Determination Counts not of phone origin



		Lines 22-25

		CRM report - Eligibilty Determination counts

																																																				154,425

		Nick's Renewal Related Contacts																																																																																																																																										*These case counts include tickets marked as QHP/Mixed Elig HH/No Determination that are related to a PP unwind renewal																																		*These case counts include tickets marked as QHP/Mixed Elig HH/No Determination that are related to a PP unwind renewal

		CRM tickets related to renewal, by program																																																																																																																																										23-Jul		23-Aug		23-Sep		FY24 Qtr1		23-Oct		23-Nov		23-Dec		FY24 Qtr2		24-Jan		24-Feb		24-Mar		FY24 Qtr3		24-Apr		24-May		24-Jun		FY24 Qtr4		FY Running Total		23-Jul		23-Aug		23-Sep		FY24 Qtr1		23-Oct		23-Nov		23-Dec		FY24 Qtr2		24-Jan		24-Feb		24-Mar		FY24 Qtr3		24-Apr		24-May		24-Jun		FY24 Qtr4		FY Running Total

		IA/UQHP Only																																																																																																																																										1,575		2,734		2,719		7,028		4,071		4,342		5,929		14,342		7,338		6,207		5,574		19,119		4,039		1,187		617		5,843		46,332								0								0								0								0		0

		Mixed HH (QHP & Public Program)																																																		0.0268415088																																																																																								1,068		1,415		1,511		3,994		2,010		2,107		2,544		6,661		2,653		2,167		1,660		6,480		1,154		379		208		1,741		18,876								0								0								0								0		0

		No Current Eligibility Determination																																																																																																																																										66		241		255		562		289		295		366		950		678		697		580		1,955		477		138		83		698		4,165								0								0								0								0		0



		Category																																		Running Total		20-Jul		20-Aug		20-Sep		FY21 Qtr 1		20-Oct		20-Nov		20-Dec		FY21 Qtr 2																		Running Total																																		Running Total

		How Do I update My Application																																		0		1135		1356		1434		3925		1701		1837		2303		5841																		9,766																																		0

		How Do I Apply																																		0		2117		2099		2078		6294		1997		2531		3419		7947																		14,241																																		0

		How Do I Enroll																																		0		1062		862		855		2779		1105		2190		3665		6960																		9,739																																		0

		How Do I Create An Account																																		0		286		292		247		825		284		541		807		1632																		2,457																																		0

		Total Calls Handled																																		0		15468		15009		11174		41651		19907		27404		41799		89110																		130,761																																		0



		Category																																		Running Average		20-Jul		20-Aug		20-Sep		FY21 Qtr 1		20-Oct		20-Nov		20-Dec		FY21 Qtr 2																		Running Average																																		Running Average

		How Do I update My Application																																		0.00%		7.34%		9.03%		12.83%		9.42%		8.54%		6.70%		5.51%		6.55%																		7.47%																																		0.00%

		How Do I Apply																																		0.00%		13.69%		13.98%		18.60%		15.11%		10.03%		9.24%		9.36%		8.92%																		10.89%																																		0.00%

		How Do I Enroll																																		0.00%		6.87%		5.74%		7.65%		6.67%		5.55%		7.99%		8.77%		7.81%																		7.45%																																		0.00%

		How Do I Create An Account																																		0.00%		1.85%		1.95%		2.21%		1.98%		1.43%		1.97%		1.93%		1.83%																		1.88%																																		0.00%

		Percentage of Calls/CRM																																		0.00%		29.74%		30.71%		41.29%		33.19%		25.55%		25.90%		25.57%		25.12%																		27.69%																																		0.00%



		2020 Call Flow off IVR

		MNsure (press 2)		291204

		PP ( press 1)		154767

		Total		445971

		% to PP		34.70%



		PP		Medical Assistance		MinnesotaCare		QHP		Mixed HH		None																																		20-Oct		20-Nov		20-Dec		FY21 Qtr 2

		DHS Xfer issue																																												39		33		39		111

		MA xfer to County																																												1878		2088		3776		7742

		MCRE xfer to MCRE																																												606		1063		2003		3672

		Request to Close																																												563		883		1618		3064

		Xfer to Gov't Program																																												*		*		*		*

		Total																																												3086		4067		7436		14589

		Medical Assistance

		MinnesotaCare

		QHP

		Mixed HH



https://mn365.sharepoint.com/:p:/r/teams/Mnsure/BPMO/_layouts/15/Doc.aspx?sourcedoc=%7B50AE311C-E6B6-4615-9AAF-19D5E659171B%7D&file=ACRe%20Dashboard.pptx&action=edit&mobileredirect=true

Sheet1

		Current

		CRM Volume Counts by program (Total)		20-Oct		20-Nov		20-Dec		FY21 Qtr 2

		Medical Assistance		5,026		5,101		7,509		17,636

		MinnesotaCare		1,186		1,541		2,834		5,561

		QHP		30,469		35,377		51,967		117,813

		Mixed HH		1,298		3,051		4,921		9,270

		None/Open Caspio Cases		715		1,045		2,385		4,145

		Revised 

		CRM Volume Counts by program (Total)		20-Oct		20-Nov		20-Dec		FY21 Qtr 2

		Medical Assistance		5,026		5,101		7,509		17,636

		MinnesotaCare		1,186		1,541		2,834		5,561

		Add'l PP cases		3,086		4,067		7,436		14,589

		QHP		27,383		31,310		44,531		103,224

		Mixed HH		1,298		3,051		4,921		9,270

		None/Open Caspio Cases		715		1,045		2,385		4,145



		Additional Public Program information		20-Oct		20-Nov		20-Dec		FY21 Qtr 2

		DHS Xfer issue		39		33		39		111

		MA xfer to County		1878		2088		3776		7742

		MCRE xfer to MCRE		606		1063		2003		3672

		Request to Close		563		883		1618		3064

		Xfer to Gov't Program		*		*		*		*

		Total		3086		4067		7436		14589

		*Waiting for information





DHS 

				Jan-18		Feb-18		Mar-18		Apr-18		May-18		Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18		Dec-18		Jan-19

		Calls to MNsure (IVR)		57158		38074		35636		26870		17136		15302		18685		22447		21195		35217		39285		60089		50040

		Password resets (IVR)		5973		3525		3597		3896		3330		2999		3302		3890		3558		4724		5923		9181		7872

		Report a Change		9258		6265		5752		4925		4120		4238		4457		5253		4765		8578		8345		11764		8791

		Calls to DHS (IVR)		20157		8114		7708		6214		5398		4885		5346		6563		6051		8534		25168		35850		33762

		Calls xfer to DHS (CRM)																								1139

		Calls xfer to Counties (CRM)		0		0		0		0		0		0		0		0		0

		Off of the IVR		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov

		PP		33762		20050		19223		13859		10434		8601		9588		9642		8865		11779		8030

		MNsure		48508		27031		26782		28563		23517		21277		22634		23770		21170		28825		13080

		Total		82270		47081		46005		42422		33951		29878		32222		33412		30035		40604		21110

		%PP		41%		43%		42%		33%		31%		29%		30%		29%		30%		29%		38%
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Appeals & Resolution Review Dashboard 2021 - 2025

24

Aopeals and 2021 | 2022 | 2023 | 2024 | 2025
R':; otice | Full- | Full- | Full- | Full- | Full-
Year | Year | Year | Year | Year
Resolution
Review Tickets | 1,555 | 1,030 | 1,302 | 1,888 | 2516
Created
Average Days
2 2 2 2 6
Tickets Open
Appeals Filed 594 469 662 832 713
Average Days 57 | 36 | 36 | 42 | 42

Appeals Open

= The Resolution Review process is a

consumer-friendly way that MNsure
expedites the review of a consumer’s issue.
Cases that go through the Resolution
Review are usually resolved without the
need to file a formal appeal.

While RRTs were up from previous years
(largely due to the higher number of
enroliments), the process helped keep
appeals numbers down.

Despite the increase in enrollments, there
was a slight decrease in the number of
appeals filed. -l
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Plan Year 2026

B

t.

MNSUre:



MNsure Dashboard — Plan Year 2026

Total (Medical Assistance, MinnesotaCare, QHP) 215,013
Medical Assistance Applicants 41,194
MinnesotaCare Applicants 8,669
Qualified Health Plan (QHP) Sign-ups 165,150

QHP New Consumers 28,885
Qualified Dental Plan Sign-ups 51,810

26

Prepared for March 18, 2026 board meeting

Financial Assistance Type Individuals | Households

Percentage with Advanced Premium Tax Credit (APTC) 50.5% 51.3%

Percentage with Cost-Sharing Reductions 8.5% 10.0%

January Average Monthly APTC $411.70 $600.94 e

Estimated January APTC for Households Receiving APTC N/A| $54,716,518.83 G 3
MNSUre



Plan Year 2025 QHP Enroliment by Rating Region M

as of February 28, 2026

1 7.8% 6.0% $908.51

2 5.4% 5.4% $724.74

3 4.6% 4.3% $866.99

4 2.0% 2.4% $724 .48

5 3.5% 3.7% $720.12

6 4.1% 4.3% $700.76

7 7.7% 8.8% $712.93

8 63.5% 64.0% $456.14 Note: Data is based on MNsure'’s

9 2o, o0 5667 86 current enroliment population L

3

Prepared for March 18, 2026 board meeting M N S U re

*Total not = 100% due to rounding
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QHP Dashboard - Plan Year 2026

as of February 28, 2026

Blue Plus 34.4% 27.9%
HealthPartners 25.4% 18.9%
Medica 19.2% 20.1%
Quartz 0.7% 0.9%
UCare 20.4% 32.3%

Gold 15.1% 17.0%
Silver 29.3% 33.9%
Bronze 55.6% 47.3%
Catastrophic 0.0% 1.8%

Male

47.5%

47.2%

Female

52.5%

52.8%

*Total not = 100% due to rounding

<18 11.7% 12.6%
18-25 7.7% 7.7%
26-34 13.4% 13.3%
35-44 15.3% 15.2%
45-54 15.8% 16.0%
95+ 36.2% 35.2%

English 95.2% 94.7%

Hmong 0.5% 0.6%

Somali 0.8% 1.0%

Spanish 1.8% 1.9%

Other 1.7% 1.8%

Note: Language preference is based on QHP-eligible population;

all other data is based on MNsure’s current enrollment population -
as of February 28, 2026. ¥

MNSUre

Prepared for March 18, 2026 board meeting
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29

Sign-Ups and Effectuated Enroliments

Cumulative Sign-Ups and Monthly Effectuated Enrollments, January - February 2026

163,251
/ 165,150
127,966 132,852
January February  March April May June July August September October November December
EmMonthly Effectuated QHP Enrollments —Cumulative QHP Sign-ups ."g"

Prepared for March 18, 2026 board meeting M N S U re



Contact Center Dashboard

Average Daily Call Volume 2,878 2,233 1,391
Service Level (% of calls answered within 5 min.) 45.0% 54.6% 60.3%
Calls Abandoned While in Queue 21.3% 13.4% 10.3%

MNsure Contact Center Performance
November 1, 2025 - February 28, 2026

00:50:24 20000
00:43:12
00:36:00 15000
00:28:48 1

10000
00:21:36
00:14:24 5000
00:07:12
00:00:00 0

2-Nov 9-Nov 16-Nov 23-Nov 30-Nov 7-Dec 14-Dec 21-Dec 28-Dec 4-Jan 11-Jan 18-Jan 25-Jan 1-Feb 8-Feb 15-Feb 22-Feb

@Calls Received (MNsure) e=mmAverage Speed of Answer (hh:mm:ss) = = Handle Time (Avg)

X
MNSUre

Call volumes represent weekly totals for week beginning with date.
Prepared for March 18, 2026 board meeting



Call Inquiries Dashboard

1. MCRE/Counties 18.0%
2. How To Enroll in a Plan 6.2%
3. How Do | Apply 4.2%
4. How Do | Update My Application 3.8%
5 Gain of ESUMEG 3.3% 1. Status Before Appointment 18.4%
2. Status of Enrollment 7.5%
3. Lost or Will Lose Other Health Care Coverage 6.7%
_ 4. Lost or Will Lose Employer Health Care Coverage 6.2%
1. Public Program Status 44.5% | | 5 Status of SEP 5.5%
2. Determination Result 26.3%
3. QHP Status 11.8%
4. Newborn Status 7.1% .
5. Password Reset 5.7% E
MNSUre

Prepared for March 18, 2026 board meeting
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Workable life event cases: 865

Average time to process: 8 days

Life Event Change Processing By Month February 2024- February 2026
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MNsure Premium Withhold Revenue
Calendar Year 2026

b

Forecast and YTD Actual

$35.000

$30.000 $30.858
$25.000
$20.000
$15.000
$10.000
$5.000

$0-000 I T T T T T T T T T T T 1

January February  March April May June July August September October November December

=e=YTD Actual (through March 2026) ——Current Forecast
Revenue numbers in millions
Note: CY2026 forecast for February through December is based on updated numbers from
January 2026, using assumptions from the FY26 budget (approved in July 2025).
33 Prepared for March 18, 2026 board meeting
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B

MNsure Preliminary Three-Year Financial Plan

.E.

MNSUre:
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Agenda

= Current FY26 Forecast

= Reminder: HR1 Likely to Decrease Enroliment
= Themes for Developing FY27 Budget

= Three Year Plan (Proposed)

= Long Term Financial Planning Considerations

= Discussion
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Current FY26 Forecast

Revenue

Premium Withhold Revenue coming
in slightly higher than expected

State revenue (DHS
reimbursements) forecasted under
budget due to postponed hiring up
for HR1

Interest growth due to delayed
spending on MN-EES

FY26 FY26
Funding Category Revised Estimated
Budget Actuals

Premium Withhold

Revenue $29,255,219 $32,300,916
State Revenue $21,267,991 $16,234,408
Other Revenue $900,000 $2,110,051
Total Operating

Revenue $51,423,210 $50,645,374

1



Current FY26 Forecast (continued)

= EXxpenses . FY26 Revised FY26 Estimated
Funding Category

_ : Budget Actuals
G to darya in Biemg ™ Administration S  7025353% 6,993,834
some planned and some Communications $ 3,086,484 $ 3,084,934
due to resource constraints  Customer Service $ 31,629,956 $ 26,917,129

, Eligibility &

=  HR1 items planned for

FKZG are sdﬁll i-ﬂ plannin E:t':’l"c;“pee’:ta’gnzyﬁems $ 19,536,781 $ 21,446,652
ases and will move into

Pmplementation over the Expenses $ 62,178,575 $ 58,442,548

next few quarters

=  MN-EES project forecast
remains slightly over budget
(no changes since the
January update)

37



Current FY26 Forecast (continued)

= Summary

= Reinsurance transfer in is expected in Q4 per MMB

= Forecasted deficit of $4.3 million is expected and largely due to
drawdown of earmarked reserves to pay for MN-EES

= Year end forecasted reserves balance of $43.9 million represents
just over 9 months of working capital, which just above the CMS

requirement of 6-9 months

g

38
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Reminder: HR1 Likely to Decrease Enroliment

= Shortened open enroliment

= Sunset of enhanced premium tax credits

= Prohibition of auto-renewals

= Manual verification of income and citizenship data

= Excludes most lawfully present enrollees from accessing
premium tax credits
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Themes for FY27 Budget Development

= MN-EES go-live in June 2026
= Ongoing operations costs of the new system

= Evaluating operational changes needed due to MN-EES &
HR1 changes

= Continued investment in supporting technologies

= Update processes and agreements around shared systems
and services with DHS

= Long term financial planning

g1
: - "



Three Year Plan (Proposed)

. FY26 Revised FY26 Estimated FY27 Budget FY28 Plan
Funding Category

41

Budget Actuals (Proposed) (Proposed)
Operating Revenue
Premium Withhold Revenue $29,255,219 $32,300,916 $32,399,226 $29,568,187
State Revenue $21,267,991 $16,234,408 $12,806,716 $11,990,305
Other Revenue $900,000 $2,110,051 $1,637,416 $2,116,335
Total Operating Revenue $51,423,210 $50,645,374 $46,843,358 $43,674,827
Transfers In $70,000 $3,533,000 $3,243,000 $6,255,000
Total Resources $51,493,210 $54,178,374 $50,086,358 $49,929,827
Operating Expenses
Administration $ 7,925,353 $6,993,834 $9,007,390 $9,685,881
Communications $ 3,086,484 $3,084,934 $3,280,424 $3,321,011
Customer Service $ 31,629,956 $26,917,129 $29,494,761 $29,183,294
IT Systems $ 19,536,781 $21,446,652 $8,915,198 $8,062,770
Contingency for HR1 $0 $0 $2,000,000 $2,000,000
Total Operating Expenses $ 62,178,575 $ 58,442,548 $ 52,697,773 $ 52,252,956

Surplus/(Deficit)

Reserves held per CMS requirements (9 months)
Remaining Reserves (earmarked for future use)

($4,264,174)

$43,831,911
$83,484

($2,611,415)

$39,523,330
$1,871,650

($2,323,129)

$39,189,717
$2,290,695



Revenue Budget Category %

FY26 Estimated Actuals

Other Revenue
4%

State Revenue
32%

Premium Withhold
Revenue
64%

= Premium Withhold Revenue = State Revenue m Other Revenue

42

FY27 Budget (Proposed)

Other Revenue
4%

State Revenue
27%

= Premium Withhold Revenue = State Revenue m Other Revenue "

MNSUre

Premium Withhold
Revenue
69%



Expense Budget Category %

FY26 Estimated Actuals FY27 Budget (Proposed)
Contingency for HR1 Contingency for HR1
0% Administration 4%
12% Administration

IT Systems

17%
IT Systems
17%
Communications

37% o
Communications
6%
Customer Service
Customer Service 56%
46%
N me
L
m Administration = Communications = Customer Service = IT Systems m Contingency for HR1 m Administration = Communications m Customer Service = IT Systems = Contingency for HR1 a

4 MNSUre
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Long Term Financial Planning Considerations

= Large portion of reserves drawn down with the implementation
of MN-EES

= HR1 impacts to operations forthcoming

= New technologies could create efficiencies that reduce
operating expenses

= Decrease in effectuated enrollment reduces revenue

= Uncertainties about future potential transfers in such as
reinsurance

) -"1\. - o
ol 3 ‘?_.



45

Long Term Financial Planning Considerations

Budget and long term planning is based on current law

Decisions we make now regarding ongoing operations have a
ripple effect on future years

CMS requires state based exchanges to keep 6-9 months of
operating expenses in reserves

Reserves above the 6-9 month requirement can be earmarked

N ‘gAs.
— e
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Discussion

.E.
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Legislative Update

B
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QEST Project Update

B

.E.

MNSUre:
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QEST Project Update

= On track for June 2026 launch

= Focused on mitigating key risks:
= Testing and training resourcing
= Coordination with agency partners

= Effective vendor management

= Preview for assisters
= Demonstration of new system and functionality

= Gathering feedback for training and communications

N pe
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New Business
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Adjourn
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